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ABSTRACT

Job satisfaction among employees is a field of great interest, since it is considered a very
important concept for every business. The purpose of this study is to measure the overall job
satisfaction of employees at Aquamare Beach Hotel. Furthermore, the author tres o
determine the relationship between job satisfaction and the environmental background of the
hotel, which consists of work-related characteristics and personal/demographic variables.
Work-related characteristics that were selected as the most important are leadership and
planning, corporate culture, communications, carcer development, employee's role,
recognition and rewards, teamwork and cooperation, working conditions, supervision, training
and finally pay and benefits, while personal/demographic variables include age, gender,

education and tenure.

Research was conducted in the form of questionnaires given to the employees consisted of 55
questions associated with work-related factors and personal/demographic elements. The study
generated an 88.2% response rate from current employees of the hotel. The results findings
show a relative high level of job satisfaction among the employees in combination with a

positive correlation between work-related elements and job satisfaction.

Finally, by isolating the factors that they seem to be problematic, the author gives his
recommendations and suggestions for improvement and further increase of employee job

satisfaction.
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CHAPTER 1

INTRODUCTION

1.1 Background

Job satisfaction 15 a significant determinant of organizational performance and is strongly
connected with the viability of a business. Managers consider employee satisfaction as a core
element of their business success and therefore they give a great importance on the issve. This
is because employees who are satisfied, are more likely to be committed to their organizations.
These workers are also more likely to take pride in organizational membership, believe in the
goals and values of the organization and therefore, exhibit higher levels of performance and
productivity (Steinhaus and Perry, 1996). Robbins (2010) also adds that satisfied and

committed employees have lower levels of turnover, absenteeism and withdrawal behaviours.

Many organizations believe that emplovee compensation 18 the main factor in emplovee
satisfaction. Consequently, employers attempt to “earn™ employee satisfaction by increasing
salaries and benefits. Money though, by itself is not the best predictor of job satisfaction. It is
imporiant (o satisly the basic needs of the employee, however beyond a certain point it is no
longer a predictor of job satisfaction. From the management point of view, creating and
sustaining employee satisfaction needs a greater and much more vital and essential effort,

rather than money.

There arc many factors that can influence a person’s level of job satisfaction; these factors
include the level of pay and benefits, the perceived fairess of the promotion system within a
company, the quality of the working conditions, leadership and social relationships, and the
job itself (the variety of tasks involved, the interest and challenge the job generates, and the
clarity of the job description and requirements). [Mn:imd. Gulfam and Hayat, 2010). Job
gratification and organisational performance are strongly correlated with the environmental
background of a business, Job contentment can be a severe predictor of how much pressure
and stress someone can handle while on the job. If employees are enjoying their job, they are
more likely to be more effective in handling the daily stressors they experience. When
employees are more satisfied with their job, they are more likely to work harder, complain
less, show up on time and treat customers and co-workers with respect (Redmond, 2001, p.8).




Increasing job satisfaction among employees as well as reducing employee disaffection and
subsequent turnover has been of great interest to hospitality academics and practitioners
involved with tourism industry (Ghiselli, LaLopa, and Bai, 2000) Many organisations ane
spending an exiensive amount of resources into programs on measuring and enhancing
employees’ job satisfaction. The most obvious hypothesis concerning these functions has to do
with the increase of emplovee satisfaction through several environmental factors that are
unavoidably comelated with job satisfaction. By addressing the issue of job satisfaction, an
employer can increase the bottom line, while at the same time increasing staff morale and

productivity.
1.2 Statement of the Problem

The importance of job satisfaction in performance and retention of employees led the manager
of Aquamare Beach Hotel 1o the decision of evalvating employees’ satisfaction in the hotel. In
this aspect, a survey research will be conducted where the overall job satisfaction of the
employees will be measured in the first place. Additionally, the survey will assess the
influence of selected environmental factors on general job satisfaction of employees. An effort
was made to examine whether various work-related characteristics (Leadership and Planning,
Corporate Culture, Communications, Career Development, Employee’s Role, Recognition and
Rewards, Teamwork and Cooperation, Working Conditions, Supervision, Training, Pay and
Bencfits) integrate with job satisfaction and whether personal/demographic variables are
related with satisfaction at work. The main objective is to evaluate in a measurable way the
employees’ job satisfaction, to examine the relationship of specific environmental factors with
Jjob satisfaction and to develop an action plan including suggestions and recommendations for

improvement,

1.3 Company Profile

Aguamare Beach Hotel is a luxurious four star hotel, situated in the heart of the popular
Cyprus coastal resort of Pafos, just 3 km east from the Pafos fishing harbor, 3 km from the city
center and 15 km from Paphos International Airport. It is a family-run hotel which was
established in 2007. Aquamare Beach Hotel is the perfect place for those wishing to enjoy a
relaxing holiday. It is situated just 50 metres from the beach and it is surrounded by plenty of
restaurants, shops and bars. The hotel itself consists of 129 standard rooms, 8 superior Rooms,
8 family rooms and 2 one-bedroom executive suites, With clients’ comfort in mind, all guest
S




rooms have been stylishly designed with all the modern conveniences you would expect from

a luxury four star hotel.

The Aquamare Beach Hotel prides itsell on offering every service it can o its guests. This
includes those wishing o use the hote] for business purposes or even a wedding. It also offers
varions children’s facilities (outdoor play ground and indoor games room), leisure facilities
(tennis court, outdoor & indoor swimming pool) and outstanding sports & fitness Facilities

{gym, spa room, fitness centre).

Aguamare Beach Hotel was selected among the rest 4-star hotels in Pafos district, 1o guest
several meetings of European Ministers and to organise a big number of seminars and
conferences, during the Cyprus Presidency of the Council of the European Union (Jul - Dec
2012). This is a great opportunity for the hotel to promote its services, but it is also a great
challenge for the employees to work professionally in order to meet the expectations of their

guests. At the time where the research was taken place, the hotel was employing 51 people.

1.4 Research Objectives

The main objectives of this study are:

* To identify and measure the general degree of job satisfaction based on the responses
of Aquamare Beach Hotel employees. Specifically, the purpose is to investigale how the
environmental background and conditions in an organisation affect job satisfaction, and how
employees rate their organisation in terms of personal satisfaction,

* To investigate the degree of influence of selected work-related characteristics on job
satisfaction in order to be vsed as a guide line by the management for the creation of their
action plan.

* Toexamine the effect of personalf demographic characteristics 1o job satisfaction,

1.5 Hypothesis Development
It was hypothesized that:

o There will be a positive corrclation between job satisfaction and work-related
characteristics at Aquamare Beach Hotel,
e  There will be a positive correlation between job satisfaction and employee age at

Agquamare Beach Hotel.
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 There will be no correlation between job sa;ist‘acl.iﬂn and employee gender at
Agquamare Beach Hotel.

e There will be either a positive or negative correlation between job satisfaction and
educational level of the employees at Aquamare Beach Hotel.

= There will be a positive correlation between job satisfaction and tenure of employees

at Aquamare Beach Hotel

The work-related characteristics that were considered as most important are: Leadership and
Planning, Corporate Culture, Communications, Career Development, Employee’s Role,
Recognition and Rewards, Teamwork and Cooperation, Working Conditions, Supervision,
Training Program, Pay and Benefits. (Appendix 3)

1.6 Structure of the Study

This study is divided into five chapters. Chapter 1 presents the background, the statement of
the problem, company profile, research objectives, hypothesis development and structure of
the study,

The literature review in Chapter 2 includes the definition and importance of job satisfaction,
theoretical approaches of job satisfaction and hypothesis to be tested.

Chapter 3 explains the research methodology. It includes the research design, data collection,
sampling stage, questionnaire design, data analysis, ethical considerations and limitations of

the research.

Chapter 4 contains the results and analysis of the findings and Chapter 5 includes discussion
of the results and finally some suggestions/ recommendations for the management of the hotel.



CHAPTER 2

LITERATURE REVIEW

2.1 Definition of Job Satisfaction

Job satisfaction 15 a large and complex concept which can mean different things to different
people. It covers a broad area of scientific research and therefore plenty of definitions have
been given for the specific term. We can simply define job satisfaction as the positive
emotional reactions and attitudes individuals have towards their job.

Locke (1969, p.316) defines job satisfaction as * the pleasurable emotional state resulting from
the appraisal of one's job as achieving or facilitating the achievement of one’s job values”.
Churchill, Ford and Walker (1974, p.255) define job satisfaction as “all characteristics of the
job itself and the work environment which employees find rewarding, fulfilling, and
satisfying, or frustrating and unsatisfying”. According to Schneider and Snyder (1975), job
satisfaction is a personal evaluation of conditions present in the job, or outcomes that arise as a
result of having a job. A different definition is given by Robbins (2010, p.63) who states that,
“the term job satisfaction describes a positive feeling about a job, resulting from an evaluation
of its characteristics™. A person with a high level of job satisfaction holds a positive attitude
about the job, while a person who is dissatisfied with his/ her job holds negative attitudes
about the joh.

In general, job satisfaction has to do with an individual’s perceptions and evaluation of his job,
and this perception is influenced by the person’s unigue circumstances such as needs, values
and expectations. People will therefore evaluate their jobs on the basis of factors, which they
regard as being important to them (Sempane, Rieger and Roodt, 2002).

2.2 The Importance of Job Satisfaction

People bring mental and physical abilities and time to their jobs. Many try to make a
difference in their lives and in the lives of others through working. The reason for wanting a
job is often considerably more than just a pay check. Jobs can be looked at as the means used
to achieve personal goals. When a job meets or exceeds an individual's expectation, the
individual often experiences positive emotions {Daneshfard and Ekvaniyvan, 2012). These

positive emotions represent job satisfaction. Job satisfaction in twrn is a major contributor to
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life satisfaction, a personal goal that many find worth pursuing. Rain, Lane and Steiner (1991},
mention that job satisfaction is correlated to life satisfaction which means that people who
satisfied with life will tend to be satisfied with the job and people who satisfied with job will
tend to be satisfied with their life. If a job is highly motivating o an individual, then hefshe is
likely to be highly satisfied with the work, perform with a high degree of quality, have a low
rate of absenteeism, and will be less likely to leave the organization. This belief is shared by
Daulatram (2003) who agrees that if the job does not motivate the individual, then it could be
expected that the individual would experience a lower level of satisfaction with the work,
perform at a low quality level, have a high rate of absentecism, and will be more likely to

leave the organization.

Regarding service industry, such as tourism industry, employee satisfaction is a major
determinant of guest satisfaction. Arnett, Laverie and McLane (2002) found that employee
satisfaction is linked to positive employee behavior such as having a customer orientation.
Satisfied employees tend to provide higher level of external service quality and the service

experience to the customers results to the customer satisfaction.

Job satisfaction and its importance has been the subject of research at least since the
Hawthorne studies of the 1920s (Roethlisberger and Dickson, 1939). Many human-relations
rescarchers and practitioners supported that the importance of job satisfaction lies not in its
relationship with performance, but with its stabilizing effects (reducing tardiness, absenteeism,
and turnover) and through its effects on cohesion (increasing organizational citizenship

behaviors and organizational commitment). {Lothans, 1992)

Additionally, assessment of job satisfaction might identify various levels of satisfaction among
organizational departments and, therefore, be helpful in pinning down areas in need of
improvement, Moreover, employee satisfaction is a necessary antecedent of an engaged
employee, which is measured by the employee's degree of motivation and sense of inspiration,
personal involvement and supportiveness. (Childers, 2005)

Reviewing the above, employee satisfaction is crucial to any business for the suceess in the
workplace. This is especially true {or service orgamizations such hotels, which rely on their
employees o provide high quality services to the customers. In hotel industry, employees are
considered the most important asset and they play a vital role in the development of hotels. To

be successful in a competitive market, it is important that Hotel Managers know how their
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employees feel at work and what they want (Lam, Zhang & Baum, 2001). In this concept,
periodic researches and studies are essential to determine their feelings and attitudes and o
capture the level of their job satisfaction.

2.3 Theoretical Approaches of Job Satisfaction

Two theoretical approaches of job satisfaction can be identified in literature review. The
Content Theories and the Process Theories of job satisfaction,

Approach One: Content Theories

Content theories focus on motivation and they deal with identifying people’s needs and their
relative strengths and the goals they perceive in order to satisfy these needs. Main content
theories include Maslow's (1954) Hierarchy of Needs, Alderfer's (1969) ERG theory and
Herzberg's (1959) Motivator-Hygiene theory.

