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The dynamic changes in the banking industry as a result of the Al application and
robotisation lead to substantial organisational changes and redefining the roles of bank
employees. This, of course, has an impact on bank employees’ work motivation. In 2020-
2021 the businesses, including banking, encountered one more influencing factor — the
Covid-19 pandemic and related quarantine and lockdown measures, leading to forced move
to remote work. This research aimsto find out if the work motivation of the bank employees
has changed, and if yes—in what directions.

The analysisisbased on the findings of a survey, conducted in the two countriesin the period
November 2020 — February 2021 and the results show some significant differences between
the work motivation in the banking industry in the two countries. The questionnaire items
target the main work motivation factors. Two working hypotheses were studied in this
research: H1: Theintensive implementation of Al in the banking sector positively affects the
work motivation of bank employeesin Russia and Kazakhstan. H2: The age of the employees
matters for appreciation of the Al implementation, as younger employees 18-40 are more
positive compared to employees beyond 40. H1 was confirmed, while H2 was confirmed
regarding the difference in the opinions and motivation of the two age groups (under 40 and
above 40 years of age), but not in regard to the appreciation of the changes by the two age
groups.

The main beneficiaries of the results of this research are the bank managers, both HRM and
line managers, who are directly responsible for supporting the work motivation in the
process of intensive implementation of Al and robotisation, e.g., chatbots, in the sector. It is
also believed that the managers in the other sectors of the economy may benefit from these
findings as well.
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Introduction

Thedynamic changesin the banking industry as aresult of the Al application and robotisation
lead to substantial organisational changes and redefining the roles of bank employees. This,
of course, has an impact on bank employees’ work motivation. In 2020-2021 the businesses,
including banking, encountered one more influencing factor — the Covid-19 pandemic and
related quarantine and lockdown measures, leading to forced move to remote work. This
research aims to find out if the work motivation of the bank employees has changed, and if
yes—in what directions. It is considered that if the bank managers understand which factors
have effects on work motivation, they will be able to apply better human resource
management in their banks.

Theanalysisisbased on the findings of asurvey, conducted in the two countriesin the period
November 2020 — February 2021 (125 respondents in Russia and 122 respondents in
Kazakhstan), and the results show some significant differences between the work mativation
in the banking industry in the two countries.

Theoretical Background and Framework

Thereisaplethoraof researchin thisarea, including for example Drivetheory (Cherry, 2021;
Mangena, 2021; Hull, 1952), Reinforcement theory (Skinner, 1969), Expectancy theory
(Vroom, 1964; Chopra, 2019) which is one of the most popular as it focusses of the impact
on the individual by the expected outcomes of their actions, Equity theory (Adams, 1963)
describing motivation as based on comparison of one's compensation versus those of the
colleagues or rivals, Self-Determination Theory and the Facilitation of Intrinsic Motivation
(Ryan, Deci, 2000; Deci, Ryan,1985; Cherry, 2022; Woolley, Fischbach, 2018; Munir,
2022), Herzberg et a. (1959) theory and different views including criticism on it, e.g.,
relationship between satisfaction and performance and the effect on work motivation (Gawel,
1996; Lawler, 1970; House, Widgor, 1967; Dunaway, 2009; Shmailan, 2015; Maidani,1991;
Tileston, 2004; Weinberg, et a, 2010), Personality Systems Interactions (PSI) theory
(Baumann, Kazen, Quirin, Koole, 2017) and other. Jones and George (2004) define
motivation as the psychological force which frames the person’s efforts used to overcome
the perceived obstacles and achieve their goals in the organisation. Latham (2007) argues
that the motivation is a process of deciding what kind and what level of efforts will be
alocated to achieve their goals depending on the “importance of motives or tasks’. Locke
and Latham (2004, p. 388) argue that the motivation “refers to internal factors that impel
action and to external factors that can act as inducements to action”. Robins (2005) argues
that the type and level of motivation differ over time, depending on the situation. The
employees behave in different ways depending on their positions and functions in the
organisation, as well as on the assigned tasks (Beardwell, Claydon, 2007).

