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Abstract 
By putting training as one of its priorities, the company strives for a better future for itself as well as for 
employees, because the company's existence and development directly depends on the trained staff. 
Regular training provision allows employees to feel competent, gain knowledge about current industry 
advances, share experiences with other colleagues. By contrast, without training, employees have to 
acquire knowledge in practice that can often lead to mistakes, can be time consuming, and most 
importantly - not provide the customer with the service he expects, and the organization has set as a 
standard. Research goal is to study the existing customer service specialist training in a commercial 
bank, to identify its most important shortcomings and to develop proposals for improvement of training 
for the staff. Research questions: How was the pre-merger training happening of the two bank 
customer service specialists; How employees of the bank and personnel specialists value the training 
within the organization; What are the main shortcomings in the existing training in the bank; Are there 
differences in the assessment of the training between employees of both banks; What are the possible 
improvements in the training of the bank's customer service specialists. Research methods: a survey 
on learning in organization and interviews developed by the authors. Main conclusions: in the early 
stages of a new organization, it is important to focus on learning needs, so that employees do not lose 
interest in the work they are doing and are able to acquire the new skills needed in the change 
process. For employees the most important aspects of training are the content of the training and the 
training instructor. They also appreciate the opportunity to study at the workplace, however they also 
support learning from mentors and experience exchange, as it was before the merger. Employees lack 
professional knowledge and the specifics of the work do not allow long search for answers to 
questions, so as not to delay customers, therefore it is important that the training includes a broad 
practical part, which indicates the need for the organization to link study topics with real life situations 
to create discussion and handling of non-standard cases. 
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1 INTRODUCTION  
Training is a significant factor of development process as it directly influences employees’ character 
and their desire to improve it [1]. Training process favours satisfaction and self-motivation of the 
personnel, it promotes reaching organizational goals [2]. Adult training concentrates on problem 
solving, not so much on the content of the training [3]. Adults use their experience to understand what 
kind of training they need [4]. By realizing their strong and weak points it is easier to choose the most 
appropriate kind of training [5]. Authors agree that the employees protect their knowledge and try to 
maintain it, not sharing, as that is how they increase their competitiveness. Employees by learning and 
developing can become less suited for the current job position [4]. It is important to combine different 
ways of training referring both to passive and active problem-solving answer seeking [6]. Person-
oriented methods like e-studies and language learning are individual [7]. Training goals and personnel 
development strategy influence planning and development of the training [1]. When training activities 
have been developed and completed, it is necessary to evaluate and follow how behaviour and 
performance of the employees have changed [5]. Individual must learn to use new technologies to fit 
into the society [8]. In such cases training is the aspect that helps acquire the technologies and adapt 
to changes [9]. E-study systems allow to learn at any time and any place [10]. It is a cheap, flexible 
and qualitative way to provide development for employees [11]. With the help of e-studies information 
to employees can be provided interactively [12]. It is important that employees trust the quality of 
information in e-studies, understand the benefits and can lead the e-studies’ process based on their 
needs and preferences [13]. Computerized training allows to participate in real-time video or audio 
conferences [14]. Employees learn part of the tasks by informal methods, gaining information from 
colleagues [15]. Nowadays learning is a continuous process and its course and development is 
responsibility of managers, not only human resources specialists [16]. It is essential to evaluate factors 
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or create motivating elements that work both before, during and after training [17]. Interaction between 
individual’s motivation and training efficiency is influenced by individual’s time spent learning [18].  

In order to succeed companies must adapt to changes and challenges of the world [19]. When 
changes appear people try to regain control over their environment as in the result of changes 
employees feel helpless [20]. Changes in company are connected to changes in people [21]. 
Managers consider learning as a set of training programme, whereas employees’ development needs 
are not evaluated [22]. Changes will affect the personnel thus during these changes it is important to 
train the employees [19]. 

