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Abstract:  
Human capital is the most valuable asset of any organisation; thus, the active 
role they play cannot be undervalued. Equipping these valued assets through 
training and development becomes crucial to guarantee job performance and 
competitiveness. Though extensive research has been conducted in this area, 
much is still left to be done especially in the case of Cameroon’s banking 
industry. To this effect, this study is aimed at modelling a framework based on 
the impact of training and development on employee performance in the case 
of the National Financial Credit Bank (NFCB) in Cameroon. Three specific 
objectives were established including: Orientation and onboarding training, 
soft and technical skills training, and product and service knowledge training 
on employee performance. A case study design was adopted and supported by 
the philosophical underpins of positivism epistemology and objectivism 
ontology. Relevant data was sourced through questionnaire survey distributed 
to a target population of one hundred (100) employees of the NFC Bank in the 
centre region of Cameroon. Data was analysed using the Structured Equation 
Model (SEM) with all specifications observed. The study revealed that there is 
insignificant statistical evidence to suggest that orientation and onboarding 
training affects employees’ performance. It was also noted that soft and 
technical skills training and product and service training all have significant 
positive statistical impacts on employees’ performance. This study concludes 
that companies with management policies on soft and technical skills 
development and product and service knowledge training have higher chances 
to improve performance. 
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1.1 Introduction: 
The financial industry in Cameroon is made up of fifteen commercial banks and over five 
hundred and fifty (550) micro-finance institutions (MFIs) (Ofeh & Jeanne, 2017). The 
restructuring of the economy in 2006 led to a drop in the number of MFIs from 656 in 2000 to 
about 490 in 2006 (Fotabong, 2012). The need for regulation on human capacity 
development is a priority in global financial systems (Engetou, 2017). On this note, a study by 
Miller (2014) found that 43% of employees revealed that their training programs were 
ineffective, while 25% reported performance enhancement after a training program. Training 
and development is expensive. Reports from 340 organisations revealed that on average 
organisations spent $1,208 per staff on training and development as indicated in figure 1 below. 
 

Figure 1: Average Direct Expenditure per Employee (2006-2013) 

 
Source: (Miller, 2014) 

The National Financial Credit Bank (NFCB) of Cameroon has put in place training policies 
tailored towards addressing training needs for all its fourteen (14) branches. Enhanced skills, 
knowledge, and competent workforce would create a competitive advantage (Halawi & 
Haydar, 2018). Irrespective of the size of the organisation, employees are the most critical 
success factor (Aziz, Salleh, & Mustafa, 2012). This study is therefore aimed at modelling a 
framework on the impact of training and development on employees’ performance at the NFC 
bank in the centre region of Cameroon. The objectives of the research include: To assess the 
impact of orientation and onboarding training on employees’ performance, to evaluate the 
impact of soft and technical skills training on employee performance, and to establish the 
impact of product and service training on employee performance. 

2.0 Review of Relevant Literature 
2.1 Key Definitions: Training, development and Performance 
According to Gordon (1992), training is any planned activity intended to enhance the level of 
skills, knowledge, and competencies of individuals necessary to effectively carry out assigned 
tasks. It also encompasses the practice of formal processes to convey knowledge and 
empower employees to build the skills needed to satisfactorily perform their jobs (Reynolds, 
2004). Similarly, training is the process by which people learn skills, concepts, attitudes, and 
knowledge to facilitate the achievement of set goals (Mathis & Jackson, 2000; Dessler, 2003 & 
Ricky et al., 2016). On the other hand, development is a broad-based continued multi-
dimensional set of activities that are aimed at equipping individuals or organisations to 
perform a defined job or execute a new role in the future (McNamara, 2008). To some extent, 
training and development imply changing how employees perform their job, knowledge of 
the job, attitudes towards their job, and their interaction with collaborators and/or 
supervisors. 
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Employee performance could be defined as the results of the efforts of employees to attain set 
goals, whereas performance relates to what an organisation has realised with respect to 
results and successes (McNamara, 2008 & Nassazi, 2013). In addition, Afshan et al., (2012) 
defined performance as the attainment of specific tasks measured against predetermined 
criteria of accuracy, completeness, cost, and speed. Performance is measured using the 
number of errors, the lead-time for a transaction, level of employee engagement, number of 
customer complaints, productivity, ability to use new technology, and level of attainment of 
agreed objectives (Nassazi, 2013).  
 