2.3.1 Maslow’s Hierarchy of Needs Theory

Maslow (1954) hypothesized that human beings are motivated by unsatisfied needs, and that
certain lower needs need to be satisfied before higher needs can be satisfied. Furthermore, he
assumed that there are general types of needs (physiological, safety, love, and esteem) that
must be satisfied before a person can act unselfishly. He called these needs “deficiency
needs™, As long as we are motivated to satisfy these cravings, we are moving towards growth,
toward self-actualization. Satisfying needs is healthy, while preventing gratification makes us
sick or act evilly (Maslow, 1954).

Maslow separated the five needs into two categories: Lower — order needs including
physiological and safety needs which are satisfied externally, and higher - order needs
including social, esteem and self-actualization needs, which are satisfied internally. According
to Maslow, there is a logical order in an individual’'s needs and the needs of the lower level
must be satisfied firstly in order 1o proceed with the needs of the higher level. When a
category of needs are fulfilled, they no longer serve as motivators for the individual. The five

categories of needs include:

* Physiological needs such as hunger, thirst, sleep, sex, bodily needs.

* Safety/Security needs such as protection from physical or emotional harm.




* Social needs such as need for satisfactory and supportive relationships, social

acceptance, affection and friendship.
s Self - esteem needs such as recognition, self-respect, achievement and confidence.

e Self — actealization needs such as growth, personal autonomy, creativity and self-

fulfillment.

Representation of Maslow's Need Hierarchy

Soll-asctualization

Eatesm

Lowebalonging

Salely

Physiological

Source: Mip2chriswalker.typepad.com/chris_blog/ 200809 maslow-only-goLhtml {accessed 17 August 2012)

Figure 2.1: Representation of Maslow’s Need Hicrarchy

According to Maslow's theory, if these primary needs are not fulfilled, then one will surely be
stimulated to satisfy them. Consequently for adequate workplace motivation, it is important

that leadership realizes which needs are vigorous for individual employee motivation.

2.3.1.1 Applying Maslow's Needs Hierarchy in Working Environment

If Maslow’s theory holds, there are some important leadership implications to enhance
workplace motivation. There are staff motivation opportunities by motivating each employee
through management style, job design, company events, and compensation packages
(Motivation Peek, 2006).



. Physiological Needs: Provide lunch breaks, rest breaks, and wages that are sufficient to
purchase the essentials of life.

. Safety Needs: Provide a safe working environment, freedom from threats, and relative
job security.
. Social Needs: Create a feeling of acceptance, belonging, and community by

reinforcing team dynamics.

. Esteem Needs: Recognize achievements, assign important projects, and provide status
to make emplovees feel appreciated, autonomaous and valued.

. Self-Actualization Needs: Provide challenging and meaningful work, which enables

innovation, creativity, and progress according to long-term goals.

However, not all people are driven by the same needs. At any time, different employees may
be motivated by entirely different factors. It is important to understand the needs being
pursued by each employee. To motivate an employee, leadership must be able to recognize the
needs level at which the employee is operating, and use those needs as levers of workplace

maotivation. (Motivation Peek, 2006)

2.3.1.2 Limitations of Maslow's Hierarchy - Criticism

While Maslow's hierarchy makes sense instinctively, there is little evidence to support strict
validation of the theory. (Hall and Nougaim, 1968; Lawer and Suttle, 1972; Rauschenberger,
Schmitt and Hunter, 1980) In fact, there is a little evidence about its sirict proposed structure
and that unsatisfied needs motivate, while satisfied ones activates movement to a new need
level {(Wahba and Bridwell, 1976). For example, some cultures (Spain, Japan) appear to place
social needs before any others (Haire, Ghiselli and Porter, 1963). Finally, there is little
evidence to suggest that people are motivated to satisfy exclusively one need at a time, except

in situations where needs conflict (Luthans, 1992).

2.3.2 ERG Theory

Clayton Alderfer's (1969) upgraded Maslow's Hierarchy Need to align it more closely with
empirical research. He introduced the ERG theory. The letters ERG represent these three
groups of core needs:




. Existence: refers 1o our concern with basic material existence motivators (similar 1o

Maslow's physiological and safety needs).

. Relatedness refers to the desire we have for maintaining interpersonal relationships

{similar to Maslow’s social needs).

. Growth refers o an intrinsic desire for personal development. (similar to Maslow’s

self-esteem and self - actvalization needs).

While ERG theory identifies the priority of existence needs over relatedness and growth
needs, it also recognizes that humans can satisfy the three categories of needs simultanecusly,
depending on the preferences of each person. Furthermore, if a high level category need
remains unfulfilled, then the person shifts back to a lower level category need which is easier

to satisfy. This is called as frustration-regression principle. (Figure 2.2)

Clayton Alderfer's ERG Theory

Fslasadress
Extsimrcs Mesls Nesd Grerwth Maads
hi = = = = b = = = =
S || E— |
— Catsfoction < Progmssion
-, - = Frisstration & Regression

Source: hitpafwww veciorsiudy com/management_theonesERG_theory him (aecessed 17 Auvgust 2002)
Figure 2.2: Representation of ERG Theory

2.3.2.1 Differences from Maslow's Needs Hierarchy
Beyond simply reducing the distinction between overlapping needs, the ERG theory improves

upon the following shortcomings of Maslow's Needs Hierarchy:

. The ERG theory accounts for differences in need preferences between cultures better
than Maslow's Need Hierarchy; the order of needs can be different for different people.

= The ERG theory acknowledges that if a higher-order need is frustrated, an individual
may regress Lo increase the satisfaction of a lower-order need, which appears easier to satisfy.
This is known as the frustration-regression principle.
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. Last but not least, it demonstrates that more than one need may be operative at the

same time. (Envision, 2012)

2.3.2.2 Implications of EPG theory in working environment

Unlike with Maslow's theory, managers must recognize that an employee has multiple needs

to satisfy simultancously. According to the ERG theory, leadership focusing exclusively on
one need at a time, will not effectively motivate. (Alderfer, 1969)

In addition, the frustration-regression principle impacts workplace motivation, For example, if
growth opportunities are not provided to employees, they may regress to relatedness needs,
and socialize more with co-workers. Or, the inability of the environment or situation 1o satisfy
a need for social interaction might increase the desire for more money or better working
conditions. If leadership is able to recognize these conditions, steps can be taken to satisfy the
frustrated needs until the subordinate is able o pursue growth again (Pinder, 1984).

2.3.3 Herzberg's Two-Factor Theory

Frederick Herzberg's (1959) attempt was to identily which factors in an employee's work
environment caused satisfaction or dissatisfaction, He published his findings in the 1959 book
*The Motivation to Work”. This theory of motivation is known as the Two - Factor Theory.
According to the Two-Factor Theory of Satisfaction, certain characteristics tend to be
consistently related to job satisfaction and others (o job dissatisfaction. Intrinsic factors, such
as advancement, recognition, personal growth and responsibility are related with job
satisfaction, The existence of these intrinsic elements tends 1o impact job satisfaction, which in
turn, affects motivation. This is the reason why they are also called motivator factors. On the
other hand, extrinsic measures, such as supervision, pay, work conditions and company
policies and referred to as hygiene factors, and seem 1o be related with job dissatisfaction.
According to the theory, the absence of these extrinsic measures tends to lead to
dissatisfaction. The factors that lead 1o job satisfaction are separate and distinet from those that
lead to job dissatisfaction. Therefore, managers who seek to eliminate factors that can create
job dissatisfaction may bring about peace but not necessary motivation (Robbins, Judge and
Campbell, 2010, p.143)
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Representation of Herzberg's two-factor theory
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Source: Colling, K, 2009, Figure 7.6. Herzberg's Two-Factor Theory in Exploning Business [e-book]. Avallable
at: huepdffwoww web-books. com/eLibrary™NCBOBOOSTMBAS himl [accessed 17 August 2012]

Figure 2.3: Representation of Herzberg's Two-Factor Theory

2.3.3.1 Critical Analysis of Hertzberg's Theory
Although Hertzberg's two factor theory became very popular and was widely accepted by

practitioners, it is also true that from an academic perspective it oversimplifies the
complexities of work motivation. When researchers deviate from the crtical incident
methodology used by Herzberg, they do not get the two factor theory, There seem to be job
factors that lead to both satisfaction and dissatisfaction. These findings indicate that a strict
interpretation of the two factor theory is not warranted. (Handy, 1985)

In spite of the obvious limitations, few would guestion that Hertzberg's contributed
substantially to the study of work motivation. He extended Maslow's hierarchy concept and
made it more applicable to work motivation. Hertzberg also drew attention to the importance
of job content factor in work motivation, which previously had been badly neglected and

overlooked. (Luthans, 1992)
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Approach Two: Process Theories

Process theorists assume that job satisfaction can be explained by investigating the pecople’s
rational thought processes or cognitive processing abilities. In contrast with content theories,
process theories try to identify the psychological and behavioral processes thal motivale a
person to act in a particular way. Vroom's expectancy theory (1964) represents the second

theoretical approach.

2.3.4 Vroom's Expectancy Theory

The Expectancy Theory of Victor Vroom (1964) deals with motivation and management.
Vroom's theory assumes that behavior results from conscious choices among alternatives,
whose purpose is 1o maximize pleasure and minimize pain, Vroom realized that an employee's
performance is based on individuals® factors such as personality, skills, knowledge, experience
and abilities.

The expectancy theory says that individuals have different sets of goals and can be motivated
if they believe that:

®  There is a positive correlation between efforts and performance,

® Favorable performance will result in a desirable reward,

®  The reward will satisfy an important necd,

®  The desire to satisfy the need is strong enough to make the effort worthwhile.

Vroom's Expectancy Theory is based upon the following three beliefs:

e Expectancy has to do with employees different expectations and levels of conlidence
about what they are capable of doing. Management must discover what resources, training, or

supervision employees need.

¢ [nstrumentality is the perception of employees whether they will actually get what they
desire even if it has been promised by a manager. Management must ensure that promises of

rewards are fulfilled and that employees are aware of that.




e Valence refers to the emotional orientations people hold with respect to outcomes. The
depth of the want of an employee for extrinsic or intrinsic rewards. Management must
discover what employees do value. (Value Based Management, 2012)

Vroom suggests that an employee's beliefs about Expectancy, Instrumentality, and Valence
interact psychologically to create a motivational force, such that the employee acts in ways
that bring pleasure and avoid pain. (Hersey and Blanchard, 1993)

tion of Expectancy T

X Instrumentality :-: Valence
| | : _
gy Performance | s ot Rewards
11 Will my effort 2) Will performance 3) Do | find the
lead 1o high lead to outcomes
performanice? outcomes? desirable?

Figure 2.4: Representation of Expectancy Theory (cited in Porter and Lawler, 1968)

2.3.4.1 Implications of the Vroom Model in working environment

Vroom's theory departs from the content theories and in that it depicts a process of cognitive
variables that reflects individoal differences in work motivation. It does not attempt to
describe what the content is or what the individoal differences are. Everyone has a unigue

combination of valences, instrumentalities and expectancies.

Although the Vroom model does not directly contribute much to the technigues of motivating
employees in an organization, it is of value in understanding organizational behavior, For
example suppose workers are given a certain standard for production. By measuring the
workers output, management can determine how important their various personal goals are
(second level outcomes such as money, security and recognition); the instrumentality of the
organizational goal (the first level outcomes, such as the production standard) for the
attainment of the personal goal; and the workers expectations that their effort and ability will
accomplish the organizational goal. If output is below standard it means that workers do not
Place a high value on the second level outcomes; or they may not see that the first level
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outcome 15 instrumental in obtaining the second level outcomes; or they may think that their
efforts will not accomplish the first level outcome. Vioom feels that a combination, of these
possibilities will result in a low motivation to produce {Luthans, 1992),

2.3.4.2 Critical sis of ¥

Although Vroom's model 15 one of most widely accepted theories of motivation, some critics
suggest that the theory has only limited use, arguing that it tends to be more valid for
predicting in situations in which effort - performance and performance - reward linkages are
clearly perccived by the individual (House, Shapiro and Wahba, 1974). Furthermore, only a
part of employces tend to relate their performance with rewards in their jobs and the sense and

importance of reward is different for each individual.

