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o ABSTRACT

The tourism industry in Kenya is forecasted to grow and as employment is common
in this type of service industry it is likely to increase concurrently. Having motivated
L " and satisfied employees are fundamental in all organizations and especially in the

' service industry where front-line employees play an important role for the customers’

perceived service quality. Therefore the human resource management applied

"'.""'Z"";'_Shc)uld be in accordance to the desire of employees as properly managed

'-':'::_'.":'_":-'employees could be of a competitive advantage and contribute to the success of an
"-_'__':.-"organization. The study hence focuses on the relationships between the factors that

S -_’.;_":_'_ihﬂuence job satisfaction and job satisfaction.

"'A.s the ultimate goal in the hotel environment is service delivery, it is imperative that
employees perform optimally and maintains acceptable levels of job satisfaction,
hence, contributing to the vision and mission of providing better service to

customers.

This study had a quantitative approach and a questionnaire was carried out at White

:Sands Beach Resort with 200 respondents. Cﬁorrelation and regression analyses

' ere made and it was found that certain factors such as Feedback, advancement,

é‘éponsibility and management attitude & compensa;tion were all found fo predict

ﬁlc"_)_yees’ overall job satisfaction. The result proVides further understanding as

egal ds to workers’ motivation and behavior. However the study also presents
ecéfhrhendations for managerial use at Sarova White Sands Beach Resort and Spa
i’s’_:w_el'! as the hotel industry as a whole.

= 5_Las_t|y, due fo the composition of the sample, results of this study cannot be inferred
o to _:'other similar occupational classes in other institutions. Therefore, it is

recommended that a proportionate stratified random sample be utilized for future
research.

Keywords: Job Satisfaction, Management Attitude, Compensation, Feedback, Work

Condition, Advancement and Responsibility.
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CHAPTER 1: INTRODUCTION

%

. Chapter Overview

he chapter begins by introducing the research, giving a background to the study. It

:ghll'_ights the research problem, presents questions for further investigation of the main

g‘o:ai'_é_,'-_ before going ahead to explain the importance and scope of the study. In

ujéion, it highlights the key assumptions and limitations associated with the study.

Background to Research

'y'a,__:b'eing the regional trade hub for East Africa, continues to experience increasing
k _f\féi's':“&‘ tourism. Its tourism industry is the solitary largest export recipient. It makes up;

- a significant part in the source of the country’s economy. With the amassed increase in
. the levels of development in the country, the working environment has also become of

hlgh competitiveness. Employees have therefore become of major importance and a

leading factor that actually determine the success of an organization in this rapidly

nging environment with a tight economy.

anagers now demand for employees who are’ highly skilled, trained and of high

é’tidﬁ_:‘é. This is because the organizational output and productivity normally

the performances of the employees (Currall et al. 2005). This is principally

- One important aspect of human resource management concerns job satisfaction. This

relates to a manager’s ability to motivate the employees and is essential for the overall
work performance of the employees hence the overall performance of the company

(Burgress, 2006). Job satisfaction is defined as a collection of attitudes that employees

- INT{ International University (2011)




“have towards their jobs. Such attitudes may be as a result from an aspect of satisfaction

« Fas a complete faget of the job.

mprovements in productivity usually lead to organizations operating better and having
_.Ehngher growth rates. This is important for many companies. Therefore, it is important for
o nagers to understand the levels of job satisfaction among employees in their
:amzat!ons This will signal whether the employees are indeed committed or not.
| :ks.'ng an investigation into the factors that affect job satisfaction is particularly
rﬁportant these days because people do not usually continue to work in the same

ompany throughout their life.

mé'ti}hes, finding the right people to occupy épeciﬂc positions is also usually difficult.”
ﬁ o In most cases, due to the difficulty, organizations try their best to retain the employees

.. that they believe are major players in their firms. If for example the company has two
' jfferent empioyees who show different levels of satisfaction with their jobs, the
3'rhanagement or empioyer will tend to hire and try to retain the employee who has a
igher level of job satisfaction. This is because it is expected that the employee who is

satisfied will likely stay with the organization. .