2.2 Theoretical Underpinnings 
Three theories are considered. The Theory of Reinforcement (Skinner, 1966), The Learning 
Type Theory (Gagne, 1985), and the Social Learning Theory (Bandura, 1977). The 
reinforcement theory emphasised on the learning behaviour of people. It advocates that 
learners will repeat behaviours that are attached to positive outcomes or results (Skinner, 
1953). Skinner proposed that training and development programs have to be aligned with the 
goals and objectives of the organisation and that positive results should be the expectations 
after completing training and development programs. Rewards could take the form of 
bonuses, salary increases, promotions, and training certificates linked to positive outcomes. 
These appreciative actions will generate positive outcomes. Once this is implemented in line 
with Skinner’s theory of reinforcement, the employees will develop more interest in the 
training and development programs. Key components of the reinforcement theory include 
policy, reward function, value function, and the environment (Skinner, 1953).  
 
On the other hand, the learning type theory emphasises on the learning of intellectual skills 
(Gagne, 1985). Gagne proposed different learning types in his theory with prescribed external 
and internal preconditions. The five types of learning include: intellectual skills, verbal 
information, attitudes, cognitive strategies, and motor skills. Cognitive strategies relate to the 
possibility to practice and develop new solutions to problems. Also, to learn attitudes, the 
learners must have the exposure to trustworthy role models or credible opinions (Gagne & 
Driscoll, 1988). The learning responsibilities for intellectual skills are organized with regards 
to the level of complexity; which involves the recognition of stimulus, generation of response, 
and the following of procedures. Preconditions are identified by analysing the learning or 
training task that is to be carried out. This theory summarised nine (9) instructional actions 
and cognitive processes. They include: gaining of attention (reception), notifying learners 
about the objectives (expectation), exciting remembrance of previous learning (retrieval), 
presentation of incentive or stimulus (selective perception), provide learning guidance 
(semantic indoctrination), prompting performance (responding), provide feedback 
(reinforcement), evaluating performance (recovery) and foster retention and transfer 
(simplification) (Gagne, Briggs, & Wager, 1992). 
 
Lastly, the social learning theory is increasingly being cited as a vital component to enhance 
desirable behavioural change (Cassidy, 2004; Muro & Jeffrey, 2008). Direct reinforcement 
cannot address all types of learning, especially social elements that cannot be taught 
(Bandura, 1977). Social elements are learned by employees from their social environment. 
Such learning types are described as observational learning and are connected with the 
understanding of different human behaviours. In observational learning, the environment of 
the organisation plays a vital role. This, therefore, obliges that the environment should be 
properly designed in a way that the employees could learn the right things (Reilly, 1998). 
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Furthermore, the theory provides explanations on the mental state as a factor in the learning 
process. Where the mental state of an employee is negative regarding any learning activity, he 
or she will not take part. In case, they are forced to do so, they will not have the right mind-
sets to gain anything useful from the process. In designing organisational training and 
development programs, the mental state could be made positive by associating rewards 
systems to such programs (Jehanzeb & Bashir, 2013). This measure would motivate 
employees and build a positive mental state (Bandura, 1977). Triangulation of the 
aforementioned theories is as shown below. 
 

Table 2: Theoretical Gap Matrix 
 

Variables Reinforcement theory 
(Skinner, 1966) 

Learning type theory 
(Gagne, 1985) 

Social learning theory 
(Bandura, 1977). 