2.4 Environmental Factors of Job Satisfaction

Onginally job satisfaction was studied as a predictor of behaviors such as performance,
absenteeism, and twmover. More recently the interest has shifted toward identifying lactors
that influence or predict job satisfaction. Those factors can be divided into work-related
charactenistics and demographic variables (Locke, 1976; Spector, 1997). Plethora of authors
consider supervision quality, orientation and training, job charactenistics, and demographic
viariables as factors that are strongly related to employee job satisfaction in several job seltings
(Sims, Szilagyi, and Keller, 1976; Fernsten and Brenner, 1987; Duke and Sneed, 1989; Blank
and Slipp, 1994; Tayeb, 1996; Rochl and Swerdlow, 1999), The work -related factors that
were considered as most imporiant in this study are: leadership and planning, corporate
culwre, communications, carcer development, the role of employee within the organization,
recognition and rewards, teamwork and cooperation, working conditions, supervision, training
and pay & benefils,

2.4.1 Work-Related Characteristics

Job satisfaction can be affected by the work situation. Any aspect of the job and employing
organization is part of the work situation. Based on an extensive review of the literature in job
satisfaction, Locke (1976), Vroom (1982) and Bruce & Blackburn (1992), identified
challenging work, equitable rewards, supportive working conditions, and supportive
colleagues as main determinants of job satisfaction (also cited in Robbins, 2010).
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2.4.1.1 Leadership and Planning

Leadership is the ability to influence a group toward the achicvement of a vision or set of
goals (Robbins, 2010). The main challenges for leaders are to build a long-term vision, to
increase commitment, 1o build teams and coalitions in order to create required organizational
changes. In order to reach their goals they should focus on motivating, inspiring and
empowering their employees. Effective job design and empowerment enable employees to act
on behalf of the customer, improve decision making, and increase autonomy, all of which
should lead to greater job satisfaction. According to Linstead, Fulop and Lilley (2004),
leadership at a supervisory level is the single most important factor for motivating employees
and improving their productivity. In addition, leaders who are perceived to closely monitor
employees in order to prevent mistakes tend to evoke higher levels of emotional exhaustion
among their staff. (Stordeur, D'hoore and Vandenberghe, 2001)

2.4.1.2 Corporate Culture

Corporate or organizational culture can be defined as a sum of shared attitudes, values, norms,
beliefs and behaviors among the people within an organization. According to O'Reilly,
Chatman and Caldwell {1996), corperate culture is a system of shared values defining what is
important, and norms, defining appropriate attitudes and behaviors, that guide members’
attitudes and behaviors, Deal and Kennedy (1982) argue that corporate culture is the single
most important factor accounting for success or failure in organizations, Extensive research
has been conducted on corporate culture and its implications in employee's morale, working
attitudes and job satisfaction. [Robbins (1996), Huang and Wu (20000, Pool (2000), Gray,
Densten and Sarros (2003), McKinnon et al. (2003)]. Those studies confirm that a positive
orgamzational culture which emphasizes on employee strengths, individual vitality and

growth, and promotes rewards than punishments, leads to a higher level of job satisfaction.

24.1.3¢ ommunication

According to Jablin (1979) communication identifies the process whereby information and

influence are transferred from one cntity to another. Therefore, an effective upward and

downward communication in an organization is a key component of working performance.

Previous research has detailed the potential importance of communication to organizational

Processes (Rogers, 1995; Lewis and Seibold, 1996). Beyerlein et al. (2003) argue that it is

Mmanagement's responsibility to align support systems in the strategic design so that employees
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can communicate their needs and frustrations, as this will keep an organization funclioning
effectively and make the most of people who are an organizations greatest resource, Thus, by
building communication channels and encouraging communication, it's a way of enhancing all

those characteristics related with job satisfaction.

2.4.1.4 Career Development

People rarely prefer 1o remain static in their current positions for a long. In contrary, they look
for opportunities for growth and advance. Chances for promotion and advancing within the
company generate ambitious which result in better performance for achieving this aim,
Opportunities to learn and to adopt new skills, to achieve better positions with higher benefits
make employees to work constantly towards this goal, creating a sense of personal
achievement, satisfying a psychological need which results in higher level of job satisfaction.
Savery (1989) included advancement among the seven more important variables which lead to
job satisfaction (The other six were: interesting and challenging work, a fecling of
achievement, relationship with immediate supervisor, opportunities for friendship, security
and recognition.). Carcer development and advancement are defined as intrinsic rewards
which considered extremely important on satisfying employee needs. This is also supported by
Mottaz (1985) who identifies a strong relationship between job satisfaction and intrinsic

reward regardless of occupational levels.

24.1.5 Emplovee's Role

Employee’s role in the company regards the engagement and invelvement of each employec
o the fulfillment of the strategic objective of the organization. Employee involvement means
that every employee is regarded as a unique human being, not just a cog in a machine, and
each employee is invelved in helping the organization meet its goals (Apostolou, 2000),
However the degree of involvement depends on the leadership style of the supervisor.
Plethora of anthors have showed that there is a positive comrelation between the level of
employees’ involvement at work and their level of job satisfaction. (Becherer, Morgan and
Richard, 1982; Tyagi, 1985; Weaver, 1988; Coster, 1992; Agho, Mueller and Price, 1993;
Orpen, 1994; Guppy and Rick, 1996; Jernigan, Beggs and Kohut, 2002). Those studies also
support that employees with more degree of self-regulation in the work demonstrate higher

level of job satisfaction.
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2.4.1.6 Recognition and Rewards

Recognition and promotion are rewards which employees tend to expect for their efforts,
Rewards lead to satisfaction when they are perceived as being Fair. For being Fair, decisions on
the rewards to be given should reflect job requirements, people’s abilities, and community pay
standards, Stroh (2001) mentions thal rewards should be appropriate and meaningful for both
the recipient and the giver and need 1o be relative (o the amount of effort that led to the

reward. By the same token, employees encounter satisfaction when they perceive that

promotion decisions are the result of fair policies and processes (Vroom, 1964; Locke, 1976;
Bruce and Blackbum, 1992).

2.4.1.7 Teamwork and Cooperation

Teamwork is the degree to which a work team (a small group of people with complementary
skills performing the day-to-day work of an organization) performs day-to-day operations in a
cohesive manner (Boone and Kurtz, 1997).

Teamwork is viewed as a panacea for enhancing communication, coordination and integration
of diverse information at the disposal of individual members (Rodwell, Kienzle and Shadur,
1998). Teamwork, therefore, is viewed as a sophisticated attempt to integrate individual into
the organization whereas employees” consent 15 achieved by making them feel that their
interests and company interests are aligned (Hare, 1976; Isabella and Waddock, 1994).
Mumerous variables are found to influence the attitudinal outcomes of a team based initatives
concerning the impact of teamwork on job attitudes. Wright and Edwards (1988) have found
oul that teamwork leads 1o higher job satisfaction and labor productivity whereas no evidence
was found about higher commitment. In his study on self-employed, Hundley (2001), pointed
o the positive relationship between work altributes and satisfaction, and argued that more
autonomy, flexibility, skill wtilization and greater job security led to higher levels of
satisfaction. Due to continuous improvement principle, teamwork is expected to give rise Lo
increased involvement in decision-making and greater responsibility that require a wide array
of skill base leading to higher complexity and autonomy, Supporting this argument, a positive
association between job satisfaction and both task autonomy and task variety has been found
by Hackman and Oldham (1980). Good teamwork is essential to job satisfaction. If workers
are a part of properly functioning teams, then they feel that they are needed. Furthermore,

along with the sense of belonging is a sense of accomplishment. Team members need (o feel
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that they are actually contributing to the collective goal of the team, Il a team member feels as

though he/ she is doing trivial work while others are doing more meaningful work, then team
unity will deteriorate (Neubert, 2004).

2.4.1.8 Working Conditions

Working conditions are the conditions under which employees work. Working conditions
reflect the way that organizations operationalize their culture in daily routines and behaviors.
Working conditions represent workers perception of their objective work situation, including
the characteristics of the organization they work for and the nature of their relationships with
other people while doing their job. Although money is still a top factor influencing an
employee’s job satisfaction, a positive and fulfilling work environment is high on the list of
needs as well (McCrarey, 2005). Ayers (2005) argues that work environment must motivale
employees 1o do to extreme lengths to fulfill their responsibilities and feel connected to the
organization, enhancing work conditions to support the organizations strategic intent and
satisfy employees who perform a fundamental role in the success of the organization. In the
same context organizations must ensure that all policies and procedures are well defined and

provide a detailed job description for each position.

2.4.1.9 Supervision

Employees” perceptions of supervisory behavior have considerable impact on their work
attitudes. In work settings, the supervisor is often the most salient person and is therefore
likely o both represent the organization’s culture and to exert a direct influence upon
subordinates’ behaviors, Superiors who enable employees o participate more in decision
making and who encourage a two-way communication process, tend o generate a favorable
climate among their employees, characterized by less interpersonal conflict and hostility and
fewer non-cooperative relationships (Hasselhorn, Tackenberg and Miiller, 2003). Furthermore,
assigning lasks, specifying procedures, and clarifying expectations have been shown (o result
in reduced role ambiguity and increased job satisfaction among employees (Stordeur, D'hoore
and Vandenberghe, 2001). Numerous studies have shown that positive relationships between
supervisors and subordinates result to higher levels of job satisfaction (Daley, 1986; Emmert
and Taher, 1992; Peterson, Puia and Suess, 2003), Graham and Messner (1998) also state that
high relationship behavior of supervisors strongly impact on job satisfaction, while Ting

{1997) reported in his research that employees who enjoyed a supportive relationship with
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their immediate supervisors experienced higher levels of job satisfaction than those who did

mot.

2.4.1.10 Training

Training helps people to become qualified and proficient in doing some jobs (Dahama, 1979).
Van Dersal (1962) defined training as the process of teaching, informing, or educating people
s0 that (1) they may become as well qualified as possible to do their job, and (2) they become
qualified to perform in positions of greater difficulty and responsibility. Usuoally, an
organization facilitates the employees' learning through training, so that their modified
behavior contributes 1o the attainment of the organization's goals and objectives. It is generally
thought that employees feel good about their jobs when they are using their skills and abilities
and contributing to the organization's goals. Gilbert (1978) argues that training is a means of
developing human competence and improving an organization’s performance and although
expensive, it is often the best strategy. The same author supports that training is a means of job
enrichment aimed at creating job satisfaction among employees. Training in workplace is
among the major determinants of job satisfaction and a number of rescarches support this
statement adding that training is one of the most important predictor variable of employee
attitudes, motivation and performance (Peters, O'Connor and Eulberg, 1985; Peters and
O'Connor, 1988). Furthermore, a more recent research of SHRS (Society for Human
Resource Management), shows that 6 out of 10 employees in the USA rated opportunities to
use their skills and abilities at work as the most important contributor to their job satisfaction,

positioning it second only to job security (Society of Human Resource Management, 2011)

2.4.1.11 Pay and Benefits

Benefits are an important indicator of satisfaction or dissatisfaction within the organization.
Adams (1963) postulated that workers compare their own oatcome/input ratio (the ratio of the
outcomes they receive from their jobs and from the organization to the inputs they contribute)
to the outcome/input ratio of another person. Adams called this other person “referent.” The
referent is simply another worker or group of workers perceived to be similar o oneself.
Unequal ratios create job dissatisfaction and motivate the worker to restore equity. When
ratios are equal, workers experience job satisfaction and are motivated to maintain their
current ratio of outcomes and inputs or raise their inputs if they want their outcomes (o

increase. Outcomes include pay, fringe benefits, status, opportunities for advancement, job
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security, and anything else that workers desire and -mc-:ii-'t: from an organization. Inpuls
include special skills, training, education, work experience, effort on the job, time, and
anything else that workers perceive that they contribute to an organization. Recenl studies
have been condocted examining the relationship of pay with job satisfaction. Those studies
conclude that there is a positive relationship between pay and job satisfaction (Kanungo, 1982;
Rhodes, 1983; Lee and Wilbur, 1985; Lucas, Babakus and Ingram, 1990). However, this
relationship seems to be linked more to perceptions of equity and faimess than actual dollar
amount (Hulin and Smith, 1965; Spector, 1997).