‘who is not satisfied with his or her job usually has negative emotions, which in

ompt him to start thinking about leaving the job and looking for greener pastures.

'_l:b_'yee then starts to weigh out the different opportunities or options he has,
'(;l:_.e_'ezcide whether to quit or not. Such thoughts also change the commitment level
c_—:'zzfﬁpioyee. It is therefore important that managers develop an interest in the level
's'é:ti_'sfaction of their employees because this would make it clear to them that it is
ary to make efforts to retain satisfied employees. Having this knowledge also
m‘O_ti\'l"afé_'s'" managers to try and satisfy their workers hence keeping them in the

In this study, job satisfaction is applied as a general term. Workers who show high
levels of satisfaction with their jobs are most likely to exhibit more positive feelings,

thoughts and attitudes. This usually benefits the company since the employees will be

N INTH International Uni\rérsity {2011)




'h'ig.j'hly committed. Employees who are committed tend to be in line with the goals of the
}‘ganization despite the fact that they have their own personal goals. They tend to align

-fW‘o different goals.

_ information | have congregated in this vicinity is going to be of high importance for
'-.'ﬁj'anagement team in Sarova White Sands Beach Resort so as to be able to belter
cfé'r;_'étand and gain awareness about their employees’ motivation for work and job
'éﬁéféétion. Therefore it will aid them to expand and widen the ground on which they
ldbase their managerial decisions that have an influence on the employees’
sat fééﬁpn and therefore these decisions may entail what incentives the management

id oi_ﬁsider giving to their workers to improve on their overall job satisfaction.

i .2, Hospitality industry in Kenya

< nya has over the years become a major tourist destination of the world. The country
__|1'h':'i'ts breath taking scenery, amazing wildlife and diverse cuiture has been attracting
ists from all across the world every year. Kenya Tourism has acquired a lot of
ance over the past few ye‘érs and the government of the country has left no stone

f in attracting tourists tom this exotic countey.

h_d_ustry in Kenya is therefore on an impressive growth trend at a phenomenal
g._a_l_l&- after the new age of communication & globalization where more people
. r_é:_\"/el faster & cheaper both locally and internationally. The establishment of
aS been increasing all over the country and especially in the Coastal region
-'Wﬁere White Sands Beach Resort and Spa is located. Thus increasing
titlon and thereby prompting market players to adopt higher standards of service
h can on[y be implemented with the help of satisfied employees.

There are currently 3628 hotels of all categories in Kenya and, within the next three
'years 105 of them are supposed to obtain the 5* status. Many properties will have to
undertake significant refurbishing and upgrading in order to accede to the right

classification. Among the top hotels in Kenya are the Norfolk, Serena and Sarova
Hotels.

o INTI International University (2011)




Company Profile

13.
B___e__ing one of East Africa’s finest resorts, Sarova White Sands Beach Resort & Spa is

_oc:a'ted on one of the longest beach fronts at the Kenyan Coast in Mombasa. All rooms
and suites in the resort are tastefully furnished by Kenya's leading interior designers,
'fréring lovely ocean, pool and garden views. Guests usually have choices ranging from

_ée’; superb themed restaurants and a choice of three bars.

Gh.;_‘__outdoor swimming pools offer a choice of waterslides and diving boards,

ﬁfémented by flood-lit tennis courts. A fully equipped state of the art gym ensures

e guest is always fully engaged. A PA'DI. diving centre and a host of water sports

a___so'-"available. Tulia Spa promises complete rejuvenation of the body, mind and

spirit in beautifully tranquil surroundings overlooking the Indian Ocean.
. Problem Statement

Th_"é_. Kenyan tourism industry grew by 16% in international tourists arrivals for the first
9 f 2010 (Musyoki, 2010), and it is iikeiy to increase from year to year based on
p_tlééi_ stability of the country. Tourism is so fér a major industry of Kenya as it has
major contributions toward the country's GbP, over the past few years and has

"ut_ed towards the economic development of the country. Large number of

al travelers come to this country and embarks on adventure safaris, which

f}_éi_rfating revenue for the country. Tourism has also helped in providing
it to a large number of people in Kenya. The hotel industry has also
because of this reason. A large number of hotels are regularly coming up
“ pr0Vide accommodation to the tourists coming here for a holiday and thus