Orientation  √ √ x 
On-boarding √ √ x 
Soft skills  √ √ x 
Technical skills √ √ x 
Product and service  √ √ x 
Performance  √ √ √ 
Outcome & Reward √ √ √ 
Environment  x x √ 
Experimentation  √ √ x 

Source: Adapted from Skinner (1966); Bandura (1977) & Gagne (1985)  
 
2.3 Hypotheses Formulation 
2.3.1: Orientation and On-boarding Training and Employees Performance 
Considering the growing interest in service orientation research, the concept has been 
demonstrated to be a major defining factor in the creation of superior customer service and 
value (Urban, 2012; Jayawardhena et al., 2017; Isoh et al., 2020). In a study, to explore the 
relationships between organizational service orientation, job satisfaction, customer 
satisfaction and financial performance in the Turkish banking industry, findings revealed that 
organizational service orientation is positively correlated with employee performance, thus 
resulting in a committed workforce, low staff turnover, team spirit, service quality image, and 
profitability (Eren et al., 2013). Furthermore, studies have revealed that one third (1/3) of all 
external hires leave the organization after two years of engagement, and 15% of new hires 
leave a business almost immediately if the onboarding process is poor (Urban, 2012). Equally, 
approximately 35% of companies spend zero dollars on onboarding training (Bauer, 2010). 
When the onboarding process is properly done, the organization is likely to achieve increase 
employee retention by about 25%, improve employee performance by about 11%, and, most 
importantly, this can help keep more than 69% of a company’s workforce for over three (3) 
years (Bauer, 2010). There are evidences of significant relationships between service 
orientation and performance of most companies but the correlation coefficients are not high 
(Urban, 2012). To this effect, this study therefore hypothesised that: 
 
H1: Orientation and Onboarding training has a positive relationship with employees’ 
performance in the case of the National Financial Credit Bank (NFCB) in the centre region 
of Cameroon. 
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2.3.2: Soft and Technical Skills Training and Employee Performance 
Research studies have shown that soft skills characteristics including but not limited to 
empathy, positivity, and social skills are critical for an effective workforce. Hard skills are the 
technical knowledge required for a job whereas soft skills are interpersonal abilities, also 
known as people skills that one has (Robles, 2012). These skills allow employees to thrive not 
only in the present, but to continue to grow as the demands of the job evolved. Soft skills 
trainings has proven to have a strong impact on performance on individuals’ career outcomes 
(Ibrahim, Boerhannoeddin, & Kayode, 2017). Considering how costly training new employees 
can be, investing in soft skills training is a smart move for companies. When these soft skills 
are absent, customer satisfaction drops. Soft skills training helps companies to achieve their 
missions by improving interpersonal abilities, emotional intelligence, critical thinking, 
communication and presentation talents, negotiation abilities, business etiquette, leadership 
skills, and self-awareness (Robles, 2012). The obvious solutions are technical and digital 
literacy skills. Technical skills are crucial as they enable employees to execute business plans, 
stay on top of fast-changing technologies, and provide the opportunity for internal mobility 
and in-house development (Urban, 2012). By refining talents, companies get high-skilled 
employees with experience tailored to their needs. Companies that create internal hiring 
programs often observe an increase in employee career satisfaction, performance, and staff 
retention (Jehanzeb & Mohanty, 2018). To this effect, this study therefore hypothesised that: 
 

H2: Soft and Technical skills training and development have a positive relationship with 
employees’ performance in the case of the National Financial Credit Bank (NFCB) in the 
centre region of Cameroon. 
 

