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Executive Summary
This paper is an analysis of the relevance of behavioural theories in the enhancement of job satisfaction among workers in the UK banking sector. The objectives of analysis were to examine the role of 1) Maslow’s needs hierarchy, 2) Hertzberg’s two-factor theory, and 3) Emery’s social systems theory in enhancing job satisfaction among bank employees in the UK. The literature review conducted suggested that these theories are still relevant in the contemporary corporate world. Findings from the first objective indicated that most banks are still applying this theory especially in determining their pay levels and recognition plans. For the second objective, the analysis indicated that management in banks also considered this approach where they continuously lay proper bases of hygiene factors that then allow them to engage motivators such as assigning responsibility and challenging work to employees. Regarding the third objective, the analysis indicated that social systems theory still plays a significant role in balancing off social and technical aspects of banking organisations in the UK for purposes of improving job satisfaction among workers. The paper, therefore, concluded that behavioural theories have a significant role to play in the contemporary banking sector of the UK in enhancing job satisfaction among workers.
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The Role of Behavioural Theories in Job Satisfaction

Introduction

Research into job satisfaction among UK workers has revealed interesting trends in the recent past. According to a 2017 survey conducted by Qualtrics Pulse, findings suggested that over two-thirds of workers in the UK confess satisfaction with their jobs. An estimated 13% among them claim to have extreme satisfaction in this regard. While younger persons between the ages of 25 and 34 scored the highest ratings in satisfaction index where 69% of them claimed their jobs were satisfying, all other age groups were had 50% of them showing satisfaction (Qualtrics Pulse, 2017). The same survey found that older workers tend not to find their jobs satisfying. However, their levels of loyalty are relatively higher than how younger workers express their loyalty to their respective organisations. The banking sector has mainly been an industry in which most of these surveys have focused. The application of behavioural motivation theories in the UK’s banking industry is a common phenomenon, mainly because it is a service-based industry. The scientific management approaches focusing on the productivity of workers and the optimisation of the work environment seem to be out of favour with management in these institutions (Khorasani & Almasifard, 2017). This paper seeks to demonstrate how three behavioural theories command influence the job satisfaction of workers in the UK banking industry. The three theories to form the basis of this paper’s argument are Maslow’s hierarchy of needs, Hertzberg’s two-factor theory, and Emery’s social systems theory.
Research Question and Business Context

The research question that this study evaluates is the extent to which behavioural theories are still relevant in the contemporary banking sector of the UK in enhancing job satisfaction of employees.
Aims and Objectives

This research paper aims to determine the extent to which behavioural theories are relevant in enhancing job satisfaction of employees in the banking sector of the UK. In attaining this objective, the study covers three behavioural theories hence forming the three objectives as outlined hereunder
Research Objective #1: Maslow’s Hierarchy of Needs Theory and Job Satisfaction

This objective seeks to deliberate on the extent to which Maslow’s hierarchy of needs is still applicable to the UK’s banking industry in enhancing the prospects of job satisfaction among workers. It comes from the background of being a widely revered theory of motivation and that it has had a successful application that is not only wide but also timeless.
Research Objective #2: Hertzberg’s Two Factor Theory and Job Satisfaction

This objective seeks to deliberate on the extent to which Hertzberg’s two-factor theory is still applicable in the UK’s banking industry in enhancing prospects of job satisfaction among workers. It comes from of successful application in the past. 
Research Objective #3: Emery’s Social Systems Theory and Job Satisfaction
This objective seeks to deliberate on the extent to which Emery’s social systems theory is still applicable in the UK’s banking industry in enhancing the prospects of job satisfaction among workers. It comes from a background of extensive support for the theory where its tenets and principles have repeatedly received accolades. 
Conceptual Framework

Below is the conceptual framework that guided this study. As seen, the goal was to establish the role played by management’s adoption of the three behavioural theories in influencing job satisfaction the UK’s contemporary banking industry.