é_\_'f_énue of nearly $500million per year. White Sands Beach Resort and Spa

: .waévei' the key concern of the research is to explore the various factors that possibly
4 '__'?ffect hotel employees’ job satisfaction levels. This is of specific concern for White
- Sands Beach Resort and Spa, because of the costs involved in hiring and training new

employees are considered to be very high. Therefore keeping a constant workforce will

- INTI International University (201 1)
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"élb_'lin the reduction of risks of deterioration in services that are offered by the
rganization to its final customers. In general, it is mainly expected of employees to stay
their organization when they can experience a strong connection between the

'rgah_iiation and their work.

ittherefore be very costly in the hotel industry when employees start to experience
c’j;b;'satisfaction as it has a high turnover rate. This may be as a result of certain
éﬁbnai factors such as low pay for those employees in the Jower level positions as
-as_'___ ess opportunity for advancement. On the other hand compensation is also
: ed to be a very costly issue as |t can result in a reduction in employee
twq_ty. when they are lowly committed and they do not see the relation betweenl

 tasks that they perform on their daily basis to the profitability of the organization.

With specific reference to White Sands Beach Resort and Spa, there are various
sons why this study is important. To start with, it is clearly known that high turnover
étés._é'nﬁong employees engross costs which tend to alter the service quality of the
ort. However how businesses attract and retain workers can be considered as vital to
fféctweness and efficiency operatlon of companles and thus potentially providing a

ve _advantage over its competitors.

in tﬁzz_!_uthans (1989), high or low employee turnover rates, absenteeism and
':ficz)_f.d'ged are factors that indicate whether job satisfaction or job dissatisfaction
th _?_:é):'a.'gahizations. In this regard, similarly, information disseminated from the
:_Of Human Resource Management: Sarova employee turnover report
20 2008) Which highlights some of the major problems experienced within the

tiéﬁg__but an emphasis on this study will only be placed on the turnover rate.

R

R

" VINTE International University (2011)
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Table 1: A summary of turnover rates per salary band

11

éa_l_ary Band

Nﬂmber of

Employees

Appointments

and Transfers

Terminations

and Transfers

% Turnover
Rate

per band as of | into the out of the

2007 Organization Organization

4753 304 356 7.49%
8209 997 1359 16.56%
8997 836 1109 12.33%
2051 651 663 32.33%
74 15 9 12.16%
18 2 1 5.56%
2 1 0 10

1 0 0 0

14.51%

‘among employees.

_c;!;ait:qija;li_:'_difﬁculty is that working in resorts often entails a special way of living with

. afusion between work and leisure. On the other hand, it involves a sense of community

feeling among employees due to the Kenyan culture that involves living in societies and

socializing deeply with one another. In line with this, employees from Kenya would like

to see a change in their lives or in their work environment in terms of compensation.

-+ INTI International University (2011)
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ese changes instill a need for them to move forward to try and fulfill their dreams and

ce they tend to quit their jobs, having a negative effect on turnover.

] n'er big challenge for employers in the hotel industry is sustaining a high level of
(}éfquality, in order for the customers to be satisfied and come back. The service

y |s a direct outcome of the front-line employees’ behavior and ability to provide

iality service. The Resort also involves many critical service encounters as to
'hé;'émployees’ willingness to carry out the work tasks in a way that exceeds their

ments is a great asset for the organizations.

'fore significant for organizations to better understand such elements that have
t on' jOb satisfaction of employees. It heips the decision makers to develop and’
0¥ den the ground on which they should base their managerial decisions which would
.ﬂuence the employees’ satisfaction. It also helps the management to better

'erstand the common organizational behaviors.