2.3.3 Product and Service Training on Employee Performance 
Product and service knowledge is an indispensable sales skill required by every customer 
service agent (Business Queensland, 2017). The knowledge of services and product features 
permits employees to advertise their benefits accurately and persuasively. Customers 
generally respond to enthusiastic sales staff that are passionate about their products and 
services and eager to share the benefits with them (Business Queensland, 2017). Customers 
are more likely to trust the salespersons who demonstrate confidence in what they are 
selling. This confidence comes from their knowledge of the products and services (Hudson, 
2018). The study therefore hypothesised as follows: 
 

H3: Product and Service training has a positive relationship with employees’ performance 
in the case of the National Financial Credit Bank in the centre region of Cameroon 
 

The aforementioned hypotheses are shown on the conceptual framework below 
 

Figure 1: Conceptual Framework 
 H1 

 

 H2 

 

 

                                                                                  H3 
 

Soft and Technical Skills Training 

(STD)  

Product and Service Training 

(PST) 

Employee Performance 

(EP) 

Orientation and Onboarding Training 

(OT) 
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2.4 Methodology  
The target population of the study consisted of one hundred (100) staff of the five branches of 
the National Financial Credit Bank in the centre region of Cameroon. Sample size 
determination was guided by the Cochran technique (Cochran, 1977). Primary data was 
purposively sourced using semi-structured questionnaire survey (Kothari, 2004). Structured 
questionnaires are usually used in analytical surveys to test theory and find causal 
associations amongst variables under study. Ethical issues including voluntary participation, 
anonymity, and confidentiality were strictly observed. The hypothesised model was carefully 
operationalised (Campbell, 1952). Two main variables were measured: Training and 
development (Independent Variable), and employee performance (Dependent Variable). 
Training and development was subdivided into three (3) latent constructs: orientation and 
onboarding training, technical and soft skills training, and product and service knowledge 
training with seven (7), eight (8) and nine (9)  indicators respectively while employee 
performance has ten (10) indicators. 
 
The questionnaire was structured using five (5) Likert scale measurement ranging from 
Strongly Agree (SA), Agree (A), Neutral (N), Disagree (D) and Strongly Disagree (SD) (Boone 
& Boone, 2012) and was checked for content, face and expert validity before distribution. The 
research instrument was checked for reliability using the alpha Cronbach test (Cronbach, 
1951; Heale & Twycross, 2015). Ambiguous questions were eliminated (Freedman, 2000). 
Data was cleaned using both exploratory and confirmatory factor analyses (Hurley et al., 
1997). Missing data was completed using the Expectation-Maximization Algorithm (EMA). 
Parametric assumptions were tested. Multivariate normality was validated using the Shapiro-
Wilk test, Multicollinearity was assessed using Variance inflation Factor – VIF /and Tolerance 
–T and homogeneity test using Lavene Test. Outliers were identified using the boxplots 
methods. The cut-off value for tolerance test is [T > 0.1] and VIF [VIF < 10] (Schermelleh-
Engel, Moosbrugger, & Muller, 2003; Field, 2009; Hair et al., 2010). In addition, Field (2009); 
recommended that the Lavene statistic must be statistically insignificant at [P-Value > 0.05] 
for the assumption of homogeneity of variance to be admissible. The hypothesised model was 
validated using a structural equation technique with the aid of the AMOS 24 statistical 
package. The Measurement model for SEM was tested for suitability for all retained latent 
variables (Field, 2009). The assessment of SEM include the test of reliability - Alpha Cronbach 
[α > 0.7] and validity - Construct validity [AVE > 0.5 ] and discriminant validity [ AVE > 
Maximum share variance]. Furthermore, to ensure good fits, other indices for structural 
modelling were observed: Absolute Fit Indices [Chi-square (X2) GFI, AGFI, AIC, BIC, ECVI, 
RMR, SRMR]; Relative Fit Indices [IFI, TLI, NFI]; Parsimonious Fit Indices [PGFI, PNFI, PNFI2, 
PCFI] and Non-centrality-based Indices [RMSEA, CFI, RNI, CI]. For the model to be of 
appropriate fitness, the Chi-square [X2] test should be insignificant with [P-values > 0.05]. 
Other closer absolute indices like GFI and AGFI should have a value of 0.9 and above [GFI, 
AGFI > 0.90] (Bryman., 2008). Similar to GFI and AGFI, the IFI, TLI, and NFI should be 0.9 and 
above [IFI, TLI, and NFI > 0.90] (Hair, Black, Babin, & Anderson, 2010; Hair et al., 2010). 
Under the Non-centrality based indices, the CFI should be 0.9 and above [CFI > 0.90] and the 
RMSEA should be 0.08 and lower [RMSEA < 0.08] for acceptability of the model. The 
econometric model specification is as shown below. 
EP =  