Figure 1: Study Conceptual Framework




Brief Literature Review

The research by Sanjeev & Surya (2016) concludes that behavioural theories of motivation have a significant role to play in the 21st century despite them having their history in the past century. In the paper, the authors consider the conduct of workers as having remained unchanged throughout the periods hence the persistent applicability of the theories. While the work environment has considerably changed, the attitudes of workers and management have seemingly remained the same. In Dugguh & Dennis (2014), the authors argue that behavioural theories are hard to phase out of relevance compared to scientific theories of management such as the one proposed by Henry Taylor. The study similarly argues that the interests of workers have prevalently remained the same despite time and work differences. In a more specific analysis, Bakker, et al (2016) examine the changes that have occurred throughout time and seeks to determine whether such changes have made behavioural theories irrelevant. Findings suggested that changes have majorly been regarding technology used and these adjustments have not substantially changed the mind of a typical worker.
Andrew & Mohankumar (2016) presents a more considered argument on the same by examining the role of Maslow’s hierarchy of needs in the motivation of workers. Findings from this study indicated that job satisfaction of workers is a direct product of the approaches used by management to influence employees’ engagement. Primarily, the research established that the applicability of the theory is reliant on how seriously management wishes to apply it. For those that integrate it in personnel management, it has borne fruits, and it has not been successful in cases where management does not take it seriously. Interestingly, Judge, et al. (2017) make similar findings in the study entitled “Job attitudes, job satisfaction, and job affect: A century of continuity and of change.” Here, the authors report a significant level of application of behavioural theories in the enhancement of employee motivation and job satisfaction. The study, however, failed to touch on the role of social systems theory as it only deliberated on the hierarchy of needs, two-factor theory, and the expectancy theory. 
In Li, et al. (2016), the research reports that behavioural theories of motivation at the workplace are what drive up productivity and that they are the source of good rapport between management and subordinate workers. This relationship is only smooth because of the principles explicitly and implicitly engrained in behavioural theories of motivation. Aryee, et al. (2015) find that managers with no idea on at least one behavioural theory tend to lead a group of dissatisfied employees. The study thus advices that managers should consistently seek to find ways of incorporating the principles of behavioural theories of motivation in their engagements for higher productivity and job satisfaction of employees. Kian, et al. (2014) establish the link between productivity and job satisfaction by stating that workers that consider themselves productive have a higher level of job satisfaction. The study also claims that productivity in the workplace requires the management and control of the behaviour of workers at all times. Without the application of behavioural theories, this goal would be far-fetched for management to attain. 
Behavioural Theories and Job Satisfaction in the UK Banking Industry
The origins of behavioural theories are the multiple experiments conducted by Elton Mayo especially the Hawthorne’s experiments between 1924 and 1932 (Bakker, et al., 2016). He concluded that the social and behavioural aspects of an organisation have a significant influence on the motivation of employees. Other behavioural psychologists that borrowed a leaf from Elton Mayo’s experiments are Abraham Maslow, Frederick Hertzberg, and Fred Emery (Li, et al., 2016).
Maslow’s Hierarchy of Needs in the Telecommunication Sector of the UK
Overview of Theory

In the year 1943, a psychologist by the name Abraham Maslow produced a paper “A Theory of Human Motivation,” in which he proposed that human motivation occur in five stages Rasskazova, et al. (2016). The first stage begins with physiological satisfaction where one is interested in ensuring that they reduce their physical needs such as food, shelter, and clothing. The second stage of satisfaction entails one working on their safety needs, where they may strive to ensure that they have emotional, personal, and financial security. The third stage involves the satisfaction of the social needs of a person where the central urge is to have a sense of belonging. Social belongingness to an organization is particularly highly regarded where organizations need to have programs that make employees have them feel that fellow organizational member and management love them (Lee, et al., 2015).
Figure 2: Maslow's Hierarchy of Needs

[image: image1.png]Love and Belonging

Safety

Physiological





The above needs outlined belong to the lower half of the hierarchy, while the fourth and fifth needs belong to the upper half of the hierarchy of needs. The fourth level of satisfaction is self-esteem where a person seeks to feel appreciated for their achievements and consistently grow a higher level of confidence in themselves. It is an important level of satisfaction because it results in one’s loyalty and satisfaction in the organization in which they are working (Eagan Jr, et al., 2015). The final level of need satisfaction is self-actualization where a person becomes satisfied because of attaining a certain level of usefulness they have always desired. This level is quite complicated as it may take different forms of philanthropic, creativity, and spiritual activities depending on the subject in question. Organizations must understand such persons and accord them the time and space for them to satisfy this inner need of self-actualization.
The five levels suggested in the model above occur consecutively for most people meaning that people usually begin from the lowest physiological needs and work to satisfy higher needs as they go. However, there are some special cases where people may skip some of these stages and work on attaining higher levels of satisfaction without necessarily having satisfied lower ones. While this is true, these cases are sporadic and therefore fail to discredit the authenticity and viability of using Maslow’s hierarchy in employee motivation (Ozguner & Ozguner, 2014).
Relevance to the Business Context