Out of al theories, we will concentrate on Herzberg's Hygiene theory and motivators vs
dissatisfiers (Herzberg et a., 1959; Chiat, Panatik, 2019), Equity theory (Adams, 1963), the
Expectancy theory of Victor Vroom (1964), Deci and Ryan (2004; Ryan, Deci, 2000) three
factors model and Kuhl, Quirin & Koole's effects of contingent and noncontingent rewards
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and controls on intrinsic motivation (Kuhl et al., 2020). The reasons to concentrate on them
istheir focus on work motivation and their relative simplicity, aswell as our attempt to study
such relationshipsin our survey.

Herzberg Motivator and Hygiene Factor Theory

With all critical views on Herzberg's Motivator and Hygiene Factor Theory (e.g. Ewen,
Smith, Hulin, 1966; House and Widgor, 1967; Maidani, 1991; Tan, Waheed, 2011), his
Dissatisfiers vs Motivators model seems to be of interest in the bank industry, as these are
the main factors which the bank employees consider at the stage of applying for the job, and
later — deciding what to do if the dissatisfiers change on comparative basis versus what was
considered acceptable work motivators. However, under the combined influence of Al-
robotization implementation in combination with the accelerators of the process — the anti-
Covid-19 measures, including remote work, change of operations and work performance
measurement, some of these factors may change their importance, or even categorisation. For
example, the Al implementation leads to a new interpretation of supervision from
technological and organisational pointsof view, and what has been considered in the previous
time periods may have become simply inconsistent (e.g. Anatomy of change, Oracle, 2021).

Figure1
Herzberg's Dissatisfiers vs Motivators
Herzberg's Dissatisfiers vs Motivators
Dissatisfiers (Hygiene) Moativators (Job satisfaction)
Supervision Achievement
Interpersona relations Recognition
Physical working conditions Thework itself
Salary Responsibility
Company policy and administration Advancement
Benefits Personal growth
Job security

Source: Herzberg, 2003.

The physical working conditions are the clearest example of such inconsistencies, which are
changing their substance and interpretation from the point of view of work motivation.
Herzberg's suggestion that if an organisation wants its employeesto do agood job, it has to
give them a good job to do (Giancola, 2010) gets new dimensions if the work architecture
and working conditions change significantly. This is not the only view on this matter. For
example, Lawler (1970) has a different view on the relationship between satisfaction and
performance as it is not possible to increase the motivation of all employees by giving them
agood job to do. There are not so many “good jobs” in the organisation to satisfy everybody.
More than that, in difficult times, the motivation and morale of the employees limit the
success of the organisation, provided that they are given real chances to prove themselves.
The important question before the bank management is to understand and redefine well the
new real chances and to communicate them to the bank employees. The motivation theories
underline the values and long-term goal s set by employers as motivating factors. Simons and
Enz (2006), for example, argue that the employees do their assigned jobs with the aim to be
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satisfied from their performance, and as aresult —increase their own value. Thisargument is
valid now as it has been valid before. What is unclear is to what extent the changes in the
environment change the analytical process and the importance of the specific factors, e.g.,
Herzberg' s dissatisfiers and motivators.

Equity theory

For the same reason, the Equity theory (Adams, 1963), which is regarding the motivation
based on how the employee finds their compensation compared to one of the colleagues, also
becomes good-as-theory, still inconsistent in the new working conditions. Huseman, Hatfield
& Miles (1987), for example, have criticised the application of Equity theory as being a
laboratory product. Dittrich & Carrell (1979) argue that employees have different views for
equity — one may think it a fair compensation approach, while others might consider it
unsatisfactory and unfair. Mullins has argued that any employee is unique and the way their
task is performed is based on their mental abilities and how they are involved in the work
process. In generd, if the performance and dedication of an employee are appreciated, it is
more likely to expect higher motivation for better performance (Mullins, Christy, 2007,
Ryan, 2016). As to motivate the employees is an important role of the managers, they have
to be capable of giving employees reasons to believe in their own abilities, and in the
company where they are working (Baldoni, 2005). When this is not done, the employees
become dissatisfied and less motivated. However, if the work architecture changes as result
of Al implementation, and the anti-Covid measures lead to significant changes of the market
conditions, the ability of the employee to judge the equity of their compensation becomes an
intellectual exercise only, asthere is not enough objective information on which to stand any
kind of such analysis.