The aim of this study is to look at the existing training of customer service specialists in the 
commercial bank, identify essential deficiencies and develop suggestions for improvement to the HR. 

2 METHODOLOGY 
For data collection authors of this study used a questionnaire to get to know what the training of 
customer service specialists had been in commercial banks X and Y before merging. Questionnaire 
consists of three parts. In the first part demographic data of the respondents was collected. The 
second part consists of 14 measurable indicators including five statements under each of them. Third 
part contains open questions to allow comments for improvement of training system. Likert scale was 
used for the questionnaire. Authors set the following questions for the study: How was the training of 
customer service specialists of two commercial banks X and Y organized before the merger? How the 
employees of the companies evaluate the training? What are the essential deficiencies of the existing 
training in the companies? Is there a statistically significant difference between the evaluation of 
training by the employees of the two commercial banks X and Y? 

Customer service specialists of commercial banks X and Y participated in the survey, altogether 82 
respondents. Majority of respondents are women (90%) aged 21 to 35 with higher education (89%). 
Work experience of a great part of the respondents is 2 to 10 years. 

3 RESULTS 
Results of the study show that after merging of the two commercial banks training of the new 
employees has changed – there is no mentoring in the commercial bank X, introductory training is 
shorted, content wise main focus is on customer service. Introductory training in the commercial bank 
X took place onsite for several days, commercial bank Y organized e-studies where the employee got 
introduced with the bank and its basic products. Study results showed that employees of both 
commercial banks (82%) thought that current knowledge were not enough and they would like to 
receive more.  Employees (74%) pointed to the difficulty in finding contact person for problem solution 
which leads to longer customer service and poor service quality. Employees (78%) consider training 
content and instructor as the most important, they appreciate the possibility of learning onsite, 
although employees (22%) also support training with mentors. This assessment needs to be taken into 
consideration when organizing training and evaluating whether to keep mentor programmes as a part 
of further training system. Employees (80%) think that they do not have a chance to learn using 
different training methods and that training is not adapted to learning speed of the personnel. 
Employees have additional work load after merger, but customer service continues and lack of onsite 
training can cause risks of employees not acquiring the topic. Respondents (84%) state that managers 
take little part in organising training for the new employees in the first days. It is necessary to use the 
e-Learn tool more actively both for the existing and new employees. A small part (24%) of the 
employees have been involved in developing the content of the training, since the merger employees 
have attended few trainings, which can be evaluated negatively. Employees must learn new 
processes on their own which in future can lead to difficulties in customer service. Personnel (85%) 
have sufficient computer skills, although searching materials in e-studies influences time of customer 
service, which indicates to necessity of more structured arrangement of materials. Employees (67%) 
lack professional knowledge which shows that training content needs to be connected with real life 
situations.  

To evaluate interconnection two sets of data (commercial banks X and Y) correlation coefficient was 
calculated. 
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Table 1. Pearson correlation coefficient data for survey 