EP …………………………………………………….……...1 
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…………………………………………………………………1.1 

……………………………………………………………......1.2 

………………………………………………………………...1.3 

Where; [EP Employees Performance], [STD  Soft and Technical Skills Training], [PST  
Product and Service Training], [e1, e2 and e3 error terms for paths (1), (2) and (3)] while [ 

   and  Path coefficients]. The priori expectation  β1 > 0; β2 > 0; β3 >0 as shown 
below: 

Table 3: Measurement of Variables and expected relationships 

N Variables Measurement Expected Impact A priori 
 Dependent Variable 

Employees 
performance (EP) 

Five  Likert Scale point with coding grading 
from strongly agree to strongly disagree  

  

 Independent 
Variables 

   

1 On-board training 
and orientation 
training (OT) 

Five  Likert Scale point with coding grading 
from strongly agree to strongly disagree 

     + β  > 0 

2 Soft and Technical 
Skills Development 
(STD)  

Five  Likert Scale point with coding grading 
from strongly agree to strongly disagree 

     + β  >  0 

3 Products and service 
Training (PST) 

Five  Likert Scale point with coding grading 
from strongly agree to strongly disagree 

      + β  >  0 

3.0 Data Analysis and Presentation of Results 
3.1 Missing Data Analysis 
The analysis for missing data was completed using the questionnaire response rate of 95% of 
participants involved in the study. For validity purposes, the Little’s MCAR test was 
conducted to verify if missing data were completely at random and intentional (Hair et al., 
2010 & Pallant, 2010). The result revealed that missingness was completely at random with 
[Chi-Square (X2) = 241.427, DF (Degree of Freedom) = 231, Sig. = 0.305 > 0.05]. Missing data 
observed in the study were completed using the Expectation-Maximization Algorithm (EMA) 
methods. 
3.1.1 Exploratory Factor Analysis (Orientation and On-boarding Training (OT), Soft and 
Technical skill Training and Development (STD), Product and Service Training (PST)) 
A total of twenty-one (21) indicators were used to measure three (3) specific independent 
latent constructs in the ratio 6:10:5 corresponding to Orientation and onboarding training 
(OT), Soft and technical skill training, and (STD), Product and service training (PST) 
respectively. Based on the analysis, the Kaiser-Meyer-Olkin Measure of Sampling Adequacy 
was 0.804 greater than 0.5 [KMO = 0.804 > 0.5] indicating an adequate sample size for the 
analysis. Kaiser, (1974) recommends accepting values between [0.5 and 1] (Field, 2009).  
Equally, the Bartlett's Test of Sphericity revealed [Chi-square (X2) = 265.575; Degree of 
Freedom (DF) = 55 and P-value = 0.000 < 0.01] indicating that there exist at least one (1) 
significant correlation amongst observed items. Bartlett’s test should be significant at [P-
value <.05] (Field, 2009; Hair et al., 2010) as shown below: 
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Table 4: KMO and Bartlett's Test 

KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .804 

Bartlett's Test of Sphericity Approx. Chi-Square (X2) 265.575 

Degree of Freedom (DF) 55 
P-value (Sig.) .000 

Promax Rotation was used to indicate retained and rejected indicators relating to the 
independent latent constructs. Three (3) new components with defined extraction procedure 
were created. Small coefficients of less than 0.4 were suppressed. The results revealed that for the 
three components extracted, eigenvalues were; 5.023, 1.430, and 1.225 all greater than 1[EV > 1]. 
Components with eigenvalues of less than 1 were rejected from the analysis. However, the three 
extracted components accounted for 69.796% of Total Variance Explained (TVE) distributed in 
the ratio 45.664%: 12.999%: 11.132% relating to components 1, 2, and 3 respectively. The 
pattern matrix for the three factors components based on extraction mode of Principal 
Component Analysis and Rotation Method of Promax with Kaiser Normalization converged in 6 
iterations revealed the following factor loading patterns as shown in the table below. 
Table 5: Pattern Matrix 
 