The relevance of behavioural Maslow’s theory in enhancing job satisfaction among banking employees in the UK was the focus of the study by Ali (2016). The selected case study was Barclays Bank, which is arguably one of the biggest commercial banks in the UK. The bank is a beacon of standards concerning the treatment of employees and their motivation strategies. The company’s success comes from its inherent persistence in holding employee affairs in high regard. Specifically, the bank disintegrates the strategies it uses in motivating its employees just like how Abraham Maslow suggests. For instance, the company allows its CEO, James Edward, to participate in philanthropic ventures because that it what motivates a person of his calibre. Only paying him enough money would not have been appealing to him because at his level, he only desires to make a change in the community, and he prefers to do this through philanthropic duties. In 2016, he donated money to over 20 charities and personally participated in seven charity events in the UK (Barclays Bank, 2017). This trend shows that it is what motivates him internally, and management at Barclays understand this well, hence allowing him to engage in such endeavours. 
As for the middle level employees, the company has formidable strategies for promotion to the most deserving individuals. Promotion based on merit is s motivational strategy that has links to the self-esteem stage of Maslow’s hierarchy of needs. By allowing members to move up the ladder of promotions based on their performance and skills, Barclays Bank sets an atmosphere of recognition for its most deserving employees (Financial News, 2018). Such an act serves to boost the self-esteem of promoted individuals and their zeal to work harder substantially increased. It is much better if compared to not providing any promotions to members and always sourcing from outside when recruiting new members. Another motivational strategy that also leads to employee satisfaction is in the company engaging its middle level employees in decision-making processes. Whenever there is an issue at top-level management, this level of management prefers sitting on a round table with members from lower management and supervision groups to find solutions. When employees partake in these meetings, they tend to get the feeling that their input at the bank is vital, and this fact is already motivating enough to them. Employees always wish to have a meaningful impact on a company’s overall direction, and them partaking in strategic meetings is an excellent gesture to enhance their job satisfaction (Noonan, et al., 2018). 
The safety of tenure is something that employees consistently battle with in their engagements with employers in all sectors. However, the banking sector prefers to have formal agreements and contracts with its employees so that they have peace of mind as they go about fulfilling their mandate at their stations. While this approach results in low labour turnover in these banks, it also results in a more motivated workforce because of the guarantee that their tenure is safe. Such an atmosphere is conducive for workers to thrive and experience high levels of satisfaction with their jobs. According to (Deloitte, 2017), 25% of workers complaining about job satisfaction tend to be concerned with the fact that their job tenures are not safe. Workers with no permanence in an organisation undergo psychological torment knowing that it is possible that it could be their final day at work. Unstable work agreements such as zero-hour contracts are not typical in the UK banking industry. Such contracts would have put bankers in a psychologically uncomfortable situation where they do not have an idea about the longevity of their stay at a banking organisation. 
UK banks also engage in initiatives that result in worker gaining a sense of belonging to their respective organisations. HSBC leads from the front in this regard, as it periodically takes its employees on team building sessions. These initiatives usually yield positive outcome sin creating synergy among workers and eliminating the negative consequences of working in a culturally diverse workplace. Other banks have also adopted this practice including Barclays, the Royal Bank of Scotland, Lloyd’s Banking Group, and Standard Chartered Bank. According to Kian, et al. (2014), team building brings about job satisfaction among workers despite as they learn to work together and make the workplace more social. In the absence of team building initiatives, Rezvani, et al. (2016) report that a firm is likely to suffer from unconstructive competition between and among individual members or groups of members. It is more beneficial for management to support team building and foster the third stage of Maslow’s hierarchy of needs called love and belongingness.
All commercial banks in the United Kingdom are compliant with the minimum wage legislation as stipulated in the National Minimum Wage Act of 1998. For instance, the law states that a company should pay a 25-year old non-apprentice worker at least £7.83 per hour in 2018 (Yao, et al., 2017). The least paying commercial bank in the UK had their lowest paid non-apprentice worker with £9.2 in 2017, which is significantly higher than the required hourly rate. It shows regulatory compliance on the part of commercial banks, and it shows proof of the banks’ agreement with Maslow’s needs hierarchy too. Management in these financial organisations understands that low-level employees have physiological needs that require money to facilitate, and hence giving them fair wages. According to Chordiya, et al. (2017), the compliance of a company with Maslow’s hierarchy of needs is first examinable by how it treats the workers in need of satisfying their physiological needs. The fact that UK commercial banks pay a higher hourly rate compared to the required hourly rate in the national laws shows that indeed management is inducing a behavioural approach in enhancing job satisfaction among the lower calibre of employees.
Possible Areas of Improvement in Application