2.4.2 Personal Characteristics

Personal characteristics such as age, gender, education and tenure are often included in job
satisfaction studies to describe the participants and to determine relationships among the
variables. Research evidence often shows the presence of relationships between the personal
characteristics and job satisfaction, but the evidence tends to be mixed. Sometimes positive

relationships are identified and sometimes negative ones for the same variables.
2.4.2.1 Age

Mixed evidence exists in the literature concerning the relationship between age and job
satisfaction. Hertzberg et al. (1957), after an extensive review of job satisfaction literature,
concluded that the association is best described by a U-shaped function. Initially satisfaction is
high, then decreases, and eventually, after hitting a low point, increases again with age. Hulin
and Smith (1965) indicated that job satisfaction increases in a positive linear fashion with
respect 1o age. As workers grow older, they tend to be more satisfied with their jobs. Older
workers have lower expectations than younger workers, and they tend to be better adjusted to
the work situation. Quinn, Staines, and McCullough (1974) claimed that older workers are
more satisfied with their work because they move into better work or more desirable positions
across their careers. Bedeian, Ferris and Kacmar (1992) also suggest that increases in
employee age are likely to be associated with enhanced positions or organizational authority,
prestige, status and confidence, which are potential contributors to job satisfaction in and of
themselves.
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Saleh and Otis (1964) proposed a positive and lincar fu.m:tiun between age and job satisfaction
until the pre-retirement period during which job satisfaction significantly declines. They
attributed the increasing level of job satisfaction to the general adjustment to life, and the
decreasing level of job satisfaction to a decline in health and an obstruction of channels for

self - actualization and psychological growth.

Nacqua, Schumacher and Li (1995) conducted a research study to analyze factors that affect
job satisfaction and dissatisfaction of faculty in higher educational institutions. Age was
among the factors found to affect job dissatisfaction. Younger, less experienced faculty
expressed more job dissatisfaction than experienced tenured faculty. Spector (1997) suggested
two reasons why job satisfaction might increase with age. The first one is that better benefits
such as pension and rewards or pay could increase satisfaction. The second reason according
to the same author is that people adapt to the job by adjusting their expectations to be more
realistic, so that they are happier with less as they get older,

2,422 Gender

The relationship between gender and job satisfaction has been given a considerable altention
by several scholars and researchers. Relative researches conducted for this purpose uncovered
three possibilities: First, females are more satisfied than males (i.e., Hoppock, 1935), Second,
males are more satisfied than females (i.e., Hulin and Smith, 1965; Locke, Fitzpatrick, and
White, 1983). Third, no difference exists between males and females with respect to overall
job satisfaction (i.e. Golding, Resnick and Crosky, 1983; D'Arcy, Syrotuik and Siddique,
1984; Nlacqua, Schumacher and Li, 1995).

A very important research made by Tait, Padgett and Baldwin (1989) shows that the absent of
gender differences in job satisfaction is traced back to the mid-1970s where men and women
started to approach parity in organizational positions held. Thompson, McNamara and Hoyle
(1997) reported that neither age nor gender was of value in the prediction of job satisfaction.
Gruneberg (1979) presented several reasons for the inconsistent results of the investigations
concerning the relationship between gender and job satisfaction. Males and females might
occupy different job levels in the same organization. Their promotion prospects might vary, as
might pay and the level of need satisfaction in the same job. Women might perceive stronger
social satisfaction in a position that requires few skills and offers limited promotion
opportunities than men do and thus might experience greater job satisfaction than men.
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2.4.2.3 Education

A review of job satisfaction studies that included education as a variable indicates that the
relationship between education and job satisfaction can be negative or positive. Carrell and
Elbert (1974), for example, reported negative direct effects of education on job satisfaction.
They concluded that younger workers, who have a higher level of formal education, may be
dissatisfied with performing the routine tasks required in most jobs. DeSantis and Durst {1996)
compared job satisfaction among public and private-sector employees. They identified many
similarities between the two groups, but one of the clear differences concerned the education
variable. The expected negative relationship between education and overall job satisfaction
was much stronger for the private-sector employees than the public sector. DeSantis and Durst
offered as a possible explanation, that the private-sector individuals might be employed in
unchallenging positions and might be experiencing larger gaps between expectations and

realities.

Quinn and Baldi de Mandilovitch (1980) analyzed data from 11 studies of American workers.
Based on this analysis, they documented a positive relationship between the workers
‘educational level and overall job satisfaction. The attainment of a college degree resulted in

the largest increase in overall job satisfaction,
2.4.2.4 Tenure

Gruneberg (1979) already pointed out that the relationships between tenure, defined as length
of service, and job satisfaction was unclear. It is possible that an increase in job tenure can be
associated with a decrease in job satisfaction (DeSantis and Durst, 1996). It is also possible, as
evidence provided by Bedeian, Ferris and Kacmar (1992) has shown, that tenure and job

satisfaction are positively related.

2.5 Hypothesis to be tested

Based on the above theoretical frame, the following hypothesis have been generated for
testing:

Hypothesis 1: “There will be a positive correlation between job satisfaction and work-related
characteristics at Aquamare Beach Hotel”.




Hypothesis 2: “There will be a positive correlation between job satisfaction and employee age
at Aquamare Beach Hotel".

Hypothesis 3: “There will be no correlation between job satisfaction and employee gender at
Aguamare Beach Hotel”.

Hypothesis 4: “There will be ecither a positive or negative cormelation between job
satisfaction and educational level of the employees at Aguamare Beach Hotel™.

Hypothesis 5: “There will be a positive correlation between job satisfaction and tenure of
employees at Aquamare Beach Hotel”.




CHAPTER 3
METHODOLOGY

The aim of this chapter is to identify and outline the methodology that was used in order to
accomplish effectively and efficiently the purpose of this study. Following introduction and
literature review sections, this chapter addresses the research design, the process of data
collection, the questionnaire design, the sampling stage, the ethical considerations and the

limitations of the research.

3.1 Research Design

A research design provides a framework and a master plan that specifies the methods and
procedures for the collection and analysis of the required data (Zikmund, 2000; Bryman &
Bell, 2007). There are two main approaches that could be used:

s Deductive: This method assumes that a clear theoretical approach is developed prior to
the collection of data. Hypotheses are developed and the research strategy tests those
hypotheses (Saunders, Lewis and Thomnhill, 2003). According to Bryman and Bell (2007),
deductive method represents the most common view of the nature of the relationship between
theory and research.

¢ Inductive: By using this method the data must first be collected and then theory
would be developed from the data. The purpose of data collection prior to theory is to
understand better the nature of the problem. It allows for alternative explanations of what is
going on and the focus is on explaining the data in order to form a model or framework for

recommendation. (Saunders, Lewis and Thomhill, 2003)

A third approach is a combination of the two approaches. If the existing research studies do
not give satisfying answers to the research question and the theory is not enough to support the
empirical observations, then a combination method is applied. Some researchers try to get the
best of both methods by combining the two methods.

The present research study adopts the deductive method as the most suitable to be used.
Information will be gathered concerning specific factors affecting job satisfaction for
Agquamare Beach Hotel and then relate the results to general concepts.




3.2 Data Collection

The data sources that any researcher can use are divided into two main categories: Primary
Data and Secondary Data. Primary data are data that do not exist and is needed to be collected.
Secondary data are existing data that can be found in Books, Statistics, Annval Reports and
Internal records ( Zikmund, 1997). Those two categories of data were used in this research.
Apart from the research survey (primary data) a significant amount of the data used in the
completion of this research was in the form of secondary data. Secondary data as they were
presented in the previous chapter (Literature Review) helped the author to support the analysis
of the primary data that were collected.

The data methods that can be vsed in order to gather primary data can be a combination of

guantitative or qualitative inputs.

Quantitative methods gather and analyse numerical data or data that could usefully be
quantified (Saunders Lewis and Thornhill, 2003). Therefore the data is quantifiable, objective,
and reliable in order to be casily analysed. However the data could sometimes be characterized
of lacking relevance and specification.

Qualitative data on the other hand, are non-numerical data or data that have not been
quantified. They are based on meanings expressed through words, their results are collected in
non — standardized data requiring classification into categories and they are analysed through
the use of conceptualisation. (Dey, 1993; Healey and Rawlinson, 1994) Examples of
qualitative data are interviews, analysis of pictures or video, and analysis of objects such an
artefact. Despite the fact that they are considered rich data to extract information, qualitative
methods are more expensive and time consuming than numerical quantitative ones. (Saunders,
Lewis and Thornhill, 2003)

For the purpose of the present research the quantitative method of data selection was selected
in the form of questionnaires given to the employees of the hotel. The reason of selecting the
specific method is the reliability based on the anonymity of the questionnaires and the

capability to measure our results and develop correlations of various variables.
3.3 Sampling Stage

Our sample is the target population of the research which is defined as the current 51 (fifty-
one) employees of Aquamare Beach Hotel, Thus, every employee in the hotel had the chance
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to participate in the research. However due to workload, vacation or other reasons only 45
(forty-five) employees completed the questionnaires. The current number give us a confidence
level of 95% with a confidence interval of 5, which is considered high enough to extract

accurate and representative results.

3.4 Questionnaire Design

The questionnaire for this dissertation tries 1o reveal meaningful results for the purpose of the
present research. According to Zikmund (1997), a researcher needs to consider two criteria in
order to collect variable and measurable data: accuracy and relevance. Those two criteria
have been taken under consideration for the design and the final construction of the
questionnaire. The purpose was to include all those questions which would enable us to derive

clear and most accurate results.

The employee survey consisted of 50 questions associated with work-related characteristics
and 5 personal/demographic questions (Appendix 1). The questionnaire was designed in a
way to capture, as comprehensively as possible, the experience of being an employee at
Agquamare Beach Hotel. The survey was divided into twelve sections (Appendix 3) that

grouped items by themes as follow:
1. Leadership and planning
2. Corporate culture
3. Communications
4. Career development
5. Employee's role
6. Recognition and rewards
7. Teamwork and cooperation
8. Working conditions
9. Supervision
10, Training
11. Pay and Benefits and

12. Overall job satisfaction
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Survey items were selected from pre-existing valid amli reliable scales measuring dimensions
that have been found to be related to job satisfaction. Wording of the questions was simple and
clear with words and fitted to the nature of the respondents. All of the items were answered
using a Likert-type scale (strongly disagree to strongly agree) to indicate the strength of
agreement with each statement. The Likert scale presents a set of attitude statements. Subjects
are asked to express agreement or disagreement to a five-point scale. Each degree of
agreement is given a numerical value from one to five (1-5). Thus a total numerical value can
be calculated from all the responses. The Likert technigue was used in order to make the
questionnaire more interesting and easier to follow up and answer.

There was also a series of five (5) demographic questions that employees were asked to
indicate their gender, age, educational background, length of service/tenure, and department of
work.

All participants received the questionnaire accompanied with a letter of consent that informed
them about the purpose of the research (Appendix 4). Each participant was asked
individually. There was the option for the participants to choose a questionnaire in Greek
language since it was translated also in Greek (Appendix 2). The duration of the questionnaire
was about 15-20 minutes and the research took place during working hours. The questionnaire
was anonymous, Finally, an answer box had been placed in the reception office in order for

the participants to place their questionnaires (o ensure confidentiality of the survey.

Prior to the survey, a short pilot testing was conducted with friends of the author in order to

avoid errors and ensure that there were no problems in answering the questions.

3.5 Data Analysis
After gathering the questionnaires, raw data were edited and coded in order to be put into a

form suitable for analysis. Editing involves checking and adjusting for errors or omissions on
the guestionnaires or other data-collecting forms, to ensure completeness, consistency and
readability of the data. Following editing process, coding is the process of identifying and

classifying each answer with a numerical score or other character symbol (Zikmund, 2000).

The analytical sofiware that was used was IBM Statistics SPSS 19.0 and MS Excel 2010
packages. Data analysis consisted of descriptive statistics including means with standard




deviations, cross-tabulation, frequency distribution and correlation analysis. The data of the
questionnaires displayed graphically through statistical tables, pie and bar-charts.

3.6 Ethical Considerations

In any research there is an apparent need for access and ethics. So it is important to refer to
ethical issues that were considered prior to conducting this research. Ethical Issues are very
important for both the researcher and the respondent. It is crucial for the researcher to take
unbiased true answers and for the respondent to remain safe and unknown to public.