Vroom's Expectancy theory

The Vroom's expectancy theory (1964) considers the individual’s motivation as based on
their goodwill for achieving certain goals and their belief that the motivation will lead to
expected performance. Robbins (2003, p. 173) defines expectancy theory as “the strength of
atendency to act in a certain way [which] depends on the strength of an expectation that the
act will be followed by a given outcome and on the attractiveness of that outcome to the
individual”. Vroom's expectancy theory considers the following relationships:

e Effort-performance relationships. the probability that an extraeffort of the employee will
lead to higher performance.

e Performance-reward relationship: the extra efforts will lead to the desired outcome.

e Reward-personal goal relationship: the organisational rewards, personal goals, and isthe
individual personally considered for rewards? Robbins (2003) argues that organisations
with more satisfied workers perform better, compared to those with less satisfied workers.
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The effects of contingent and noncontingent rewards and controls on intrinsic motivation

Munir (2022), for example, states that extrinsic motivation is* not enough enough”. Mac and
Sockel (2001) arguethat internal motivatorsarerelated to the intrinsic needs of the employee,
while external motivators are environmental factors, normally provided by the organisation.
Cherry (2020) argues that intrinsic motivation influences a person’ s effectiveness asit comes
within them. Deci & Ryan (1985) and Ryan & Deci (2000) consider aperson isintrinsically
motivated when they engage in an activity which gives pleasure and satisfaction, while the
extrinsic motivation relates to an activity, performed not for pleasure or satisfaction but for
achieving the required result or to avoid a negative outcome. In most cases, the extrinsic
rewards include financial rewards and verbal appreciation, always decided outside of the
person, whereas intrinsic rewards are interpreted and stated within the person (Sprigg HR,
2020). For example, Kuhl et &. (2020) argue that a person is intrinsically motivated to
perform an activity if there is no apparent reward except the activity itself or the feelings
which result from the activity. It seems obvious that the effects of the two are complementing
each other. In our research, we study the relationships and the effects of external rewards and
controls on intrinsic motivation. As Kuhl et al. (2020) argue, the intrinsic motivation to
perform an activity decreases when the employee expects or is subject of “contingent
monetary payments, threats of punishment for poor performance, or negative feedback about
his performance”. The intrinsic motivation does not change in the case of noncontingent
monetary payments, and verbal reinforcements stimulate intrinsic motivation. What needs
additional research is to study to what extent the ongoing changes in the bank environment
support the previous research findings. The process is quite complex as, for example,
Woolley & Fishbach (2018) have found that immediate rewardsincrease intrinsic motivation.
They predict that “more immediate rewards increase intrinsic motivation by creating a
perceptua fusion between the activity and its goa (i.e., the reward)”. This sounds like
common sense, still from research, as well as from a management point of view, it is
important to consider the different effects of intrinsic vs extrinsic motivation (e.g., Cherry,
2022; Itri et a., 2019; Kuvaas et a, 2017).

Thereare other theories, such as Alderfer’ s ERG — Existence, Relatedness and Growth model
(Kumar, 1998, p. 230), which attempt to develop Maslow’ s theory with an accent on the soft
psychological factors. They have been argued for using categories such as “Respect for the
organisation” and “respect for one's supervisor” (Wilcove, 1978, p. 305). In our survey, we
tried to study the importance of respect for the organisation (bank) as a motivation factor,
and we think it works well. Other writers argue that it is not universally applicable as aresult
of the national culture specifics (Song, Wang, Wei, 2007).

Method

This research is based on the results of a survey through non-probability convenience
sampling of bank employeesin the two studied countries— Russia and Kazakhstan. As there
is no previous research of the work motivation of Russian and Kazakhstani bank employees,
known to us, we decided to apply the inductive approach. We are going from the specific to
the general, where arguments are based on experience and observation (e.g., Trochim, 2006;
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Soiferman, 2010; Young et a., 2020). We presume that our research considers the
knowledge, beliefs and cultural specifics, which, although specific for the respondents (e.g.,
Ryan, 2018), altogether interpret the bank employees' general views on the studied matters
in ameaningful way, which allows correct analysis.