As already analysed in this section of the report, management teams of UK banks are applying Maslow’s needs hierarchy in enhancing job satisfaction of its employees. While this is indeed the case, there are some shortcomings that the banks could fix and ensure a more effective application of the same. Firstly, banks are yet to embrace the belongingness/ love stage of the needs hierarchy well. Banks such as Cooperative Bank UK, Bank of Ireland, and Lloyd’s Banking Group have shed off chunks of their employees in a bid to enhance efficiency and accommodate an increasingly competitive banking environment. In the year 2011 Lloyd’s Banking Group shed off 15,000 of its staff members, and this number represented 14% of the total number of employees (Lloyd's Banking Group, 2018). In the year 2017, Cooperative Bank UK shed off 900 of its employees remaining with 3,300 while banks in Ireland have shed 50% of its staffs since the financial crash (Trenor, 2017). All these data point to the notion that there is no job guaranteed job security among workers serving in this industry. While banking is still a prestigious industry to work in, uncertainty in the contemporary world has compelled management to consider trimming workforce. Such acts work against the motivation of workers and hence lower levels of job satisfaction.
Another area of improvement is the inclusion of junior officers in high-level decision-making processes. Indeed, some of these banks are already embracing this approach by having a multi-departmental approach to high-level meetings. However, most of these meetings fail to involve junior staff members, and they feel left out. Such a situation makes them feel like they are outsiders since they do not participate in the most critical decision-making deliberations. The third stage of the needs hierarchy stipulates that management should work tirelessly to have all employees have a sense of belonging to an organisation (Warr, et al., 2014). When banks treat these junior employees as outsiders, such workers they will view themselves. Consequently, motivation levels will be low due to the notion that the organisation does not appreciate their presence or contributions. These proper ingredients can only result in low levels of job satisfaction as exuded by employees. Hence, management should try to incorporate younger and other subordinate officers in company top meetings for them to get the feeling that they belong to the banks for which they work.
Hertzberg’s Two Factor Theory in the Telecommunication Sector of the UK
Overview of Theory

In the year 1959, a behavioural scientist by the name Frederick Hertzberg proposed a theory to explain the motivation of workers in organizations (Fareed & Jan, 2016). He contended that there are two factors involved hence the name of the theory – the two-factor theory. The factors considered by Hertzberg were hygiene and motivators. Hygiene factors are those conditions at the workplace that prevent dissatisfaction of employees but do not necessarily result in the satisfaction of employees. They are factors that employees expect to be present for them to work towards the attainment of organizational interests. Examples of these factors as proposed by Hertzberg are wages/salaries, vacations, paid insurance, job security, and fringe benefits. By calling them hygiene factors, Hertzberg deemed them maintenance factors that organizations should not consider as the source of motivation for employees since such organizations would be looking in the wrong places (Abba, 2018). Most of the factors in this bracket seem to be long to the lower stages of Maslow’s hierarchy of needs, hence drawing partial similarities between the two theories.
The other set of factors known as hygiene factors is more proactive relative to the set of factors under hygiene. They tend to improve employee motivation when management applies or reinforces them because they have a direct effect on employees’ sentiments. Good examples of these aspects of motivation are recognition, challenging work, responsibilities, involving employees in decision making, and building an atmosphere where employees feel to be part of the organization (Alromaihi, et al., 2017). A critical examination of these factors reveals that they are almost similar to some of the factors also encompassed in the upper stages of Maslow’s hierarchy of needs theory. Most behavioural scientists of the day consider the two theories to have significant shares of similarities though they are also different in some respects. As presented in Figure 2 below, there are striking similarities between the two proposed theories of workers’ motivation.
Figure 3: Combined Maslow's and Hertzberg's Theory Diagram