"fo_re, the endeavor of this study is to contribute new empirical data that will be
alto the knowledge that already exists with regard to job satisfaction. This
;'WOUEd in addition be important for man.agers at White Sands Beach Resort
"put much emphasis in reducing turnover, enablmg a hlgh level of service

nhancmg profitability.
rch Questions

no‘i’ed that most organizations usually try their best to meet the objectives of
panles by bringing up strategies that when implemented result in effective and
:uézness operations that satisfy the needs of the customers in the best ways
'ne of such strategy could be ensuring that employees are satisfied highly

ir current jobs at all times.

o 'f"T__'h.i'S study therefore intends to investigate the factors that affect job satisfaction at White

.: _"-Sands Beach Resort and Spa (Kenya) and will specifically try to give answers to the
- questions that follow:

i IN_TI International University (2011)
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1 _“'What is the level of job satisfaction among employees?
What is the relationship between certain motivational factors and job satisfaction
é_mong employees?

From the research what do you recommend White sands and the hotel industry?

Research Objectives

er._é_]."i goal of the research is to better provide an understanding of the factors that
ob satisfaction at White Sands Beach Resort and Spa (Kenya). To address the

;___ebtive, the research aims to achieve the following:

'Eo;___c_j__g_términe the job satisfaction level among employees at White Sands.
1 [o3 “determine the relatlonshlp between certain motivational factors and
- employees’ job satisfaction

: To__o_ffer suggestions and recommendations for improving job satisfaction at white
sand and in the hotel industry as a whole.

$’I'i_:gniﬁcance of Study

's:éér'c_:;'h is significant to that of various plafers. Firstly, in struggling to provide
' ééf\/ices to customers, it is of high importance for hotels and resorts to
e actions they engage in and the implications of those actions for their
G_S_tomers, and the company as a whole. Due to globalization there exist a

aﬂ_cérhent in lifestyle and fluctuations in trends. Some of the things that used to

n_i_en_t'and satisfactory years ago may not be convenient at present.

hIS study will provide an understanding of job satisfaction of workers in the

du’stry, particularly the factors that affect it. This information could be used by

_ makers to ensure workable goals and strategies are formulated hence
'_--:--.successfuliy achieving organizational goals. In this case, White Sands Beach Resort
-:f_ a_nd Spa stands to benefit from this study by gaining insights into the factors that lead to
“job satisfaction hence reducing turnover rates.

3.;'-: INTI International University (2011)
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"d'ﬁ:d!y, the information in this study could be useful to students and educational
:__t'Eons. Once learners have a better understanding of job satisfaction, they can
'-é_'i_nto the professional world with innovative and effective strategies about how to
xiéting problems or improve current successful processes. One such problem is
mg turnover rates of empioyees, which has been argued to be a key hurdle facing
ployefs The study could therefore help learners who are the future decision makers

ea”ders of organizations to have a better understanding of job satisfaction.

clusion, it is anticipated that existing information will be sustained by using

which will be established in the“study on factors that are affecting job

CthSIn form of strategies that will improve consumer relations in the market place.
Scope of Study

udy employs the use of both data primary and secondary analyzing the research
the factors discussed comprises of the facet of job satisfaction and the
l-f_actors that affect it. The location of ; study being at White Sands Beach

pa allows the collection of data to be adequate.

iith the targeted respondents of this research is done through the
'c}f self-assessed questionnaires. However, other information which is
nthe study consists of information from articles, journals and books as well

resources are also used.
Y Assumptions

ictpété’d the target respondents will provide proper information that they are
equnred-of them to provide willingly. The study is grounded in White Sands Beach
esort and Spa, Kenya. Respondents are therefore assumed to be willing to provide
-.-__:._-__refevant teedback for the study. This is significant for the study as it provides

_mformat!on which is essential for attaining to the research objectives mentioned earlier.

I'NTijinte_rnationaI University (2011)
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'ﬁitﬁe study does not exclusively depend on primary data and it is therefore
ed that there is accuracy in the secondary data used and considered to be of

'én_te as this is significant in conduction of the data analysis as well as in

y Limitations

ot being extensive are among the main limitation of this research and
| ";;':_not an accurate representation of the whole industry. This may be due to
tsas the study is only restricted to White Sands Beach Resort and Spa,
;g'dy to 200 respondents. '

_r-._l___tmiféfion is that employees usually fear to give negative responses. This could
:__t_(j):f'ihe feedback being biased, hence not being a true representation of the

E._H_enceforth the process of data collection becomes difficult and requires

:p_'u_pture of the Research
is arranged into chapters 1 to 5 as illustrated below:

hls chapter as provided above consist of the introduétion, background to
,_._problem statement, research questions, research objectives, scope of

ficance of study as well as key limitations and assumptions.