  Training 
organization Communication Style of 

training 
Technological 
preparedness 

Opinion on 
training 

Training 
efficiency 
evaluation 

Communication 

Pearson 
Correlation ,621**      

Sig.  
(2-tailed) ,000      

Style of training 

Pearson 
Correlation ,649**      

Sig.  
(2-tailed) ,000      

Opinion on training 

Pearson 
Correlation  ,613**     

Sig.  
(2-tailed)  ,000     

Training efficiency 
evaluation 

Pearson 
Correlation ,626** ,643** ,665**  ,618**  

Sig.  
(2-tailed) ,000 ,000 ,000  ,000  

Variation of 
training methods 

Pearson 
Correlation ,691**  ,778**   ,663** 

Sig.  
(2-tailed) ,000  ,000   ,000 

There is a statistically significant correlation between indicators “Style of training” and “Variation of 
training methods”, correlation is strong (r=0.78; Sig=0.02<0.05). Author explains these indicators with 
that when style of training improves variation of training methods increases which is important for the 
employees to perceive information given at the training and use it in everyday work. There is a 
statistically significant correlation between indicators “Training organization” and “Variation of training 
methods”, correlation is strong (r=0.69; Sig=0.00<0.05). The more support is given to the employee in 
organization of training, the more varied possibilities will be used in training methods that will help 
improve raining in the company. There is a statistically significant correlation between indicators “Style 
of training” and “Training efficiency evaluation” (r=0.67; Sig=0.00<0.05). The more training efficiency 
would be evaluated in the company, the more significant would the training be for the employee and 
the more positively would they evaluate the style of the training. There is also statistically significant 
correlation between indicators “Training efficiency evaluation” and “Variation of training methods” 
(r=0.66; Sig=0.00<0.05). For improvement of training it is important to pay attention to what is being 
taught – training efficiency, the way topics are being delivered to the employee in order to reach the 
best results. There is also statistically significant correlation between indicators “Training organisation” 
and “Communication”, correlation is strong (r=0.62; Sig=0.00<0.05). It can be explained with delivering 
information that directly improves organisation of training, as the employees are informed about 
possibilities and know where to turn in case of questions. There is statistically significant correlation 
between indicators “Training organisation” and “Style of training” (r=0.65; Sig=0.00<0.05) which 
indicates that well organised training improves the style of training from company’s part. There is 
statistically significant correlation between indicators “Training organisation” and “Training efficiency 
evaluation” (r=0.63; Sig=0.00<0.05). If training efficiency is being evaluated which depends on training 
organisation and improvements in training are introduced, then employees discern the necessity of 
training. There is statistically significant correlation between indicators “Communication” and “Opinion 
on training” (r=0.61; Sig=0.00<0.05). The more information employees receive about training, the 
more positive will be the evaluation. There is statistically significant correlation between indicators 
“Opinion on training” and “Training efficiency evaluation” (r=0.62; Sig=0.006<0.05). If the training will 
not be efficient to employees, they will have negative opinion about them and the training will have 
little effect on work results.  

Study on differences in independent selections was done to ascertain whether there is significant 
difference between employee evaluation of commercial banks X and Y. Assessing survey responses 
given by employees it can be concluded that employees of company Y better evaluate training in their 
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company than do employees of company X. Authors could explain this with that employees of 
company X need to adapt more to the systems of company Y at the time of merger. 

Table 2. Evaluation of training differences of commercial banks X and Y 

 t Sig. (2-tailed) Y (M) X (M) 

Training is focused on the employee 3,730 ,000 3,6195 3,2293 

Possibility to participate in improvement of training 1,120 ,266 2,5707 2,4439 

Communication 3,363 ,001 3,4732 3,0488 

Technological preparedness 2,496 ,015 3,4634 3,1951 

Opinion on training 3,825 ,000 3,4927 3,0927 

Training efficiency evaluation 4,279 ,000 3,3610 2,8427 

Knowledge testing ,173 ,863 3,2585 3,2390 

Variation of training methods 2,737 ,008 2,9512 2,5854 

Training on merger 2,003 ,049 2,3659 2,0732 

Table of difference analysis shows that scale “Training efficiency evaluation” is with the most different 
evaluation (t=4.279; p=0.000) than all the scales indication that employees of commercial bank Y 
mostly agree that information during the training is given assessing personnel’s training needs and 
efficiency, employees of company X are less certain about it. In the scale “Opinion on training” 
evaluation (t=3.825; p=0.000) differs for respondents of both commercial banks: respondents of 
company Y consider that both they and their colleagues as employees and the management are 
positively minded about the training, whereas evaluation of respondents of company X is not as high. 
It can be concluded from the scale “Training is focused on the employee” (t=3.730; p=0.000) that 
respondents from company Y better evaluate the content of the training and consider information 
given during the training useful. Evaluation of the colleagues from company X is lower which might 
indicate that employees want training that better matches their work duties. Scale “Communication” 
(t=3.363; p=0.01) shows that employees of company Y have received more detailed answers to their 
questions about the training and that explanatory work on training importance has been more 
successful than for the respondents of company X. In the scale “Training on merger” (t=2.003; 
p=0.049) the difference is statistically significant, but importance indicator is close to 0.05 suggesting 
that opinions of employees of both companies are similar and training on systems of commercial 
banks during merger is evaluated as poor. There are statistically significant differences in scales 
“Technological preparedness” (t=2.496; p=0.015) and “Variation of training methods” (t=2.737; p=0.08) 
and it can be seen that respondents of commercial bank Y have evaluated these scales better that 
respondents of commercial bank X. 