[image: image2.png]Maslow's Hierarchy
of Needs

osel—

Actualization

Esteem
(self and others)

y Safety and Security \

Basic Physiological Needs.

Herzberg's
Two Factors

Motivators

« Achievement
Recognition
Work itself
Responsibility
Advancement

Hygiene Factors

« Interpersonal
relations
Company policy/
administration
Supervision
salary
Working
conditions





Relevance to the Business Context

Just like Maslow’s theory of motivation, Hertzberg’s two-factor theory is also relevant, and management teams in the UK banking industry apply it in their undertakings. The primary argument in theory is that there are two sets of factors; one set motivates, while the other one prevents demotivation (Fareed & Jan, 2016). Job satisfaction among employees relies on how motivated they are to accomplish their duties. Regarding hygiene factors, banking organisations in the UK are careful not to be deficient in satisfying this requirement. The steps taken by management are mostly in the form of interpersonal relations, salary, working conditions, supervision, and company policy and admiration. The firms fulfil their role of ensuring interpersonal relations are at their best by having a grievance reporting and resolution desk in the human resources department (Financial News, 2018). The function of this desk is to specifically deal with conflicts between and among workers no matter how small it may be. It prevents these issues from escalating and magnifying into what would be disastrous for workers to bear. A company like HSBC reports that having this desk has resulted in the reduction of workers’ conflicts by 33.3% over the past five years (HSBC, 2018). 
Supervision is another element of Hertzberg’s hygiene factors that UK banks are intent on fulfilling this requirement (Collings, et al., 2018). These firms try hard to balance out their supervision on junior members of the organisation with their autonomy. The overarching notion is that when supervision is too high, it may constrain members and have them register dissatisfaction in their jobs. Alternatively, when there is no supervision, employees tend to think that their jobs are meaningless and that alone can be a justification for them to feel dissatisfied with the roles they discharge in an organisation. At the Royal Bank of Scotland, supervision of employees is optimal, where teller operators are at liberty to request for help from their assigned managers and supervisors (Royal Bank of Scotland, 2017). The supervisors make few appearances at these tellers and monitor all activities via their portal. Communication between them is majorly text based, but they may also contact each other via calls when there is an urgent issue that needs addressing. The relationship between teller operators and their seniors is one that is facilitative. Supervision is only around for as long as there is a pressing issue and when they (supervisors) feel that a problem may come if they do not make a physical appearance at the tellers (Bouma, et al., 2017).  
Regarding work conditions, banking employees in the United Kingdom have among the best in the industry and region. According to a survey by Deloitte (2017), banks came out in the top five organisations with the best work environment in the UK. The survey further indicated that banks were the most consistent in standardising their work conditions that it would be difficult for an employee to take longer in adapting in their new work environment if they switch from one commercial bank to another. Company policies and administration are also part of Hertzberg’s hygiene factors. UK banks seem to be compliant in this regard, as they have policies that are popular among their workers (Masum, et al., 2016). Leave policies are particularly enticing as an employee can have as long as two months leave if they meet certain conditions. The shortest leave can be as long as three weeks, which is still longer than reported in other industries. The administration of banks rarely dismiss employees, and this fact gives them job security in a world that is otherwise highly competitive when it comes to labour supply. While most contracts range between one and two years, the majority of these employees succeed in renewing their contracts each time they expire (Atkinson, 2015).
Apart from the hygiene factors, UK banks are also compliant with motivating factors as proposed by Frederick Hertzberg. These factors contribute positively to the motivation of workers, and therefore, have strong links with employee satisfaction. Some of the most prominent factors encompassed in this bracket are achievement, recognition, responsibility, and advancement (Alromaihi, et al., 2017). Achievement refers to the need for workers to make an impact on the organisation, industry, or the world in general. Regarding achievement factors, Standard Chartered Bank encourages its employees to be creative in providing solutions to the current problems experienced at company and industry level. The company also has a culture of encouraging its employees to participate in community initiatives so that they can make an impact on the community and gain a sense of achievement in their social lives (Standard Chartered Bank, 2017). Marathons organized here include running for the sake of funding helpless cancer and heart patients that cannot foot their hospital bills. The surprising thing is that this culture is all over its branches internationally as they try to make a difference in the community and get a sense of social achievement. Standard Chartered Bank is also popular for its policies of recognizing its hardest working employees by giving them monthly, quarterly, or annually. This company’s policy on recognising employees’ efforts has earned their loyalty. 
Responsibility is also at the core of Hertzberg’s motivating factors. According to the behavioural psychologist, when management confers responsibility to employees, such employees tend to feel motivated because of the notion that the company believes in their ability to deliver (Jackson, et al., 2014). Most banks achieve accomplish this function by promoting the most competent workers to higher statuses so that they feel challenged to work harder in the new positions. Some of these promotions may even entail an employee having to relocate to another country where they certainly have to interact with an entirely new set of challenges. Similarly, career advancement is a motivating factor that Frederick Hertzberg proposed. At Barclays Bank, the company finances the career advancement of its employees by allowing them to go for further studies in management (Barclays Bank, 2017). Employees need to follow a strict schedule when they have to advance their career through studies. This plan ensures that there is always an adequate number of employees to serve customers at the banks’ premises. Career advancement is a factor that has received accolades terming it as one of the most effective motivation strategies that also has direct links with employee satisfaction.
Possible Areas of Improvement in Application