T'his chapter delivers the assessment of literature with relation to the
fthe topic on job satisfaction and operational definitions of variables for this

-Wélil as the research framework for the investigation.

ter 3 This chapter consists of the research design and approach, the sampling
__thod used to grasp the target respondents as well as the techniques used in data

'._-_giéz'coilactron and analysis, and finally the presentation of the same data in chapter 5.

JINTE l_nternationai University (2011)
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_aﬁfér 4: This chapter involves the step by step representation of the analysis,
' ng importanceito the research questions and result from the analysis. The outcome

-é’_-*analysis conducted was organized based on the variables of job satisfaction

are highlighted in chapter two.

'5: This chapter is based on the discussion of analysis and findings in relation

ws from other different authors. It mainly aims to resolve issues which are

ed in the earlier chapters stated above with reference to the research
| kﬁfand the results obtained from the analysis, this chapter therefore tries to
__-_;_Qoals and aims of this reseafch. Finally the conclusion is made and
.::d'ations given to White Sands Beach Resort and the hotel industry as a

NTI International University (2011)
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CHAPTER 2: LITERATURE REVIEW

¢hapter Overview

part of the study gazes at the literature that is obtained from the text of numerous
-3ih relation to job satisfaction of employees. It therefore provides an overview of

;sfaction which allows the reader to better understand the topic, as further

ng the factors that have been argued to affect job satisfaction of employees. The
tual research framework is provided and explained which brings about the

fdefinitions of variables to be clea';ly defined and explained too.
ntroduction

lng to Lawler (1992), in the global economy today most organizations incorporate
6¥'ﬁ'p'f09rams in order to have a competitive edge over their competitors. Some of
_r:c")'éfams include total quality management, job enrichment, employee
elve'ﬁﬁ’eht and finally skill-based pay. The goal of such intrusions is to make sure that
.roductwlty is increased'by controlling the behavior of employees on the job as

ontnbutlng towards attaining the organlzatlonal goals, and therefore

a strong organizational commitment (Lawler, 1992).

mployee efficiency by maximizing productivity at little cost is reflected to be
ésential objectives that every management should take into account. As
ho are satisfied highly with their work, there coworkers, the pay that they
good working condition tend to derive a high level of job satisfaction with
nd are committed highly to the organization of which they work for in

o.;their satisfaction not being met.

e':____ce mdustry management in relation to the importance of employees, Heskett
: _994) proposed the framework of service profit chain of which he introduced the
© cal__imkages among internal service quality, employee satisfaction/productivity, the

va!_ue of services provided to the customer, customer satisfaction and company’s profits.

_Thxs_ chaln demonstrates that internal service quality can therefore improve the

1 International University (201 1)
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tis ction of employees which will enhance employee productivity resulting in external

~value and, enhanced customer satisfaction which leads to organizational

ity (Zeithaml et al., 2009). Therefore, satisfied employees lead to having

fied customers.

':j::_ the measurement of job satisfaction is an issue of high importance in the
:';l_.;ridustry due to the fact that it requires a great communication between the
p‘e:fsonnel such as the frontline employees and individual customers as well as
aht'y' perceptlons are assessed mostly based on employee performance. Hence,
eg e in which workers are con3|dered to be satisfied with what they are

b!_e for could have a direct influence on the customer satisfaction level with theuj

sral researchers found an existence of close relationships that exist between
Shlp, ‘job performance employee satisfaction and orgamzatlonai commitment
sEey and Cross 1992; Avolio et al.,, 2004; Chen and Silverthorne, 2005).

the studies have focused mainly ‘on particular industries such as retail,

'tu.“ng, governmental mstltutlons and medlcal but there exist no in depth

] the hospitality industry.