Firstly, a research permission was asked from the General Manager of Aquamare Beach
Hotel. Secondly, all the respondents were informed about the purpose of the research and
about the interest of the researcher on the survey. All the participants will have also access to
the study and they can be informed about the results,

The participation and respond to the survey was completely voluntary. Employees were
informed that all individual survey responses would remain confidential and that survey
results would be reported in aggregate form only. In this research, respondent’s names were
not given in order to provide their anonymily and confidentiality. Also, as already mentioned,
an answer box had been placed in the reception office in order for the participants to place

their questionnaires.
3.7 Limitations of the Research

The following limitations have to be considered:

a. The present survey analyses the results taken by the employees of Aguamare
Beach Hotel. It is prudent to realize that these results are only representative of the sample of
this research. Hence, any broader generalization for the whole hotel industry is not considered
reliable, since a larger sample of hotels must be examined for this purpose.

b. A number of questionnaires have been translated into the Greek language for
those employees who don't have a good knowledge of English language. However this can

result in translation errors that are not casily identifiable.




CHAPTER 4

FINDINGS AND DATA ANALYSIS

As already mentioned, the sample consists of 45 respondents. Firstly the personal

characteristics of the responders are analyzed (Gender, Age, Education, Tenure) following by
the analysis of the work-related factors.

4.1 Overall Job Satisfaction Findings

Owverall job satisfaction is examined by Q50 (Owerall I am satisfied with my Hotel as an
employer) and the results are analyzed below.,

(350, Owverall | am satisTied with my Hotel as an emplover.

Frequency | Percent | Valid Percent Cumulative Percent
Valid 2 Disagree 1 22 22 2.2
3 Undecided’ Neutral 10 22 22 24.4
4 Agree 23 51.1 51.1 75.6
£ Strongly Agres 11 244 244 100.0
Toital 45 1000 10600
Table 4.1: Overall Job Satisfaction
s )
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Figure 4.1: Overall Job Satisfaction




Qur findings show that most of the responders (23 or 51.1%) agree, followed by those who
strongly agree (11 or 24.4 %) that they are satisfied with their work, while 10 of them
{22.2%) tend to be neutral. What is important to be mentioned, is that only 1 (2.2%) is not
satisfied with his work, while the first option of the answer (1- Strongly Disagree) is totally
ahsent from the answers. The mean score of the answers (3.98 with standard deviation of
(1.753) is slightly below 4, indicating a satisfying level of job satisfaction at the hotel (Table
4.1.2).

Descriptive Statistics
M Minimum | Maximum Mean Sid. Deviation
50, Overall 1 am satisfied with my 45 2 5 158 J53
Houel 35 an employer.
Valid N (listwise) 45

Table 4.2: Owverall Job Satisfaction Mean

In general, results show an adequate to high level of overall job satisfaction among the hotel
employees. Nevertheless, the specific results give a general idea of the job satisfaction context.
A more detailed analysis involving personal characteristics and specific environmental factors

15 following.

4.2 Personal/ Demographic Variables

In order to analyze the personal characteristics of the employees and their correlation with
overall job satisfaction, we have used frequencies and the cross-tubulation method. The
crosstab process 18 used when we want to tabulate the resulls of more than two variables.
Following the crosstab procedure, comparison of means method 15 used in order to compare
overall means of each personal related question subcategory independently.

4.2.1 Age Analysis

Age brackets of the emplovees are given in the following table and figure. Concerning age
brackets, 2.2% (1) was below 20 years old, 26.7% (12) between 21 and 30 years old, 26.7%
(12) between 31 and 40 years old, 28.9% (13) between 41 and 50 years old and 11.1% above
31 years old. 4.4% (2] of the respondents did not fill the respective question.
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Frequency

Cumulative Percent

Walid Less than 20 years
21-30

31-40

41-50

&1 and above

Toital
Missing System

Total

12
12
13

43

5
i

45

Percent Valid Percen
' fir ) 23
6.7 79
26.7 N9
259 inz2
15.1 116
956 1000
4.4
1000

213

0.2
58.1
224
1000

Table 4.3: Age Distribution

Figure 4.2: Employee Age Groups

| 21-30
m31-40

|41-50

B Missing

The cross-tabulation analysis is following in the next table.

.33-

W Less than 20 years

m 51 and above




E Owerall 1 am satislicd with my Hotel 55 an mﬂm =~ Age Crosstabulation

Age
i 21-30 A1-40 41-540 ) g e
20 years ahave
% 1 Insagree Ciound 1 0 0 0 0 1
é % within Age 100.0% ¥ 0% 0% i 23%
E 3 Undecided’ Meutrnl  Count o 3 5 o 0 L1}
E g % within ..l._!-c i 41.7% 41.7% Mg i 233 %
= B 4agree Count 0 5 4 10 2 21
E 3 % within Ags A 41.7% 331.3% TS 41 dE.E%
g E & Strongly Agree Count i 2 1 3 3 1
% within Age o] 167%] 250%| 23a%| 60.0%) 256%
Total Counk 1 12 12 13 5 43
& wilhin .n";ﬁr.t 10HLAF s | AP 1 LA T TR [LEAR G 1061.0%

Table 4.4: Cross-iabulation of Age Disiribution

The results show that almost half of the responders (48.8 %) agree that are satisfied from their
job. This percent is larger in the category of 41-50 years old which scores 76.9%. However,
the most satisfied employees who answered “Strongly Agree™ are the category of “51 and
above™ in which 3 out to 5 respond that they are very satisfied from their Hotel as an
employer. The most dissatisfied age category seems (o be the age of “Less than 207, but since
this category consists of only oné person, we do not consider it as a statistically significant, so
we disregard it.

Age Mican N S1d. Devintion
L= than 20 years 210} 1
2130 174 i2 54
1400 1483 12 B35
1-50 4.23 13 A39
1 and abave 4,6 5 548
otal 3198 43 a7

Table 4.5; Job satisfaction means by Age categories.




Figure 4.3 Means Comparison of Age Distribution

By comparing the means in the above table and figure we can clearly say that the degree of job
satisfaction increases by the employees’ age. The three middle age categories which represent
the 82.3% of the total population score mean values from 3.75 to 4.23. The most satisfied age
category is the oldest one (51 and above) which scores a mean value of 4.6 which is
considered very high. Based on these results, Hypothesis 2: “There will be a positive
correlation between job satisfaction and employee age at Aquamare Beach Hotel”, is
confirmed from our findings.

4.2.2 Gender Analysis

The 40% of the responders were males , while the 55.6% were females. 2 of the responders
{4.4%) did not mention their gender.

Gender
Cumulative
Frequency | Percent | Valid Percent Percent

Walid Males 18 40.0 419 41.9

Females 25 556 581 100.0

Total 43 95.6 1.0
Missing 2 4.4
Total 45 1000

Table 4.6, Gender Distribution




Gender

o Males
B Females

H Missing

Figure 4.4: Gender Distribution

Dverall | am satisfied with my Hotel as an tmEln:tr. = Gender Croastabulation

Crender

Miles Femiles Total |

g 2 Disagree Count I o 1
i " %% withm (Gender 5.6% A% 2.3%
E _i 3 Undecided/ Neutral  Count 3 7 10
s E % within Gender 16.7% 18.0% 23.3%
E g 4 Agree Count 11 11 12
? E %0 within Gender 61.1% 44.10% 512%
& ™ sStrongly Agree Count 3 7 10
ﬁ 4 within Gender 16.7% 28.0% 21.3%
Tkl Count 18 % 43
% within Gender 100.0% 100.0%]  100.0%

Table 4.7: Cross-tabulation of Gender Distribution

The above table shows the cross-tabulation of gender and Owerall Satisfaction. As we can
observe the majority of both genders (51.2%) agree that they are satisfied from the hotel as an
employer. This percent is higher in males (61.1%) than in females (44%). However the 28% of
females strongly agree that they are satisfied with their job while the percent of the males in

this category is lower (16.7%). Finally, only 1 male (5.6%) answers that he is not satisfied

from his job while there are no females in this category.




Genider Mean N Std. Deviation

Males 149 18 758
Females 4,04} 25 T6d
Total 195 43 54

Table 4.8; Job satisfaction means by Gender,

4.5 4
4

35 8 Males
# B Females

:5 o

15 4

Males Females

Figure 4.5: Means Companson of Gender Distrbution

The means comparison method is presented in the above table and diagram. Males scored 3.89
(Standard deviation 0.758) while females are slightly more satisfied scoring 4.00 with a
deviation of 0.764. Based on this result and the small score difference we can argue that
gender is not related with job satisfaction in Aquamare Beach Hotel. We can also assume that
the management treats both genders in an equal manner and sex discrimination issues are not
present in the hotel. Hence, Hypothesis 3: “There will be no correlation between job
satisfaction and employee gender af Aguamare Beach Hotel”, is supported by our results.

4.2.3 Education Analysis

Most of the employees are High School graduates (48.9%) following by College graduates
(15.6%) and Elementary school and University graduates ( 15.6% of each category). One
responder ( 2.2%) did not complete the respective question.




Cumulative
Freguency Percent | Valid Percent Percent
Valid Elemeniary school 7 15.6 159 15.9
High School 22 489 50.0 65.9
College ] 17.8 182 84.1
University 7 15.6 159 10:0.0
Total 44 97.8 1000
Missing | 22
Total 45 100.0
Table 4.9; Educational Background
Education
B Elementary school
m High School
= College
B University
B Missing

Figure 4.6: Educational Background
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(350, Overall | nm satisfied with my Hotel as an employer. * Education Crosstabulation

Educalion
Ft:ﬂi _E::-ﬁl College | University foul

= 2 Disagree Coam 1 i i i 1
L % % within Education 14.3% % 0% 0% 23%
E g 1 Mesther Agrea/Tisngroe Cioani 3 5 1 1 1k
i - % within Education 41 % 21 7% 115% 14.3% 21 7%
. 3 4 Agres Cinanl 2 15 3 Ll 23
E E % within Educalion 2R.6% 68.2% 315% 41.0% 323% |
é z 5 Sirongly Agres Count i 2 4 3 10

% within Educalbon 143% 94.1% S0, 0% 41 9% 1. T%

Tolal Coent 7 22 B T 44
% within Education 1000 1000 | 100% 10000 | 1000%

Table 4.10; Cross-tabulation of Education Distribution

The cross-tabulation analysis with respect of education, indicates that the majority of the

employees (52.3%) agree that they are satisfied with their employer. From those employees,

the larger percentage is observed at High school graduates (68.2%) following by University

graduates (42.9%). The most satisfied employees seem to be the College graduates since 4 out

of 8 (50%) strongly believe that they are satisfied by their jobs.

Mean N S1d. Deviation
343 ) )
186 22 A6
4.38 ] 744
420 T 156
195 e 46

Table 4.11: Job satisfaction means by Educational level,
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{5
4.5 =
a ,.-*’f B Elementary school
4
33 2 High Schoal
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Figure 4.7: Means Comparison of Education Distribution

Mean scores analysis shows that satisfaction level increases while the educational level of the
employees is getting higher. This happens until the point of college graduates. University
graduates tend to be less satisfied than the previous category with their mean score of
satisfaction (4.29) to be lower than the College graduates (4.38). Based on these results, the 4™
Hypothesis: “There will be either a positive or negative correlation between job satisfaction
and educational level of the employees ar Aqguamare Beach Horel™, is NOT supported by

our results.

4.2.4 Tenure Analysis

Regarding the years of service in the hotel, £.9%% of the respondents work at the hotel less
than & months, 6.7% work 6 months to | year, 20% work | to 2 years, 15.6% work 2 to 3
years, 15.6% work 3 to 4 years and 28.9% work for more than 4 years. Two responders did not
complete the specific question.