The survey population (Saunders et al., 2009; Dibb, Simkin, Pride, Ferrell, 2016) is formed
by bank managers and employees, all of them above 18 years of age. The sampling frameis
formed by bank employeesin Russiaand K azakhstan approached using their personal emails,
which the researchers have from consulting different banks in the two countries, especialy
in Novosibirsk and Barnaul in Russia and Semey and Pavlodar in Kazakhstan. The sample
size included 125 respondents from Russia and 122 respondents from Kazakhstan. We used
the non-probability sampling method using the convenience sampling technique to get a
sample (Burns, Bush, 2014) which can address the research questions and hypotheses
(Bryman & Bell, 2015), both as a number of respondents from the two countries, and astheir
quality — all being bank managers and employees. Chi-sguare analysis was used to check the
validity of the observationsif the two samples were significantly larger. In most of the cases,
the p-values were pretty small and the results are significant at p< .01.

The questionnaire targeted the main work motivation factors. It contains 20 questions, of
which 5 arefocusing on the Al application in bank activities, 2 address the effects of the anti-
Covid measures, including work from home, and 5 demographic questions. The questions
about Al are complex, asthe interviewed bank officers consider any form of software — both
facilitating the bank operations (e.g., digitalisation of the operations) and communications
with clients (e.g., chatbots, robots), to belong to the general category artificia intelligence
application. Thisisnot correct from atechnical and technological point of view, but asfar as
our task isto study the effects on the motivation of employees, it is correct to the extent that
the bank officersinterpret them as factors with similar effect.

All questions are multiple-choice. Questions which could interfere with the anonymity of the
respondents were avoided (Bernard, 2011). The Google Forms platform was used, which
alowed contacting the participants of the survey by email and private messages and, of
course — obtaining a statistical analysis of the results. This prevents distortion of results, as
the questionnaire was sent and available only to people included in the sampling frame.

Hypotheses

The above-mentioned publications analyse the work motivation from different angles,
considering extrinsic and intrinsic factors. Based on their analysis, we stated two working
hypotheses in our research, namely:

H1: The intensive implementation of Al in the banking sector positively affects the work
motivation of bank employees in Russia and Kazakhstan.

H2: The age of the employees matters for appreciation of the Al implementation, as younger
employees 18-40 are more positive compared to older employees beyond 40.
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The working hypotheses are directly focusing the possible changesin work motivation of the
studied bank employees in the period of systematic accelerating substitution of work
positions with Al of a different kind and the post-COVID-19 effects on the motivation, if
any.

Research validity

The survey questionnaire is self-administered. This minimises the risk of manipulating
collected information. The research provides appropriate answers to the research questions,
leading to confirmation or rejection of the research hypotheses (Crowther, Lancaster, 2012).

Ethical issues

The primary data collected for thisresearch is obtained from individual respondents working
in banksin the two countries, who filled in the questionnairesin an anonymous and voluntary
way (Bryman, Bell, 2015). All respondents are above 18 years old, with significant
professional experience in the banking sector and their opinions, with all differences which
they show, altogether represent a correct picture of the banking sector in the studied areas.

Results and Discussion

The primary research included 125 respondents in Russia, and 122 respondents in
Kazakhstan, all of them belonging to the research population as they are bank employees.
Theresultsof the survey are quiteinteresting. Wewill discussthem following the hypotheses,
which are stated above.

The analysis of the results will be done following the two hypotheses, stated above.

Hypothesis 1. The intensive implementation of Al in the banking sector positively
affectsthe work motivation of the bank employeesin Russia and Kazakhstan

Hypothesis 1 was tested based on the research results. A similar percentage of the
respondents in the two countries (61.7% in Russia and 62.2% in Kazakhstan) are aware of
the Al and/or digitalisation and/or robotisation implementation in the banks where they are
working (Figure 1). Obviously, ahigher percentage of knowing respondentswould add value
totheresultsin Fig. 1, but even thisresult — two-thirds of the respondents being aware of the
technological changes — is a good basis for analysis of how Al and robotisation affect the
work-motivation. The p-value of the Chi-square test (.479) showsthat there are no significant
statistical differencesin the answers of Kazakhstani and Russian respondents.
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Figure 1
Are you aware of Al/robotisation implementation in your bank?