 

Component 

1 2 3 

OT1 .838   
OT2 .768   
OT4 .881   
OT5 .758   
STD3  .742  
STD8  .781  
STD9  .836  
STD10  .670  
PST3   .945 
PST4   .693 
PST5   .698 

Extraction Method: Principal Component Analysis.  
 Rotation Method: Promax with Kaiser Normalization. 
a. Rotation converged in 6 iterations. 

 

Based on the aforementioned analysis, it is evidence that there is no factor with a coefficient 
of less than 0.5 and no cross-loading. To this effect, retained and rejected indicators for 
Orientation and onboarding training (OT), Soft and technical skill training and development 
(STD), Product and service training (PST) are shown below: 
 

Table 6: Retained and Rejected Indicators Independent Construct 
Latent Construct Retained Indicators Rejected Indicators 
OT: Orientation and 
On-boarding 
Training 

OT1: established induction programs 
OT2: Appropriate Training content  
OT4: The timing of the training is appropriate 
OT5: The training cuts across all employees 

OT3: I understood the training  
OT6: There are training supervisors 
 
 

STD: Soft and 
Technical Skills 
Training and 
Development 

STD3: The trainings are relevant 
STD8: The choice of internal trainers is 
appropriate 
STD9: The choice of external trainers is 
appropriate 
STD10: Personal development is encouraged 

STD1: needs are properly assessed 
STD2: The content are sufficient 
STD4: The timing is appropriate 
STD5: Financial resources are available  
STD6: Appropriate choice of participants  
STD7: The rate of the trainings is enough 

PST: Product and 
Service Training 

PST3: The frequency of trainings is sufficient 
PST4: The timing of the trainings is appropriate 
PST5: The choice of the trainer is appropriate 

PST1: I understood the training delivered on 
products and services 
PST2: I am up to date with different products and 
services of the bank 
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3.1.2 Exploratory Factor Analysis: Employees Performance 
A total of ten (10) indicators were used to measure the dependent latent construct. The 
assumption of sampling adequacy and evidence of significant correlation was tested and 
results were as follows: The Kaiser-Meyer-Olkin Measure of Sampling Adequacy is 0.854 
greater 0.5 [KMO = 0.854 > 0.5] indicating appropriate sample size for the analysis. Equally, 
the Bartlett's Test of Sphericity revealed [Chi-square (X2) = 390.897; Degree of Freedom (DF) 
= 45 and P-value = 0.000 < 0.01] indicating at least one (1) significant correlation amongst 
observed items. Having met the aforementioned assumptions, Two factors were extracted 
using, Principal Component Analysis (PCA) technique with Eigenvalue greater than 1[Eigen 
Value ≥ 1] for admissibility. Promax rotation was used and smaller coefficients of less than 0.4 
were suppressed. The results revealed Eigenvalues of 5.668. Component with an Eigenvalue 
of less than 1 was rejected from the analysis. However, the extracted component accounted 
for Total Variance Explained of 72.630% in the ratio 62.979%: 9.651% relating to 
components 1 and 2 respectively. Pattern matrix for the two factors components as shown 
below: 
 

Table 7: Pattern Matrix 

Employees Performance (EP) 

Component 

1 2 

EP1 .891  
EP2 .527  
EP3 .994  
EP4 .947  
EP5 .664  
EP7 .806  
EP8 .795  
EP9 .582  
EP10  1.003 

Extraction Method: Principal Component Analysis.  
 Rotation Method: Promax with Kaiser Normalization. 
a. Rotation converged in 3 iterations. 