_t_o Smith et al. (1999) he defined job satisfaction as an outcome after a
étation of the job traits in accordance to the framework criterion. Therefore
work circumstances on job satisfaction is linked to many other factors, for
':'é__';:_:difference among bad and good jobs, comparisons with other employees,
.;r_hpetency and individual past experience. For the tenacity of this research,
'Ij":_.ié.bies of concern will include management attitude, compensation, feedback,
'bi__l_ity, work conditions, and advancement. The study expects that these factors

_:'!'_’?l"'f-_i'n'ﬂuence on job satisfaction of employees at White Sands Beach Resort and

! :el_lféfore the key area of apprehension for the researcher should be whether the model

S_élécted will permit the identified research objectives to be achieved or not. During the

nternational University (2011)
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f mounting the model for this research, the following main factors were
m;_néd including job satisfaction, management attitude, compensation, feedback,

ibility, work conditions, and advancement. An analysis was completed on these

.e_d-_-féctors with an effort to investigate whether they affect job satisfaction levels of

loyees at White Sands Beach Resort and Spa.
ational Definitions

__né_eptual framework to be better understood it is important to obtain an insight

ation, responsibility, feedback, work conditions, and advancement. To gain a

pe un:i:'l'érstanding on the respondents demographic variables are also used

'k..';_—._erzberg argued that the level of employee satisfaction will depend mainly on
:5$_;":0f subjects. The first set is “hygiene” issues and second set is “motivators”.
once t hygiene issues have been addressed the motivators automatically will
'.fa_c:tion among em‘bloyees. In this §tudy, the hygiene issues include
::a'ttitude, compensation, feedback, and work conditions. Motivators include
and advancement. Presented here are the variables used in this study

tion of how they are interpreted throughdut the stud3}.
vériables;

Attitude Organizational concerns for employees and acknowledging
their importance and normally carried out by managers in the’

organization.

Is a form of insurance that provides wage replacement and

medical benefits for employees.

The result from the work provides information about how well

the job is done.

Hnterational University (2011)
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sponsibility A duty or obligation to satisfactorily perform or compiete a

; task assigned by someone, or created by one's own

promise.
ment The act of progression or improvement.
>ondition The conditions in which an individual or staff works, including

but not limited to such things as amenities, physical
environment, stress and noise levels, degree of safety or

danger, and the like.
:::nt::-.Variable;

_tléféction The extents to what employees are happy with their overall

job conditions.
ob Satisfaction

Ition on Job satisfactian has been defined by several researchers differently.
;_9155) defined it a mixture of psychological, physiological and environmental
_'r__l.cjéé'that cause a person to say, "l am satisfied with my job™. Locke (1976)
éﬁsfaction as "a pleasurable or positive emotional state resulting from the

.ne's job or job experiences." The business dictionary defines job
:S a contentment ascending out of interaction of worker's negative and

Imgs towards ones effort.

ffeﬁ:’tion of employees is frequently argued to result in outcomes such as

ify-"'énd organizational effectiveness (Patterson, Warr & West, 2004). Therefore

._é's- that are satisfied have a habit of being devoted more to their organization.

lt can be noted when employees are highly satisfied with their jobs as they will

oF aHy have a positive attitude towards their jobs. Most of the times these employees
to prefer to stay in their current companies and work even harder even if it is for a

_'_!ler return as they have the feeling of belonging towards the company as it treats
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'.}'fairly and thus they feel that it is their responsibility to work harder towards

hieving the comqany’s objectives.

s:in order for these employees to uphold their current jobs they will need to perform

ell: be effective at work, which in return is noted to be beneficial to the company. Thus
managers to increase the level of commitment among employees they can start by
centrating on increasing the job satisfaction level of their employees. Job
'_f_afction has therefore been exposed to have an impact on the employees’ behavior

orm more than what they are expected at work.

jbb_ satisfaction has a connection with Organizational Citizenship Behavior (Organ

yan, 1995). Organizational citizenship behavior may also result in employees

-_id:i.ng high quality service to customers as they go beyond their job descriptions of
hich' could help in enhancing the customers’ experience and would have a positive

on the organization. :

- paper, job satisfaction is ascribed to its hypothesized importance in relation to
'h'f--employee responses. A number of theoretical approaches have been
d that attempt at describing the factors ;’_)f job satisfaction. However, several

views have been examined that describes job satisfaction with approaches that

nstrates supporting evidence. However, there has been no concomitant testing of

ntending models in a comprehensive model.