70 61.7 622
60
50
A

0 29.7
30 25.5
20 12.8

8.1

10

0 -m
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ORussia [Kazakhstan

We studied the effect of financial stimuli on motivation, asthisis considered to be one of the
main dissatisfier (Hygiene) factors according to Herzberg's theory (Herzberg, 2003). The
results are in the range of expected, as 98% of the Russian respondents and 100% of the
Kazakhstani respondents claim that the financial stimuli are the main or probably the main
factors. This also corresponds to the theory of the effects of contingent and noncontingent
controls on intrinsic motivation (Kuhl et al., 2020; Cherry, 2020).

The non-material motivation factors play significant importance as well (Figure 2). Thereis
a big difference between the two countries regarding the work satisfaction, while the other
factors are of similar importance, al except the bank’s image being above 50%. This
corresponds to the Equity theory (e.g. Mullins, Christy, 2007; Baldoni, 2005).

Figure 2
What types of non-material motivation are most important in your view?
100 94
76
80 — 676 67.6
62 60 59.5
54.1
60 155
42 4>
40
20
0
Work Promotion Guaranteed  Bank image Corporate
satisfaction options social package culture

ORussia B Kazakhstan
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It should also be mentioned that the performance-reward relationship of the Expectancy
theory (Robbins, 2003), marked here as promotion options, is of high importance as well
(Figure 3: 76% and 67.6%, respectively). The Chi-square p-value hereis p=0.050652, and as
aresult, isnot significant at p< .05, we cannot expect areplication of the findingsin the case
of larger samples. Still, as we see, the differences will probably manifest in the work
satisfaction as a motivating factor. Interestingly, the corporate culture seems to be equally
effective in the two countries.

Figure 3
How does Al implementation affect your work motivation?
60
48.6
50 : 44
40
324
30 28
20 18 16.2
10

) | ]

0

My motivation My motivation No changes, my He mory oTBeTuUTb
increased decreased, | may motivation does not | do not
lose my job depend on Al

ORussia [ Kazakhstan

To our surprise, Figure 3 shows a significant difference in the respondents’ attitude to the
effects of the Al/robotisation implementation on the work-motivation in the two countries.
The percent of Kazakhstani respondents who believe that the Al/robotisation implementation
positively affectstheir attitude to improve as valuable specialistsin the bank (48.6%) is about
73.6% higher than that of the Russian respondents (28%).

The p-value of the Chi-square test (p=0.009) is significant at p<.01. There is a significant
difference in those who think that their job positions do not depend on the new technologies:
44% in Russiavs 32.4% in Kazakhstan (Fig.4). AsFig. 4 shows, only 10% of the respondents
in Russiaand 2.7% of those in Kazakhstan claim that Al/robotisation negatively affectstheir
work-motivation as they believe they may lose the job being “ substituted by robots’. Asthe
percentage of positive mativation is significantly higher than the percentage of negative
expectations, e.g., 48.6% to 2.7% for Kazakhstan and 28% to 10% for Russia, we can say
with a high degree of confidence that H1 is confirmed: The intensive implementation of Al
in the banking sector does not negatively affect the work motivation of the bank employees
in Russia and Kazakhstan.
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An interesting question is to what extent the national culture causes such a big difference of
the responses in the two neighbouring countries (e.g. Hofstede, Hofstede, Minkov, 2010;
Minkov, Blagoev, Hofstede, 2013; Sun, Y 0o, Park, Hayaty, 2019), and thiswill be addressed
further in the cross-cultural analysis.

Hypothesis 2: The age of the employees matters for appreciation of the Al
implementation, as younger employees 18-40 are more positive compared to older
employees beyond 40.

The H2 hypothesis is also confirmed. The results of the survey show that age matters,
although to our surprise it matters not in the way we expected. The Russian respondents of
age over 40 show ahigher percentage of negative expectations of the effect of Al/robotisation
on their job positions (Fig.4: 35.7% for age over 40 vs 27.7% for the younger respondents).
The p-value of the Chi-square test for Russia (p=0.009) shows that the differences in the
responses of the different generations are statistically significant at p< .01. The Kazakhstani
respondents show similar results for the two age groups (13.3% and 14.3%) and the
differences are aso significant (p<0.001). We expected that in the two neighbouring
countries, the percentage of those being afraid of the technological changeswould be similar.
Instead, we see that the Russian respondents are significantly more afraid of the
Al/robotisation implementation than their Kazakhstani colleagues (27.7% vs 13.3% for those
under 40 years old, and 35,7% vs 14.3% for those over 40) (Figure 4).