 
Table 8: Retained and Rejected Indicators Dependent Construct 
Latent Construct Retained Indicators Rejected 

Indicators 
EP: Employee 
Performance 

EP1: I understand the vision, mission and  values of the bank 
EP3: There is a significant drop in the number of errors  
EP4: My turn around time to perform a task has dropped  
EP5: My level of attainment of agreed objectives has increased 
EP6: There is improved collaboration with staff of different 
units 
EP7: There is improved communication with staff  
EP8: I recommend improvements on the bank’s products  
EP9: I perform my task with little or no supervision 

EP10: There is a 
drop in the number 
of customer 
complaints  
 

 
3.1.3 Confirmatory Factor Analysis (CFA): 
Confirmatory Factor Analysis (CFA) is a multivariate statistical procedure used to test how 
well measured variables represent the number of constructs. The three main model fit indices 
in CFA are:  Model Chi-square, Confirmatory Factor Index (CFI) with values ranging between 
0 and 1 [values greater than 0.90 →conservatively, 0.95→ indicate good fit); Root Mean 
Square Error of Approximation (RMSEA) with values (0.1→ Excellent, 0.05→ Good and 0.08→ 
mediocre fit), Tucker Lewis Index (TLI) ranging between 0 and 1 with values greater than 
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0.90 indicating a good fit (Hair et al., 2010). CFI values range from 0 to 1, with larger values 
indicating a better fit.  A CFI value of 0.95 or higher is presently accepted as an indicator of a 
good fit (Hu & Bentler, 2009). 
Figure 2: Confirmatory Factor Analysis for Dependent Construct 

 
Figure 3: Confirmatory Factor Analysis model for Independent Latent Constructs 

 
The path analyses for all indicators for the construct; employees’ performance (EP) were 
significant at the 95% confidence interval. Furthermore, data cleaning was conducted, and 
some indicators were further dropped from the analysis to enhance model fitness based on 
the specifications of CFA as shown above. 
 
3.2 Validity and Reliability Measurement (VRM) 
Not all latent constructs used were appropriate measurements. Discrepancies are often 
caused by unreliable data and wrong measurements. To ensure that all retained indicators 
are valid, construct validity tests were conducted with 0.5 acceptable thresholds [AVE > 0.5]. 
Reliability was tested for internal consistency using the Alpha Cronbach Test. The acceptable 
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threshold is 0.6/0.7 [α > 0.7] and the analyses for all four constructs were reliable and valid 
as shown below:  
 
Table 9: Cronbach's Alpha and Average variance Extracted  

Latent Constructs Cronbach's Alpha 
[α > 0.7] 

Construct 
validity [AVE > 
0.5] 

Status 

OT 0.846 0.661 Reliable and valid 
STD 0.811 0.600 Reliable and valid 
PST 0.772 0.620 Reliable and valid 
EP 0.933 0.627 Reliable and valid 

 
3.3 Parametric Assumptions 
Four parametric assumptions were tested. The box plot method was used to identify outliers 
and treated using arithmetical means of their respective distributions. The diagrams below 
illustrate the treatment of outliers. 
 
Figure 4: Outliers Identified-Boxplot approach 

 
 
Figure 5: Outliers Treatment-Boxplot Approach 

 
 
Multivariate normality was tested using the Shapiro-Wilk (S-W) test and the homogeneity of 
variance was tested using Lavene statistic. Both tests were admissible with [P-Value > 
0.5].The assumption of multicollinearity was tested using both the Tolerance test [T > 0.1] 
and Variance Inflation Factor [VIF < 10]. Results were admissible as shown in the table below. 
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Table 10: Parametric assumptions 
Latent constructs 
 

Multivariate 
Normality  
Shapiro-Wilk 

Test of Homogeneity 
of Variance: Lavene 
Test 

Multicollinearity 
Tolerance  VIF 

Onboarding and orientation 
training  

[0.379 > 0.5] [0.204 > 0.5] [0.690  > 0.1] [1.45 < 10] 