As already noted in the Maslow’s needs hierarchy section, the safety prospects of employees are currently not so good because of lack of guaranteed job security. This aspect of motivation and jobs satisfaction is also prominent in Hertzberg’s two-factor theory, where it appears as a hygiene factor. These are factors whose presence prevents demotivation (Hollenbeck & Jamieson, 2015). Their absence is therefore demotivating to workers, and this seems to be the case in some of the banks in the UK. Job security is part of hygiene factors; it does lead to motivation, and management should not focus on it so much. However, an organisation must ensure its presence because it is a fundamental requirement for motivating factors. If this factor, along with other hygiene factors, is not present, it does not matter how much an organisation applies motivators because they will not fulfil their function as expected. Job security among bank employees is, therefore, a considerable concern that should have redress soon for it to facilitate the potential of actual motivators such as recognition, advancement, and responsibility (Butcher, 2017). Furthermore, having suitable conditions for job security is in itself a guarantee for increased loyalty and commitment from workers since they are the primary beneficiaries in this arrangement. 
Another area of improvement in how banks apply this approach to personnel management is in focusing more on real motivators. As much as the management of these banks embraces this approach, they seem to act more on hygiene factors than they do on the actual motivators. For example, the average salaries of bankers have more than doubled for the past 20 years in the United Kingdom. Indeed, this is a good notion as it shows the commitment the banks have in ensuring that its employees remain satisfied. However, wage/salary is a hygiene factor whose increment does not necessarily lead to higher motivation levels of workers (Roy, 2018). Comparing this data to how the company has been working on awarding its excellent workers, there seem to be vast differences. The number and frequency of awards given to banking employees in the UK have remained somewhat the same, which shows that there is laxity in management regarding improving their number and frequency. If there were some improvement in these, there would have been a significant improvement in the motivation and satisfaction of workers and their levels of job satisfaction.
Emery’s Social Systems Theory in the Telecommunication Sector of the UK