ther hand many studies have been made that establish antecedents in the work

h'njent influencing job satisfaction. Well-known theories on work motivation

-'QWlédge certain motivational factors that affect job satisfaction for instance
erg. Other research suggests the social aspect companionship as such
dent (Ismert & Petrick, 2004).

e with this, Peird, Agut, and Grau (2010) clearly point out that social aspects need

.0:'_:b__é-_ considered when studying the antecedents of job satisfaction. It is also shown in

Q'tﬁéf research that management attitude and payment are some of the significant
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uencing variables that are having a direct impact on employees’ job satisfaction
ert & Petrick, 2904)_

Antecedents of Job satisfaction

ctors affecting job satisfaction can be divided into two main areas, namely,

‘determinants and organizational factors (Nel et al., 2004).

sonal Determinants

_rn\i_estigating job satisfaction indiéﬁéte that personal determinants such as

educational level, age and marital status have an impact on job satisfaction. -

Gender

étudies conducted with regard to the relationship between gender and job

- have yielded contradictory results (Chiu, 1998). A study conducted by
'hd__Atkinson (1981) investigating gender differences in determinants of job
on, eflected that females attach more |mportance to social factors, while males
'value on pay, advancement and other extrinsic aspects. In support, Tang

1999) maintain that there is a S|gn|f!cant difference between males and

rms of job dimensions impacting on job satisfaction. Their study found that
ave higher satisfaction with remuneration in relation to females, while

_}dﬁ_ed;ﬁffo have higher satisfaction with co-workers than males.

_survey looking at issues affecting women in the South African workforce

milar findings with regard to females. The majority of respondents revealed
e’fé‘ satisfied with their jobs. The factors that contributed the most to their job
n__ ere the company of co-workers, the opportunity to learn new things and
s mherent in the job itself (Robbins et al., 2003).

gbeml (2000) however, failed to find that gender affects job satisfaction. Similarly,
_Ohue and Heywood (2004) could not prove gender satisfaction differences in a

udy: . conducted amongst young American and British employees. Contrary to the
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'e;_: Robbins et al. (2003) argue that no evidence exists suggesting that gender
icts on an emp{oyee’s job satisfaction. The authors are of the opinion that gender
rences can have an effect on the relationship between job dimensions and job

faction, but that it does not have a direct impact on job satisfaction.

Education Level .

conducted on the relationship between the level of education and job
ction showed no consistent pattern (Kh Metle, 2003). An investigation by
ian and Abou-Zaki (2003) in the Lebanese banking sector found that no

_a!'ly significant relationship existed between job satisfaction and education (p=

Although the relationship was not S|gn|f|cant therr research found that a’

Shlp between job satlsfactlon and education existed. In this regard respondents
§s'e55|on of a school certificate reported the lowest level of overall job satisfaction,
mployees with a college certificate reported the highest level of overall job
_t:b'.h The researchers highlighted possible factors such as a lack of skills and

vourable treatment by management as- contributing to lower satisfaction levels

-aff In possession of a school certificate.

es in possession of an intermediate level qualification reported higher levels of

03) suggests that job satisfaction decreases in relation to an increase in the

ducation as the expectations of employees are often not met by employers. To

lth this finding, results obtained from a study conducted by Johnson and
_-:(2000) whereby 288 employees in the American postal services were

, found perceived over-qualification to have a negative relationship with the
l_'ohs of job satisfaction.
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Age

vidence exists regarding the relationship between age and job satisfaction
ms et al., 2003). According to Greenberg and Baron (1995), older employees are

[Iy happier with their jobs than younger employees, while people who are more

iced in their jobs are more highly satisfied than those who are less experienced.
w is supported by Drafke and Kossen (2002). The researchers state that job
_gbn typically increases with age as older workers have more work experience
.ally have a more realistic view of work and life in comparison to their younger
rts. They are of the opinion that 3§(ounger workers have less experience to

nd have an idealistic view of what work should be like.