Figure 4

Will Al/robotisation change job positions?
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Interestingly, a relatively very high percent of the respondents do not expect significant
negative effects for themselves, as they believe that the Al/robotisation will have a minor
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effect on their jobs, and only some functions may change, with no threat to their job positions.
About 85.7% of the Kazakhstani respondents of age over 40 (Figure 4) believe that the
technological changes will not affect their job positions to the extent to lose their jobs and
64.3% of the Russian elderly respondents believe the same. The Chi-sgquare p-value for
Kazakhstan is p<0.001 and for Russia p=0.009, and both are significant at p< .01. Our
expectation was that the younger respondents (below the age of 40) would be more positive
on that question, as they are more educated and flexible. Surprisingly, the respondents over
40 are less afraid of losing their jobs as a result of Al/robotisation: 85.7% vs 66.7% for
Kazakhstan, and 64.3% vs61.1% for Russia (Fig.4). A possible explanationisthat the elderly
respondents are more experienced and higher positioned, while the younger employees feel
that they will be the first to be released, if the work positions for humans will be reduced.

H2 was a so tested with a question about the effect of the implementation of Al/robotisation
on the bank results, based on the expectations of the respondents as they interpret the effects
of the technological changes. The results show a significant difference between the opinions
of the two studied age groups (Figure 5). In Russia, 64.3% of the age group over 40 believe
the technological changes will positively affect bank results, while only 50% of those of age
below 40 share this view. The Chi-sguare p-value for Russiais .000481, and for Kazakhstan
i$<0.00001, and thetwo resultsare significant at p< .01. Aswe see, thereis 28.6% difference.
In Kazakhstan, the differenceis even much higher — 71.4% vs 33.3%.

Figure 5

Will Al/robotisation improve bank results?
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In combination, theresultsfrom Figure 4 and Figure 5 confirm Hypothesis 2; the age matters
in terms of understanding the effects of the technological changesin the banks. The expected
risks of losing the job position (Figure 4) are manifested more in Russia, while the
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Kazakhstani respondents do not expect reduction of their jobs or changes which can make
them unfit for the job after the technological changes.

We aso studied the opinion of the respondents about the effects of the implementation of Al
and robotisation in the bank. The Kazakhstani respondents show a significantly higher
positive impression of the results of that implementation (Figure 6). About 70% of those
under 40 and 100% of the respondents over 40 years share the view that Al and robotisation
help bank employees work faster and more efficiently. Interestingly, the differences are
significant for the Kazakhstani respondents (p<0.001) but not for the Russian respondents
(p=0.189).

Figure 6
What is your impression of the effects of the implementation of Al and robotisation in the
bank?
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my job

ORussia <40 Russia over 40  E1Kazakhstan <40 Kazakhstan over 40

We also studied the effects of Al and robots implementation on the motivation of the
respondents (Figure 7). The Kazakhstani respondents show a higher positive effect for the
two age groups compared to their Russian colleagues (50% vs 25% for those under 40, and
42.9% vs 35.7% for those over 40 years old). The Chi-square p-value for Kazakhstan
(p=0.248) and for Russia (p=0.303) show that there are no statistically significant differences
in the answers of the Kazakhstani and Russian respondents. We hypothesise that these
significant differences could be explained with cross-cultural analysis, and this will be our
task for the next stage of the research.
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Figure7
How does Al and robotisation implementation affect your motivation?
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Thus, the analysis of the results of the research above confirmed Hypothesis 2. The age of
respondents affects the interpretation of the effects of Al implementation on work motivation
in the banking sector in Kazakhstan and Russia. Interestingly, the respondents above 40 are
more convinced that the implementation of Al and robotisation in the banking sector leads
to positive results (Figure 6).