Tenure

Cumulative
Frequency | Percent | WYalid Percent Percent
Walid Less than & months 4 8.9 9.3 9.3
& months 1o | year 3 6.7 7.0 163
1-2 years 9 20.0 20.9 37.2
2-3 years 7 15.6 16.3 535
34 years 7 15.6 16.3 69.8
More than 4 years 13 28.9 30.2 1000
Todal 43 Q5.6 10,0
Missing  System 2 a4
Total 45 1000
Table 4.12: Years of service at the Hotel
Tenure

| Less than & months

m & months to 1 year

W 1-2 years

W23 years

W 3-4 years

B More than 4 years

B Missing

Figure 4.8; Years of Service of the Hotel




(50, Overall | am satisfled with my Hotel as an employer. * Tenure Crosstubulation

Tenure
uﬁsﬁ mniths L [ ) 22 :aﬁ Total
ml:lnlhﬁlitl:r 1 year gl | sl B years

1 Disagree Coneni 0 0 ] 0 1 L 1
% B % within Tenure iy [ ¥ i ] 143% [i% 1.3% |
g % 3 Meither Comnt I 0 3 1 | 4 10
B g AgrooTHeagree % within Tenare 25.0% O%| 333%| 143%| 143%| 308%| 2313%
= % gagree Count 0 I 4 6 3 8 1
E E % within Tenure L5 3% | 444% A5 1% 42 9% 61.5% 51.1%
2 : & Strongly Agree  Count 3 2 2 0 2 1 10
sl % withio Tenare 75.0% 6, 7% 11.2% L 2865 1.7 23.1%
Total Count 4 3 L T T 13 43
% within Tenure 1000 | 1000 | 1000 | 100009 | 1000% | 1000% | [00.0%

Table 4.13: Cross-tabulation of Tenure Distribution

Cross-tabulation analysis shows a high degree of satisfaction in total score, since the 51.2%
agree and 23.3% strongly agree that they are satisfied with their job. The most satisfied
employees scem (o be the ones with less than 6 months years of service (75% of them strongly
agree) followed by the ones with 6 months to | year service (66.7%). The most dissatisfied
employees (if we exclude the one employee of 34 years calegory as not statistically
significant value) are those who work in the hotel for more than 4 years.

Tenure Mean N Sid, Deviation
than 6 munthes .50 4 1A
monichs bo 1 year 4.67 3 STT
1-2 years ER-L g 182
b3 years 1.86 7
4 years 3.86 7
E.un thosts 4 years 377
Total 3.95

Table 4.14; Job satisfaction means by Tenure,
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Figure 4.9: Means Comparison of Tenure Distribution

Mean scores analysis shows a high degree of satisfaction for the first two categories (“Less
than & months™ and “6 months to | vear™) with means of 4.5 and 4.67 respectively, following
by a decreasing trend of satisfaction while the years of servicing are increasing. Thus,
Hypothesis 5 “There will be a positive correlation between job satisfaction and tenure of
employees at Aquamare Beach Hotel”, is NOT supported by our findings. Our findings
tend to support the DeSantis & Durst research which found that years of service are negatively
correlated with job satisfaction (DeSantis and Durst, 1996). Management of the hotel needs to
find ways of equalizing the level of satisfaction for all the employees, paying extra attention to

the employees working in the hotel for more than 4 years.
4.2.5 Work Department Analysis

Hotel departments were divided into 4 main categories: Administration/Accounting, Food and
Beverage, Housekeeping Services and Maintenance. The remaining departments, due to
limited employment were grouped into “Other” category, 11.1% (5) of the respondents are
working at the administration/accounting department, 35.6% (16) at the food and beverage
department, 15.6% (7) at Housekeeping Services, 4.4% (2) at maintenance department and
33.3% (15) at other departments. The majority of the employees who chose the last category
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{Other) shows that whether the specific question was not fully understood or those employees

tried to hide their identity by doing that.

Work Department
Curmulative
Frequency Percent Valid Percent Percent
Valid  Administration/Accounting 5 1.1 1.1 11.1
Food and Beverage/Service 16 356 156 46.7
Homsekeeping Services 7 15.6 15.6 622
Maintenance 2 4.4 44 6.7
Other 13 333 333 100
Toal 45 100.0 1000
Table 4.15: Working Department Distribution
Work Department
B Administration/Accounting
B Food and Beverage/Service
¥ Housekeeping Services

B Maintenance

u Other

Figure 4.10; Working Diepartment Distnbution
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(&0, Dverall I pm satisfied with nay Hotel as oo employer, * Department Cross-1abalation

ment
Adminsraion) ::d ! el 7 Total
{ Accounting g o {enamos O
Service SErvidid
& 2Disagree Count 0 0 0 0 | 1
£ . % within Depart. % % 0% 0% 61m) 2o
T B 3 Neither Agredd Count | 5 2 0 2 10
'g E- Disapree % within Depart. 2007 1l3% 28.6%: JHE 13.3%: 22 %
k. E 4 Agree Count | 7 5 2 8 23
E; E T wilhan Deparl 204r % 43 8% TLA% TP 531.3% fl[.l&_
6~ 5 Strongly Agree Count 3 4 0 i 4 11
‘g‘ % within Depart. 600.0% 25.0% 0% 0% 267%|  244%
Total Count 5 16 7 2 15 45
T within Deparl (LT TR [LE T TERRFE: TEHLAFE: 1 O

Table 4.16; Cross-tabulation of Working Departments’ Distrbution

Cross-tabulation results show that the majority of the employees (75.5%) working at the

hotel’s departments “Agree” or “Strongly agree” that they are satisfied with their job. Actually

only one (1) employee under the category of "Other” is dissatisfied with his job but the

percentage is very low (6.7%) to consider it significant. Finally, the employees of “Food &

Beverage Service” tend to be more neutral than the others scoring the highest value of 31.3%.

50, Crvernll | am satisfied with my Hodel as an emplover.

Drepartment Mlcan ) 5id. Deviation
LAdministration’ Accounting 4.40 5 JE0
ood ond Bevernge/Service 304 16 By
Housekeeping Services 371 7 AE8
antenance 400 . RLLI
Jther 4.00 15 545
Total .08 45 53

Table 4,17; Job satisfaction means by Working Departiment.
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B Administration/Accounting

~—  Food and Beverage/Service
~" B Housekeeping Services

. u Maintenance

= Other

Figure 4.11: Means Comparison of Working Department Distribution

Comparing the mean scores, it seems that the employees of Housekeeping services are the
most dissatisfied from their job compared to the others. However, we cannot derive reliable
conclusions based on these results since this specific question was answered superficially by
the employees for the reason we have already mentioned.

4.3 Work-related Characteristics

Work related characteristics are analysed using mean scores and standard deviations for
descriptive purposes. Correlations are also used in order to determine the relationship between
each category of work-related factors with overall satisfaction (Q50 - Overall 1 am satisfied
with my Hotel as an employer). The main result of correlation, the correlation coefficient (r)
ranges between -1.0 and +1.0. Values that are closer to the absolute value of | indicate that
there is a strong relationship between the variables being correlated whereas values closer to 0
indicate that there is little or no linear relationship. A positive correlation coefficient indicates
a positive linear relationship between the variables: as one variable increases in value, so does
the other. A negative value indicates a negative linear relationship between variables: as one
variable increases in value, the other variable decreases in value.
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4.3.11 ip and Planni

Descriptive Statistics
M | Minimum | Maximum | Mean | Sid. Deviation

Q1. General mansgement has clear aims and 35 I 3 382 B50
objectives.
Q2. There is adeguate planning of corporme 45 2 5 187 125
objectives,
03, Management does not play favorites. 45 3 384 « K
4. Management does nod say one thing and do 45 3 5 189 45
anoiheer,
Valid M (listwisc) a5

Tahble 4.18: Leadership and Planning means

Leadership and Planning category consisted of four statements. Mean scores ranged from 3.82

to 3.89 with standard deviations around 0.750. The mean score results are all well above 3
(Neither agree/ disagree) and slightly below 4 {Agree) indicating that Leadership and
Planning is at adequate level in the hotel. The highest mean valve (3.89) scores Q4

(Management does not say one thing and do another) showing that management is

trustworthy, reliable and focus to its objectives,

Egrrelillnu
Qs QL Q2 @ 1 04
50,  Pearson Correlation 1 St 639 Sl LT
Sig. (2-1miled) 000 000 000 000
M 4% &% 45 45 4’!'1_
QL. Pearson Correlation il [ J61 B65 13
Sig. (2-taled) AW LLE MK 00K
M 45 45 45 45 45
Q2  Pearson Comelation A58 J51 [ ETTh g0
g (2-tailed ) AW AN ELEH J0Hn
M 45 45 &5 45 -1-;_
03 Pearson Comelation 506 H6ST a0l | 187
Sig (2-taibed) AR L] AWK 00
M k5 45 _"niﬁ- 45 44
Q4.  Pearson Comelation I K ES T TR [
Sig. (2-1atled) WM L] L1 L] M
M 45 45 45 45 45

**, Correlation ks significant ai the 000 leveld (2-tailed).

Table 4.19: Comelations of Leadership and Planning vanables




Correlations between Leadership and Planning stamrl-mnls and Overall Job Satisfaction are
presented in the table above. It is obvious that a strong positive correlation appears between
company Leadership and employee job satisfaction. The highest correlation scores QI
{General management has clear aims and objectives, r = 0.660), showing that job
satisfaction is highly affected by management’s ability to set clear targets and objectives.
Slightly behind Q1, the Q2 (There is adequate planning of corporate objectives, r= 0.659)
appears also a strong correlation with job satisfaction, indicating that setting and organizing
action plans to achieve specific corporate aims has positive influence to the employees which
results to high level of job satisfaction,

4.3.2 Corporate Culture

D‘mﬂgwﬂﬂiﬂ

N Minimum | Maximum Mean Sid. Deviation
5. 1 believe that all the employees 45 1 -] 350 B4
share the same vision and have common
beliefs and values
6, Individual inidative is encouraged 43 2 5 3.73 B30
in my hotel.
07, Quality is top prionty for everyone 45 3 5 4,02 B6h
in my Hotel,
Valid N (listwise) 45

Table 4.20: Corporate Cullure means

Corporate Culture category consisted of 3 Questions. Mean scores were between 3.80 to 4.02
showing that orgamizational culture in the hotel is strong. The highest mean score (4.02)
appears in Q7 (Quality is top priority for everyvone in my Hotel) with answers to range from
3 (Neutral) to 5 (Strongly Agree). The fact that nobody of the employees disagree with this
statement indicates that management follows high quality standards which are effectively
adopted by the employees.




050 Q5 L o7
Q50 Pearson Correlation | 249 a5 jj-li-n-I
Sig. (2-tniled) 099 48 000
N 45 43 45 45
Q5  Pearson Correlation 249 ] 68 4517
Sig. (2-tailed) 99 013 o2
N 45 45 45 45
06  Pearson Comclation 296 ET i 126
Sig. (2-tailed) 48 013 410
M a5 45 45 45
Q7  Pearson Correlation 55K AT 126 1
Sig. (2-tailed) AWH) A2 A0
N 45 45 45 45

*, Comedntion is significant s the 0,05 level (2-tailed)
*=_ Correlation is significant ot the 000 level (2-miled),

Table 4.21: Correlations of Corporate Culture variables

Correlations illustrate a strong relation between corporate culture and job satisfaction. The
correlation is stronger between Q7 (Quality is top priority for everyone in my Hotel, r =
0.558) and job satisfaction showing that by giving more emphasis to quality services, the
degree of satisfaction is increasing. The other two Questions, (Q5 and Q6) are also positively
commelated with job satisfaction but in a moderate way.

4.3.3 Communications
Deseriptive Siatistics
N | Minimum | Maximum Meun Sid. Deviation
8. Hotel's Management communicates 45 1 5 367 853
frequent enough with the employees o
provide directions and receive feedback in
order o be improved.
Q9. 1 feel 1 can trust whal the monagement 45 2 5 1.78 BT6
of the hotel wlls me.
10, There 15 adequate communication 45 2 5 3.80 T86
beiween departments.
Q11 My relatbons with the other staff of 45 1 5 4.2 B50
my department are excellent.
Q12. In my Hotel, employces avioid 45 3 5 4.02 .T83
unnecessary conflicts.
13, My hotel encourspes me o solve any 45 2 5 T .
problems 1 fuce without coopersting with
others.
Walid N (listwise) 45

Table 4.22: Communications means
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Communication among emplovees and between them and the management is crucial for the

success of any business. Mean scores in this category ranged between 3.67 and 4.22, showing

a relative high degree of communication.. The results prove that employees sustain a good

level of interpersonal relations avoiding tensions and unnecessary conflicts. Thus, Q11 (My
relations with the other stalf of my department are excellent) and Q12 (In my Hotel,
employees avoid unnecessary conflicts) score the highest values with 4.22 and 4.02
respectively. Communication resulls are very positive and this is a very encouraging fact for

the management, since an effective and efficient communication is the pylon of a successful

management. Furthermore, the high mean scores in interpersonal relations contribute to the

smooth operation of the organization.