4 CONCLUSIONS 
Study results showed that altogether attitude of the respondents towards training is positive. Majority 
of respondents are aware of them benefiting from the training. Respondents think that training helps 
employees improve their knowledge and skills thus they consider training necessary for their 
companies. Respondents think that it is not possible for all employees to get involved in improvement 
of training environment, but 49% agree that with their input they can promote development of training 
process. With regard to organisation of training it can be deducted that availability of information 
channels is limited (40%). Respondents disagree that information given during the training is adapted 
to employees’ training needs, which shows that the same deficiencies appear when organising next 
training. Companies must take into consideration that respondents (27%) give negative response 
regarding possibility to receive knowledge using different training methods which can lead to that not 
all employees receive all the necessary knowledge. Considering training during merger it can be seen 
that majority (54%) of respondents are critical about training on systems of former commercial banks 
and do not consider them well organised. These evaluations may indicate that these employees in 
future will face difficulties in customer service. Authors consider that companies must work on training 
content adaptation to the training needs and. It is important that training is available both for 
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employees in regions and in the city. Authors think that that training needs to be more practical, test 
environment needs to be introduced. Respondents would want deeper training about systems of bot 
commercial banks. It is important to organise training according to topicality of events, changes in 
procedures and instructions so that they could be reviewed. Respondents from regions would like to 
have training locally. Employees would like to receive knowledge also outside the company, receiving 
certificate. According to theory, training could be necessary when introducing: new products, 
processes, technologies, new/taken over employees, standards, clients, market. One of the 
influencing factors in the scientific work is “merger”, being a very significant factor, as employees of 
both commercial banks previously have used different training systems, and they need to adapt to 
changes in the companies. Previously there were two training systems, but, developing the new 
training system, commercial bank does not want to keep standards of any of the former systems. 
Authors consider that changes in training processes negatively influence customer service and 
employees miss previous in-depth training. Regarding training during merger employees of both 
companies think similarly and training on each company’s systems evaluate as poor. Employees of 
commercial bank X are critical about training methods used, there are few practical trainings, and 
there is lack in problem solving experience. In the context of changes and merger employees are 
dissatisfied and negatively evaluate training because they lack information and clarity about the 
responsible of problem solving. Content and instructors are considered as the most important in 
training, mentoring as training methods is evaluated well. Employees would want in-depth training 
about systems of both former companies. Evaluation of differences shows that employees of company 
Y are more satisfied with training, authors could explain this with that employees of company X need 
to adapt to systems of company Y during merger. Authors of this study consider that by improving the 
style of training also variation of training methods increases that is important for the employees. The 
more support is given to the employees in organisation of training, the more variation possibilities will 
be used in training methods that will help improve the training. If the training is not useful for the 
personnel, employees will have negative opinion about them and the training will have little impact on 
work results. The more the training will be focused on the employee, the better the employee will 
perceive the training goal which will improve overall training efficiency. In the starting period of the new 
company it is significant to focus on training needs so that the employees do not lose interest about 
the work and they could acquire new skills necessary during the period changes. It is an important 
aspect for the development of employees so that they do not feel uncomfortable due to lack of 
knowledge.  
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