Effect of Covid-19 on Work Motivation

The effect of Covid-19 on work motivation was aso studied. We did thiswith theaim to find
out if the changes in the banking sector (e.g., Al, robotisation) were linked to the changes to
home-office and do the bank employees report significant effects on their motivation. A
survey of 2000 workers, for example, found that remote (home-office) work makes the
employees better organised and feel more trusted by their organisations (Brown, 2021).
Wang, Weaver & Revels (2021) discuss the issue of burnout as an effect of overload. Such
an overload has not been reported in the case of banking, but as a factor which can affect
work motivation, it isaso apoint to consider.

On the other side, it could be expected that the combination of home-office with Al
implementation might produce negative effects based on the risk of losing ajob in the bank.
In our research, the Kazakhstani respondents report 54.1% increase in their work motivation
as aresult of protecting the job positions in the pandemic development, which lead to the
many closing of businesses, vs 34% for their Russian colleagues. About 54% of the Russian
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and 32.4% of the Kazakhstani respondents did not change their attitude. Together there is
about 90% positive attitude, which is probably based on the feeling that the bank is a very
reliable employer during the pandemic times (Figure 8). The p-value of the Chi-square test
(p=0.009), which is significant at p< .01, shows that there are no significant statistical
differences between the answers of the respondentsin the two countries.

Figure8
How did COVID-19 affect your motivation to work in the bank?
60 54
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employer reduction of my job
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Conclusions

The dynamic changesin the banking industry asaresult of the Al application and robotisation
lead to substantial organisational changes and redefining the roles of bank employees. This,
of course, has an impact on bank employees’ work motivation.

The research was done based on the results from a non-probability survey of the opinions of
bank employees in Russia and Kazakhstan, all of age above 18, conducted in the two
countries in the period November 2020 — February 2021.

We stated 2 working hypotheses in our research, namely:

H1: The intensive implementation of Al in the banking sector positively affects the work
motivation of bank employees in Russia and Kazakhstan.

H2: The age of the employees matters for appreciation of the Al implementation, as younger
employees 18-40 are more positive compared to older employees beyond 40.

Hypothesis 1 is confirmed. While the high weight of the financial stimuli in the work
motivation was expected, it was very important to find out that the non-material motivation
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factors play significant importance as well (Figure 2). There is a big difference between the
two countries regarding work satisfaction (94% for the Russian respondents), while the other
factors are of similar importance, all except the bank’s image being above 50%. This
corresponds to the Equity theory (e.g., Mullins, Christy, 2007; Baldoni, 2005; Mangena,
2021).

Hypothesis 2 is confirmed regarding the difference in the opinions and motivation of the two
age groups (under 40 and above 40 years of age), but not in regard to the appreciation of the
changes by the two age groups. For example, it was expected that the younger respondents
would consider more positive the Al implementation helping to improve bank operations,
while it turned out that the elderly colleagues had a more positive attitude (Figure 6). There
are differences between the age groups in the two countries regarding their personal
motivation (Figure 7). The differences between Russia and Kazakhstan are significant and
thiswill require a special cross-cultural analysis to be done to explain what causes them.

A similar point can be raised regarding the effect of Covid-19 on work motivation. Thereis
a significant difference between the percent of increased motivation in Kazakhstan (54.1%)
vs34%in Russia(Figure8). across-cultural analysiswill be needed to explain the difference.

Altogether, the findings show that with the exception of the cases discussed above (Figure 6,
7 and 8), there are no significant statistical differences between the answers of the
respondents in the two neighbouring countries. Most of them find the implementation of Al
and robotisation as a positive factor, which either affects their work motivation positively, or
they think it does not concern them at all (Figures 6 and 7). The effect of the pandemic is
different in the two countries, as the Kazakhstani respondents declare a significantly higher
increase in their work motivation as aresult of valuing higher the importance of the bank as
a stable employer in such difficult times, compared to the Russian respondents (Figure 8).

The sample size of respondents from the two countries is obviously not too big. Still,
considering the p-values of Chi-square analysis, we can claim that the results of the survey
have statistical value and an analysis of much larger samples will probably not differ much
from the results shown above, e.g., to lead to significant statistical differences. We believe
that the findings of this research can be used to improve work motivation management in the
banking sector, as well as in other sectors of the economy, where the Al and robotisation
implementation is taking place in the recent years.

In the future, the research has to include samples from other countries in Asia and possibly
Europe and concentrate on finding if there are significant statistical differences based on the
cultural factors.
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