Carrelations
()50 4] [4L] Q10 Qi1 Q12 (4] K]
Q50 Pearson Corelation I 551 1 414" Ly 348" 337"
Sig. (2-tailed) 000 000 5 000 019 024
] a5 45 45 45 45 45 45
08 Pearsoa Correlation L1 I A5z" LT 178 21 293
Sig. (2-tailed) 00 000 0K 243 140 i3]
] 45 45 45 A5 45 45 45
09 Pearson Correlation ] aa2" | LT A" A0s5™ A"
Sig. (2-tailed) A A i i) i 1] O e
) 45 45 45 45 25 45 43
QI Pearson Correlation 414~ 5767 LT 1 544~ 0™ 246
Sig. [2-tuiled) A0S 000 00 000 i) 1] o3
) 45 4 45 45 45 45 45
Qi1 Peamson Correlation 576 TR Fx iy LT 1 6757 a04°
Sig. (2-1ailed) 00 243 003 000 K A2
N 45 45 45 45 45 45 45
Q11  Pearson Comrelstion g 223 A05™ e[, 6757 1 344"
Kig. (2-miled) 019 40 Sy RLL) JOi] 21
N 45 43 45 43 45 45 43
QI3  Pearson Correlation a3 B A~ 246 M 344 1
Sig. (2-1ailed) 024 51 004 103 042 021
M 45 45 45 45 45 45 45

** Correlation s significant s the 0,01 level (2-tailed),
*, Correluiion is significani ai the 008 level (2-tailed).

Table 4.23: Comelations of Communications variables
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The correlation table shows a positive correlation IJI;IZ‘WEEI'I communication statements and
overall job satisfaction, The strongest correlation appears in Q9 (1 feel I can trust what the
management of the hotel tells me, r = 681) which shows that the level of trust o the
management is positively related with job satisfaction. Therefore, if employers build and
develop relations with employees based on trust and reliability, then the level of job
satisfaction will increase. Also Q8 - Hotel's Management communicates lrequent enough
with the employees to provide directions and receive feedback in order to be improved -
has a strong relation with job satisfaction (r = 591) indicating that an open 2-way
communication channel for providing directions and receiving feedback from the employees
helps to increase job satisfaction. A positive but more moderate correlation appears at Q12 (In
my Hotel, employees avoid unnecessary conflicts, r = 348) and Q13 (My hotel encourages
me to solve any problems I face withoul cooperating with others, r = 337) showing that
employees® interrelations have moderate impact to overall job satisfaction.

4.3.4 Career Development
Descriptive Statistics

N | Minimum | Maximoem | Mean | Sud. Deviation
Q14 T have good possibilities for fubure 45 I 3 367 a0
chreer progression in my hotel
15, 1 plan to continue my career in the 45 3 5 176 B2
Hustel.
16 | have opponunities to learn and grow 45 | 5 AT L6
Walid N {listwise) 45

Table 4.24: Career Developmeant means

Career development category is examined by three Questions with answers (o range from 1 -
5. Mean scores (3.67 = 3.76) show that carcer development is at moderate to adequate levels at
the hotel. What is important to be mentioned is that nobody of the employees answered
negative to Q15 (I plan to continue my career in the Hotel) showing a high degree of
loyalty and commitment to the hotel,
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050 014 Q15 016

Q50. Peamon Correlation ] A 668 542 |

Sig, (2-tailed) 02 00 000

N 45 45 43 45

Q14 Pearson Comelation I 1 LT T

Sig. (2-taiked) o2 000 000

N 4% 45 45 45

Q15  Pearson Correlation T8 2 ] 605 |

Sig. (Z-miled) J0 00 0y

h| 5 a5 45 45

Q16 Peamson Correlation I T I 1
Sig. (2-1ailed) 000 0 000

N 45 45 45 45

=+, Comrelation is significant a1 the 001 level (2-mibed).

Table 4.25; Correlations of Carcer Development vaniables

Cormrelation analysis shows a strong positive correlation between career development and

employees’ overall satisfaction (Q50). More specifically, Q15 (I plan to continue my career
with my Hotel, r = 0.668) shoes that employees who have established and developed their
carcer at the hotel are getting more satisfied if they plan 1o continue their career within the
hotel. Moreover, Q16 (I have opportunities to learn and grow, r = 0,542, indicates that a
working environment which offers learning opportunities and supports developing and

enhancing knowledge and abilities, contributes in a great deal to job satisfaction,

4 i

Dreseriptive Stalistics

[ - N | Minimum | Maximuom Mean Std. Deviation
17, 1 am given encugh authodity 1o 45 1 5 3.51 EU5
make decikions | need 10 make.

(J18. 1 feel | am contributing 1o my 45 3 5 189 59
Hiel"s mussion.

18, | have the materials and equipment 45 2 5 184 B4
to do my pob well.

Valid N {listwize) 45

Table 4.26: Employecs' Role means

Employees’ role category consists of 3 questions with mean scores of 3.51 - 3.89, Q17 (I am
given enough authority to make decisions 1 need to make) scores the lowest value (3.51)
compared with two others. A number of employees strongly disagree with this statement

showing that personal initiative is not probably encouraged at the hotel.
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Qs | Q17 QI8 Q19
Q50 Pearson Correlation 1 23 FI S 07 |
Sig. (2-tailod) 00 004 000
M 45 A5 45 45
Q17 Pearson Correlation i ] I 03
Sig. (2-tmibed) ELEH A2 J82
N 45 45 45 45
QIR  Pearson Comrelation AR a7 1 B4 |
Sig. (2-tailed) 04 M2 000
M 4‘1': 45 4‘; 4%
Q19 Pearson Correlation 507 203 B4Z 1
Sig. (2-taiked) 000 182 000
M 45 45 45 &5

*#*_ Coerelation is significant ai the 0.01 level (2-tailed).

= Correlation is :ign:il'l:u.nl af the QUES leved (2-taled).

Tahle 4.27: Correlations of Employes’s Role variables

Correlations show us a positive impact of employees” role to job satisfaction. The more
authority given to employees to take decisions by their one (Q17, r = 0.523) and the constant
supply to them with all the materials they need to do their job (Q19, r = 0.507), tend to
enhance their level of job satisfaction. We can argue that a working environment which
encourages and supports personal initiative and provides all the adequate supplies to the
employees, contributes to job satisfaction. Concerning personal initiative, hotel management
seems 1o adopt a process oriented leadership style preferring to keep decision making
processes for managers giving limited “freedom™ o employees. This particular issue is closely
interrelated with Supervision which is analyzed later in this section. However, extra attention

has to be given in this issue since it is strong correlated with job satisfaction but it scores a

relative low mean.

4.3.6 Recognition and Rewards

Descriptive Statistics

N | Minimum | Maximum | Mean | Sid. Deviation
Q20, If 1 do good work 1 can count on making 45 | 5 3.38 B60
MO Mmaoney.
Q2L If 1 do good work [ can count on being 45 1 5 1.36 HE3
promoted.
Q22 1 feel I am valued s my Hotel. 45 2 5 s 757
23, My Hodel gives enough recognition for 45 2 5 3,49 K15
work that's well done.
Q24. My salary is fair for my responsibilitics. 45 1 5 313 4919
Walid N (listwise) 45

Table 4.28: Recopnition and Rewards means




Recognition and Rewards statements examined by 5 Questions. Answers vary from “strongly
disagree” to “strongly agree™ and mean scores (3.13 - 3.51) are the lowest of any other
category. These results indicate that “Recognition and rewards™ are at moderate level in the
company. Especially Q24 (My salary is fair for my responsibilities) scores the lowest value
{3.13) showing that employees keep a neutral position regarding the fairness of their salary in
connection with their duties and responsibilities.

Corrclations
Q50 Q0 Qi1 (125 011 (24

Pearson Comelation | A" Aa0™ Asg™ S35 i
Sig. (2-taibed) 004 1| 002 OO 007
N 45 45 45 45 45 45
Pearson Corelation Aw™ 1 L 17 .1 ASE"
Sig. (2-taibed) O 00 0 i) o0
M a5 45 45 45 45 45
Pearson Coerelation A90™ S 1 640" 637 A"
Sig. (2-talled) 001 0 00 000 004
N &5 45 a5 45 45 5
Pearson Cosrelation ASE™ L yri 0™ 1 653 IR9™
Sig. (2-tailed) A2 000 ) 000 J00H
N 45 45 45 45 45 45
Pearion Correlalion 538 B89 BT B53" 1 517"
Sig, (2-tailed) 1] ] XN O 00
N 45 45 £5 45 45 45
Pearson Cosrelation 98" A56™ Al6™ Aga” a7

Sig. (2-tailed) 007 o2 004 08 ]

N 45 45 45 45 45 45

**. Correlation is significant ot the 000 beved C2-tailed),

Table 4.2%; Correlstions of Recognition and Rewards variables

Correlation scores show a positive relation between Recognition and Rewards and overall job
satisfaction. The strongest relation appears in Q23 (My Hotel gives enough recognition for
work that's well done, r = 0.536) showing that a kind of compensation (here as recognition}
is positively linked with job satisfaction. Also Q21 (If 1 do good work I can count on being
promoted, r = 0.490) has a positive impact in job satisfaction showing again the interrelation
of a compensation packet with job satisfaction. Finally, what is important to be mentioned is
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the strong positive correlation (r = 0.937) between QEIEI- (If I do good work 1 can count on
making more money) and Q21 (If 1 do good work I can count on being promoted),
indicating the close interrelations between promotion and pay benefits. Considering the strong
correlation of Q23 (My Hotel gives enough recognition for work that’s well done, r =
0.536) in connection with the relative low mean score (3.49), we can argue that the hotel must
concentrate in finding ways to reward employees who achieve their assigned targets. Similar

actions into this direction tend to enhance job satisfaction.

4.3.7 Teamwork and Cooperation
Descriptive Statistics
M | Minimum | Maximum | Mean | Sid. Deviation

23, 1 feel pant of a team working towards o shared 45 3 3 189 J6E2
goal.

26, 1 get all the support [ need from my colleagues | 45 I 5 398 B892
at this depariment

Q27. | receive co-operation from all other 45 2 5 381 193
depariments

28, My colleagues help me even of [don't ask 45 | 5 4,04 G238
them 1o,

029, The workload 15 distributed evenly 1o all 45 2 5 3,82 117
members of the siaff,

O30, One person can fully complete a task without 45 2 5 1.78 135
cooperation with other cmployees,

Walid N (listwisze) 45

Table 4.3k Teamwork and Cooperation means

Teamwork and Cooperation category consists of 6 Questions which score relatively high
means. The mean scores range from 3.82 - 4.04 showing a high degree of teamwork and
cooperation among employees. Q28 (My colleagues help me even if 1 don’t ask them to)
scores the highest mean (4.04) indicating a strong feeling of mutual help and solidarity among
the employees. The specific results show that teamwork and cooperation are kept at a high

level in the hotel. This is very positive for the business since employees who work in an

environment of mutual trust and understanding tend to be more productive and effective.
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Correlations

Q50 Qas Q26 Q7 oz 029 Q3

Q50 Pearson Correlation | A2 ¥ 1 e aw Ase™ 614~ a1

Big. (2-laled) AXN] JHR 23 A2 L] J33

N 45 45 45 45 45 43 A5

025  Pearson Correlation 4827 I J447 baa" £557 BO5" A457

Sig. (2-1ailed) i3] i) L] 000 A0 o2

M 45 45 45 45 45 45 45

Q26  Pearson Correlation 541" J44™ [ 769" &5 A5 A08™

Sig. (ZAadled) R Ji A0 LI LLL )] JHS

M 45 45 45 45 45 45 45

Q27  Pearson Correlation 39" 696 60" 1 A40™ 638" 628"

Sig. (2-iniled) 0 00 000 i) 000 000

M 45 43 45 43 45 45 43

28  Peamon Correlation 4557 HE5T K25 E40™ | k' S48

Sig. (2-ailed) 002 0 000 000 L0 0

N 45 45 45 45 45 45 45

Q29  Pearson Corrclation 6147 608" 650 638 736" | S5

Sig. (2-aled) AW L] AN LLLE T} A

M 45 45 a5 45 45 45 45

QM  Pearson Correlation a19° 445 A08™ 6287 S48~ A26™ 1
Sig. (2-ailed) 33 00z 005 000 000 0

M 45 4% 45 &5 45 5 4%

*& Correlobion is :ig;mﬁl.'urﬂ o the L] Dewed (2-tailed),

*, Correlation is significant ot the 0,05 level (2-inilsd).