Overview of Theory
Fred Emery coined the Social Systems Theory to refer to an approach that seeks to optimize the social and technical aspects of an organization jointly (Miner, 2015). The theory bases its argument on the fact that an organization has both social and technical aspects, and that optimizing each one of them independent of the other is likely to result in a dangerous situation to the relationships between the two aspects. The social aspects that are typical in an organization may be in the form of labour relations, workers’ rights, team and group work, provision of off and leave days, resting time, and autonomy. Technical aspects envisaged in this theory may be organizational procedures, output targets, productivity, technological systems, and various technicalities at the workplace (Mupepi, et al., 2018). 
Figure 4: Conceptualisation of Emery's Social Systems Theory
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Five principles guide the implementation of social systems theory in organisations, and they are responsible autonomy, adaptability, the wholeness of tasks, and meaningfulness of tasks (Miner, 2015). Regarding responsible autonomy, the primary focus is on groups of individuals and not the individuals themselves. The assumption is that all individuals in an organisation have an inherent urge and need to belong to a particular group. When these groups are work related, they need to ensure that their contribution to the overall good has the priority over the urge in them to rebel. The adaptability principle works in a way to eliminate or provide a solution to uncertainty in the external environment by increasing internal complexities in organizations. With the whole task principle, the idea is to place the responsibility for an entire task on the shoulders or a specific group because it is the one charged to complete it. Finally, meaningfulness of tasks implies that all tasks delegated to groups of individuals need to be meaningful rather than being irrelevant or redundant (Mupepi, et al., 2018). 
Relevance to the Business Context

The Emery’s social system theory posits that organisations should balance their technical systems with the social aspects of the organisation so that the blend works towards the promotion of organisational objectives. Even though UK banks could automate most of their systems including tellers, they still have human tellers that serve specific customer needs. It is possible that the banks could significantly reduce the number of human tellers and replace them with automated teller machines that would fulfil similar purposes. However, this would distort the balance between social aspects (human tellers) and technical aspects (automated tellers) of the companies and thus defy the social systems theory. According to AL-Zahrani & Almazari (2015), the introduction of automated teller machines by banks is a ground breaking invention that has changed the workplace, as we know it. However, because most banks adopt Emery’s social systems theory, the human side of the enterprise has received little backlash from the installation of these technological machines. For starters, labour organisations would have ganged up to oppose such a move. Additionally, and even more relevant to the context of the discussion, it would work against the job security of members. When there is little or no job security, employees tend to register low levels of satisfaction.
Automated teller machines are not the only technical components that define the banking environment in the United Kingdom. Online banking and mobile banking are also features that pose a substantial threat to the relevance of organisational members (Bakker, et al., 2016). These systems can work on transactions more accurately and in a more efficient manner. However, an organisation that overly relies on them is on the road to destruction because it ceases being social. Employees are likely to have a minimal impact on the goals and objectives of the organisation because technological systems are already handling these transactions quite ably. Management will feel the compulsion to assign redundant tasks to a member as they wait for a time when they will be relevant. As posited in one of the principles of the social systems theory, assigning workers redundant and irrelevant tasks works against their motivation and further distorts the balance between social and technical aspects of such organisations. Atkinson (2015) further notes that these systems are slowly replacing the reducing the relevance of the human side of a banking enterprise. The fact that UK banks embrace these technologies of serving customers remotely in a cautious manner implies that they are in agreement with the social systems theory and that it is still applicable in the current context and environment.
As a service-based industry, the banking sector considers the customer care component as a vital component of its business. These organisations get many calls in a day, and some of them enquire about procedural tasks. In the beginning, banks used to have a fully blown department of customer care representatives and the work was monotonous because they were handling procedural issues. Such an environment brought the feeling of workers’ dissatisfaction with their jobs where some even resorted to switching professions in the 1990’s (AL-Zahrani & Almazari, 2015). This trend was slowly becoming a concern to management and banks decided to adopt technology to aid them in handling procedural tasks that did not need speaking to a customer care agent. The results were good where the banks made huge savings financially, and workers in the customer care department could now handle actual challenging tasks when they pick customer calls. The technology installed had a USSD command system that required the input of a caller for them to be guided to the right solution that would the system gave to them without them having to talk to an agent. Human customer care representatives still handle a significant portion of calls coming through seeking help. In the case of HSBC, the proportion of calls handled by digital and human agents is 35% and 65% respectively (HSBC, 2018).
UK banks are amongst the biggest clients of audit firms that help to optimise the work environment for purposes of enhancing productivity. In optimising these environments, most audit firms such as PricewaterhouseCoopers and Deloitte advise that the interaction between humans and technological systems need to be in such a balance that supports the well-being of an organisation. In human resource audit reports, they have been giving suggestions regarding the proportion of activities that management could assign to humans and systems (Deloitte, 2017). Their basis of assigning tasks is how critical a task is; in this case, auditors propose that humans should handle the most critical and complex tasks while technological systems could handle repetitive and straightforward tasks. This approach is consistent with the stipulations of Emery’s social systems that propose the use of technology and humans in running the affairs of an organisation. Job satisfaction comes from the fact that humans interact with more challenging activities and that they have no fear of technology replacing them since they cannot handle processes that need human judgment. 
The connection and relations between social and technical aspects of an organisation are at the centre of this theory. As Ali (2016) suggests, humans should rely on technology, and technology should rely on the humans for a task to be wholesome. The case of UK banks is quite a reflection of the above statement. Barclays Bank reported in 2017 of the scrutiny that it gives its online platforms and automated teller machines transactions. The bank has a team of experts that consistently design and run audit algorithms on these transactions to discover inconsistencies and correct them on a real-time basis. At times, some online services and ATMs halt at the request of these teams when they find out that there are loopholes fraudsters and hackers could exploit (AL-Zahrani & Almazari, 2015). Their work is then to make amendments to bring the system back to normalcy and for clients to access services on these portals with ease. Such a team derives satisfaction by knowing that they are in control of the system more than they would exude satisfaction if the systems were running on their own unattended. It is also proof of the validity of the social systems theory in enhancing the satisfaction of workers in the UK banking industry.
Possible Areas of Improvement in Application