Soft and technical skills training  [0.071 > 0.5] [0.482 > 0.5] [0.725  > 0.1] [1.38 < 10] 
Product and service training  [0.180 > 0.5] [0.372 > 0.5] [0.585  > 0.1] [1.71 < 10] 
Employees performance  [0.386 > 0.5] - - - 

 
3.4 Testing of Hypotheses using Structural Equation Model (SEM) 
 

Structural equation modelling is a multivariate statistical analysis. It is the combination of 
both factor analysis and multiple regression analysis, and it is used to analyse the structural 
relationship between measured variables and latent constructs.  The three predictors of 
employees’ performance as hypothesised in this study were tested using the specifications of 
structural equation models. The results are as follows: 
 

Figure 6: Structural Equation Model 

 
The path coefficient for product and service training is significantly different from 0 at the 
95% confidence interval [µ < 0.05] suggesting that product and service knowledge training 
has a positive impact on employee performance at the National Financial Credit Bank in the 
centre region of Cameroon. The regression coefficient for orientation and onboarding training 
is insignificantly different from 0 at the 95% confidence interval [µ > 0.05]. There is 
insignificant statistical evidence to suggest that orientation and onboarding training affects 
employees’ performance at the National Financial Credit Bank in the centre region of 
Cameroon. Furthermore, the study revealed that soft and technical skills training is 
significantly different from 0 at the 95% confidence interval  Thus, soft and technical skills 
training has a positive impact on employee performance at the National Financial Credit Bank 
in the centre region of Cameroon. The overall model explains 67.5% of the variance of 
employees’ performance at the National Financial Credit Bank in the centre region of 
Cameroon. 
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Table11: Harmonized Results of Tests of Hypotheses 
Hypotheses P-Value at 95% (CI) Decision / Conclusion 
H1:  Onboarding and 
orientation training affects  
employees performance 

[P-V = 0.839 > 0.05] 
Statistically insignificant. 
R2 = Weak negative effect 
@ -2.2% 

Decline to reject the null hypothesis and conclude 
that there is insignificant statistical evidence to 
suggest that Onboarding and orientation training 
affects employees performance 

H2: Soft and technical skills 
training positively impacts  
Employees Performance 
 

[P-V = 0.006 < 0.05] 
Statistically significant @ 
95%  CI, R2 = Weak 
positive effect @ 34.6% 

Reject the null hypothesis and conclude that there 
is adequate significant statistical evidence to 
suggest that soft and technical skills development 
positively impact employees performance  

H3:  Product and service 
training skill affects 
employees’ performance. 
 

[P-V = 0.000 < 0.05] 
Statistically significant at 
the 95% CI 
R2 = moderate positive  
effect @  = 53.8% 

Reject the null hypothesis and conclude that there 
is adequate statistical evidence to suggest that  
products and service training positively affects 
employees performance  

 

4.0 Discussion and conclusion 
Based on the aforementioned hypothesised relationships, the study revealed a statistically 
insignificant effect of onboarding and orientation training on employees’ performance at the 
National Financial Credit Bank (NFCB) in Cameroon. This finding is contrary to results 
concluded by Urban (2012) who revealed that service orientation and performance are 
significantly related to most companies.  Findings from the study also suggested that soft and 
technical skills training affect employees’ performance. This is supported by Shafiq & Hamza 
(2017), Kum (2014), and Al-rifai & Al- Momany (2015) who opined that training increases 
organisational productivity. Furthermore, this research revealed that product and service 
training has a positive impact on employee performance at the NFC Bank. This result is 
supported by studies concluded by Farooq, Khalil-Ur-Rehman & Zreen (2018) and Sal (2016) 
who revealed that soft and technical skills training are key variables that influence 
employees’ performance in a highly competitive business environment like the banking 
industry. It is therefore evident to suggest that a highly productive and performing staff 
should be developed in terms of product and service knowledge and soft and technical skills 
capacity. An increase in the frequency and quality of training of employees will have a direct 
positive impact on the overall performance of the employees and the bank. 
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