h bonducted by Okpara (2004) amongst managers within an IT environment
"'_'signiﬁcant relationship between job satisfaction and age. Similarly, earlier
 supported this finding. Rhodes (1982) cited in Oshagbemi (2003) supports the
_ﬂﬁét the relationship between job satisfaction and age is significant. The author

_'{his conclusion after a review of the findings of seven other separate studies

ed on the relationship between age and job satisfaction. Robbins et al. (2003)

lthough most studies indicate a positive relationship between age and job
lon; other studies reflect a decrease in satisfaction as employees move towards

at least up to the age of 60. Satisfaction increases again from around 40

he authors refer to this phenomenon as the U-shaped relationship. Mottaz
Oshagbemi (2003) cited several reasons for the variance in job satisfaction
@lder and younger workers. Mottaz’s view is that younger workers are
Yy more dissatisfied than older employees because they demand more than their

ﬁ-:'_brovide. The author postulates that older workers possess more seniority and

X_;jérience enabling them to move easily into more rewarding and satisfying jobs.

workers place less emphasis on autonomy or promotion, thus they demand less

gn-:-:t_ﬁéir jobs, making them more satisfied than their younger counterparts. Workers
dto adjust to work values and the work environment the longer they are employed,
d'ng to greater job satisfaction.
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Marital Status

evels of job satisfaction in comparison to that of single employees.

";h'__conducted by Cimete, Gencalp and Keskin (2003) which involved 501 nurses
.'at two university hospitals in lsténbu[, established that the job satisfaction
o::r"e of divorcees and widows was higher than that of single and married
he difference between the mean scores was significant. Research conducted
3l and Baba (1992) also found a significant relationship between job satisfaction
al status. ‘. ' |

rganizational Factors

iétional factors impacting on job satisfaction include Managément Attitude,

éti_éjn, Feedback, Work Conditions, Advancements and Responsibility.
lanagement Attitude

nt attitude is defined by Burgess (2006) as the management's mental
hich consist of feeling, opinion or emotion that is developed in response or as
nfo an external situation. Therefore the attitude can be temporary or can

Op Into a habit that has a long-term impact on somebody's way of behaving.

'éfforts can be made to change attitudes that have a negative impact in the
lace, for instance education and training can be used thus the management is

C_UY-"_Conveying the organizational policies and attitudes that organization are

ng_“about that places a high concern on the employees’ well-being and their
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“other hand Ismert & Petrick. (2004) placed an emphasis on the fact that
y_é_é's will feel the organizational care only if there exist a high-quality relationship
h_-fnanagement and workers plus if only the managers respond to their needs,
I_I'y'f"the needs for emotional security and need to participate and this will result in

t"i::sfied and productive workers,

“another study on front-line employee's states that managerial attitude is
the employees’ job satisfaction and their work behavior (Ashill, Rod, &
2008). This can partly be interpreted as consistent with Herzberg's idea that
ffénd recognition, as a motivational factor, will contribute to job satisfaction. A

::t_i:on was made by Eisenberger et al. (1997} concerning job satisfaction and

onal support which provided evidence that the two constructs are related yet
‘which is supported by later research (Ashill, et al., 2008; Ng & Sorensen,

n’d"cqnsistent with previous research (Keegan, 1982).) it was also suggested by

é_r.'ét al. (1997) that different factors affect the job satisfaction and the support

y the organization and that the outcomes differ.

] & Sorensen found that organizational support influences job satisfaction.
b’bort from the supervisor would influence the organizational support
- the employees and ultimately has a positive . effect on retention

et al., 2002) and have a direct impact on employees.

,t_ﬁfs type of industry where there exist an organizational climate that is non-
ve can damagingly impact individual weilbeing and will lead to lack of
_:__t?_:nt_f and satisfaction of their jobs, which will lead to intentions of quitting and

:Qq_sé the turnover rate of employment
Compensation

iO_y'ées' standard wage payment and benefits stand as an important variable that

._._gi_p'-'unswerving influence on determining the job satisfaction level and since most
o _'.@Yees are motivated by money it is highly suggested that pay incentives would be

n 'éff_e;-ctive method to increase employees’ motivation (Dermody et al., 2004).
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