Emery’s social systems theory is quite phenomenal in its application by the banking industry because of the many technologies that define this sector (Miner, 2015). With time, innovators introduce more technologies that mostly seek to safeguard clients’ monies or provide convenience for clients and staff members when transacting. It is tough to predict the impact of the next technological innovation, especially regarding its effect on the personnel requirements. Some of these technologies (in fact most) tend to replace human workers, and this has had a negative effect on the job morale of these workers as they know that the termination of their job tenures could be in the offing (Mupepi, et al., 2018). Perhaps, these financial institutions could consider offering their employees longer job contracts so that even with the coming in of new technology, workers would still feel protected by their long-standing employment contracts. Shorter employment contracts do not work for the good of workers’ of safety. The human side of the enterprise should be comfortable, and therefore management should not work hard in promoting the long stay of these employees in their job positions. Apart from longer employment contracts, banks could also be assuring its employees with the guarantee that their jobs are safe despite environmental changes in the banks’ adoption of new technology.
Banks could also be careful about their speed and ease of adopting technologies that replace human workers with digital systems. Technological systems help banks become efficient, and the social aspect of banks make them even more effective. These firms could consider undertaking a quantified approach to apportioning tasks and activities for humans and systems to attend to them. The rule of thumb is that technological systems should not carry out more than 50% of the activities carried out inside these banks (AL-Zahrani & Almazari, 2015). The goal is not to have an employee feel threatened by the adoption of new technologies since this feeling downs their morale and job satisfaction. Once technologies take over roles that were traditionally human, management has to assign workers redundant roles, and this works against the principle of social systems theory positing that tasks assigned to workers must be meaningful. Management could prevent the occurrence of this problem by being cautious about adopting technologies. They should also carry out a lengthy impact assessment to determine the effect of introducing technological installations. They could also make broad consultations on the same, especially with their personnel.
Conclusion

In conclusion, behavioural theories of motivation are still applicable in the banking sector of the United Kingdom, and their relevance seems to be sustainable into the future. While the work environment is changing in this sector, the conduct and attitude of workers have seemingly remained the same, hence the contiued application of behavioural theories in enhancing job satisfaction. Maslow’s needs hierarchy and Hertzberg’s two-factor theories seem to work similarly to influence the job satisfaction of workers in this banking sector. As for Emery’s social systems theory, the proportion of social and technical aspects determines the satisfaction levels of workers in a banking enterprise. Job satisfaction is becoming an even more important consideration that shapes the loyalty of employees, and management needs to ensure that it is present and at the highest level possible. The suggested areas for improvement in the application of all three theories could effectively help in bringing up the level of job satisfaction among bank employees in the United Kingdom.
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