Table 4.31; Correlations of Teamwork and Cooperation vaniobles

As demonstrated in the above table, all statements of this category are positively correlated

with overall job satisfaction. In particular, we should highlight the strong correlation in Q29
(The workload is distributed evenly to all members of the staff, r = 0.614) and Q26 (I get
all the support 1 need from my colleagues at this department, r = 0.541 ). This result

supports the idea that a working environment characterized by faimess and equal working

effort, enhances employee satisfaction. Furthermore, help, support and solidarity among

employees are elements which promote harmony and peace, resulting also to increased job

satisfaction.




4.3.8 Working Conditions

Dieseriptive Statistics

N | Minimum | Maximum Mean Std. Deviation
Q3L My physical working conditions are 45 2 5 4.04 L7
adequate to ensure my personal health and
safety,
Q32 1 am satisfied with the tme given to me 1o 43 3 5 B4 A1
complete my wiork
A3, The amount of work expected of me is 45 3 5 R kT
reasonable
034, 1 recommend employment of my Hotel o 45 3 5 393 HEE
the people 1 know.
35, 1 can keep a ressonable balance belween 45 3 5 387 By
work and personal Jife.
036, 1 think there are many changes that my 45 2 5 349 A4
Hotel has 1o do 1o achieve betler working
conditions,
Valid M (listwise) 45

Table 4.32: Working Condilions means

Working Conditions at the hotel are examined by six Questions with mean scores to range
from 3.49 — 4.04. Responses vary from 2 — 5 but in most of the Questions (4 in total) from 3 -
5, demonstrating a satisfied level in this category, Q31 (My physical working conditions are
adequate to ensure my personal health and safety) scores the highest mean (4.04)
indicating that the hotel deals with the important issue of health and safety at work very

effectively. In general, employees seem to agree with the established working conditions

connected with deadlines, amount of work and balance of work — personal life.




Corrclations

Q30 Q31 Q32 Q33 034 Q35 Q36
Q50  Pearson Comelation 1 A3 S04 fisg"™ 67" Fliie 016
Rig. [2-eniled) 03 A LA Ko i] LIl B9
M 45 45 a5 45 45 45 45
Q3  Pearson Correlution A34" 1 5068~ s 5T i 69
Sig. (2-tailed) 003 000 000 000 000 214
N 45 45 45 45 43 45 45
Q32  Pearson Comelalion LT S08™ 1 13" R A A7
Sig. (2-tailed) 000 {00 000 00 001 004
M 45 45 45 45 43 45 45
Q33 Pearson Comelation B84 S137 b k' 1 el A517 240
Sigs (2-tmbed) A0 L] L] A0 | A3
M 45 45 45 45 45 45 45
03 Pearson Comelation 26T H9T A8 487 i 1 236
Sag. (2-taibed ) LEiL] ANHY L] JHXD M) A35
M a5 5 45 45 45 45 45
Q35  Pearson Comrelntion 493" H237 AT A51™ &9 1 64
Sig. (2-talled) 001 000 001 002 000 676
M a5 &5 45 45 45 a5 45
Q3  Pearson Correlalion 016 180 AT 240 226 064 |
Kag. (2-tmbed) Ha 214 0k A13 J35 ]
M 45 5 45 A5 45 a5 5

**, Comclatéon is significant ot the 001 leved (2-tailed),

Table 4.33: Correlations of Working Conditions variables

Regarding employee perception of working conditions, a moderate o strong positive
correlation is observed in most of the cases. The strongest correlation is detected in Q33 (The
amount of work expected of me is reasonable, r = 0.694), Q32 (I am satisfied with the
time given to me to complete my work, r = 0.594) and Q34 (I recommend employment at
my Hotel to the people 1 know, r = 0.567). These work related items show that reasonable
workload and realistic deadlines are very important for the employees to be satisfied. On the
other hand, a weak correlation ( r=0.16) is observed between Q36 (I think there are many
changes that my Hotel has to do to achieve better working conditions) indicating that
employees are generally satisfied with the existent working conditions in the hotel and any

possible changes will not seriously affect their satisfaction level.
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4.3.9 Supervision

Descriplive Statistics
M| Minimum | Maximum | Mean | Sud, Devintion

037, My supervisor deals with all employees [airly and 45 2 5] 342 B34
objectively

Q38. My supervisor treats me with respect. 45 2 51 age 115
039, My supervisor handles my work-relaled ssees 45 I 5] Am9 35
excellently.

D40, My supervisor actively listens o my suggestions 45 1 51 338 LT
L. My supervisor is an effective manager, 45 2 5] 376 J73
Yalid N (listwisc) 45

Table 4.34: Supervision means

Supervision category is examined by five questions, with answers to vary from 1 to 5. Mean
scores range between 3.38 — 3.89 showing an adequate level of supervision at the hotel.
Employees seem to be relatively satisfied from their supervisor, in a wide range of issues.
However Q40 (My supervisor actively listens to my suggestions) scores the lowest value
(3.38) suggesting a rather low participation of emplovees in decision making processes which
involves a leadership style characterized as * process oriented™,

Correlntions
Q50 Q7 T ow T o» T ow ] o0&
Q50 Prarson Comelation [ Atk 618 577 % 661
Sig, (2-tailed) 001 000 000 000 000
N 45 45 45 a5 45 as
Q37 Pearson Comelation 64 ] 7T T 552 &I |
Sig. (2-tailed) 001 000 000 000 000
N 45 45 45 45 45 45
038  Pearson Comelation A8 74T ! Ba1 676 88
Sig. (2-talled) L] S0 SO0 A0 A}
N 45 45 45 45 4% 45
039  Prarson Corrclation T Tk B 1 S GRE ]
Sig. (2-iled) 0 0 00 0 A0
N 45 45 45 45 a5 L
Q40 Pearson Correlation R 5 o i 1 A5
Sig. (2-niled) 000 000 000 000 000
N 45 45 45 45 45 45
041, Pearson Correlation 93 3T TEE I~ RSl 1
Sig. (24ailed) 000 000 000 000 000
N 45 45 45 45 45 45

= Correlation is ':ipul'p:mt at the 0,01 level (2-1niled).

Table 4.35: Comrelations of Supervision variables
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A high positive correlation appears to link most of Sll.lpm'\"iﬂiﬂl'l items with job satisfaction.
The highest positive correlation is observed in Q40 (My supervisor actively listens to my
suggestions, r = (0.698) which in conjunction with the relative low mean score (3.38) suggests
that employee satisfaction can be increased more by increasing the participation of the
employees to decision making processes. Therefore, remedy actions have to be implemented
into this direction. Additionally, Q41 (My supervisor is an effective manager, r = 0.693)
indicates that employees demand high effectiveness and operational skills from their
supervisor in order to coop with the challenging operational environment of their hotel.

4.3.10 Training
Descriptive Statistics
N Minimuom | Maximum Mean Sad. Devintion
42, My Hotel provided me & much initial 45 2 5 3,80 786
training a% | meeded,
43, My Hotel provides me s much ongoing 4% 2 5 354 T12

uralning s needed, in order to meet the
requiremenls of my job,
Valid M {listwise) 45

Table 4.36: Training means

Training consists of two questions which deal with initial and ongoing training. Answers vary
between 2 — 5, with mean scores of 3.54 and 3.80. Employees are more satisfied with the
initial training they received by the hotel and a degree less satisfied with the ongoing training.

Carrelations
50, Q42 - (43 i
()50  Pearson Correlstbon | bds S
Sig. (2-ailed) 000
N 45 45 45
42 Pearson Correlation 45 J63 |
Sig (2-quiled) J0H J
L) 45 45 45
043 Pearson Comelation b6 i
Sig. (2-miled) 00 RLLi
M a5 45 45

=+, Correlstion is significont ot the 0,01 level {2-taibed).

Table 4.37; Correlations of Training varinbles
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Correlation table shows a strong positive mnﬂali;m between training and overall job
satisfaction. The correlation is stronger { r = 0.663) regarding the ongoing training (Q43)
indicating that employees pursue to improve their abilities and expand their knowledge in their
field of their working position. The more the hotel gives them this opportunity, the more the
employees feel satisfied. Considering that continuous training ensures that the workforce
performs at optimum levels, the specific item can be improved since the mean score (3.54) is
relatively low compared with the mean score of initial training (3.80).

4.3.11 Pay and Benefits

Deseriptive Statictics

M Minimum | Mazimam | Mean | Sid. Deviation
(344, [ am satisfied with ihe salary | get from the holel 45 1 . ] 336 L)
45, [ bolieve thal the beniefit package that my Hotel 45 1 L 147 1ol4
provdlifes ma ks very pood.
. [ think | have o sufficient amouni of annwal leave af 45 2 5 167 98
my Holed,
47, | believe my Hotel has a pood sick leave policy. 45 2 5 AT 151
48, [ believe the bealth inswrance that my Hotel offon 45 2 5 iTi 20
is good.
049, My hotel mainiains benelie that compane well o 45 2 5 364 By k!
other hotels th this area.
Walid M (Tistwisz) 45

Table 4.38; Pay and Benefils means

The big category of Pay and Benefits which is very important issue for every business is
examined by six Questions. Answers range from | — 5 with mean scores to vary from 3.36 to
3.73. Generally, pay and benefits stand on a moderate level at the hotel. Employees assume
that the benefit package offered to them is satisfying since no statement scores below neutral
{3.00). However they are more satishied with health related policies of the hotel { Q47, Q48)
since they score the highest means (3.73) than the salary they get from the hotel (Mean: 3.36)
and the benefit package (Mean: 3.47).




Q50 Q44 Q45 46 Q47 Q48 Q49

Q50 Pearxon Correlation 1 i S0 CiF a0 T

Sig, (2-tallod) 00 000 D00 000 000 000

N 45 45 45 45 45 45 45

08  Pearson Comelation 543 ] 352 I e i T

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

N 45 45 45 a5 45 45 45

Q45 Pearson Correlation T [T 1 CET 55 08 6T

Hig. {2=railed ) 0 00 A AN A0 A0

N 45 45 45 45 45 45 45

- == = - w T}

Q36  Pearson Corelation 592 534 1 T 70 798

Sig. (2-tailed) 00 000 000 000 000 000

N 45 45 45 45 43 45 45

(47  Pearson Comelation 57 T 585 AT 1 FEER Bz |

Sig. (2-tailed) 00 000 000 000 000 000

N 43 45 45 45 45 45 45

Q48  Pearson Correlation K T 50 T T iE 1 BT |

Sig, (2-tadled) 00 000 000 000 000 000

N a5 45 45 45 45 45 45

49  Pearson Correlstion T T T TR Bz B i
Sig, (2-ailed) 000 000 00 000 00 000

N 45 45 45 45 45 45 45

**, Correlation is significant af the 001 level (2-twibed ).

Table 4.3%; Correlations of Pay and Benefits variables

All the six statements included in the Pay and Benefits category are strongly correlated with
overall job satisfaction, as shown on the above table. As health issues are in high priority for
everyone, it is not a surprise that Q48 (1 believe the health insurance that my Hotel offers is
good) demonstrates the higher correlation among the other statements ( r = 0.701), Q45 (I
believe that the benefit package that my Hotel provides me is very good, r = 0.669) and
49 (My hotel maintains benefits that compare well to other hotels in this area, r = 0.649
) prove that a well-structured benefit package leads to high levels of job satisfaction.
Therefore, special attention should be given to the salary and the benefit package offered to
the employees, since both elements score the lowest means compared with the other

statements and at the same time they demonstrate strong correlation with job satisfaction.




CHAPTER 5
DISCUSSION-RECOMMENDATIONS

This research survey may be considered as subjective as any other research dealing with
personal aspects and opinions. Similarly, questionnaire responses are colored by the feelings
of the employees in a particular time. However, this was the aim of this survey: to capture the
feelings of the employees about their job in a certain time,

5.1 General Findings

Our findings regarding the context of overall job satisfaction in Agquamare Beach Hotel are
very positive and encouraging for the management. Overall Job Satisfaction measured by Q50
{ Overall I am satisfied with my Hotel as an employer) scored a mean of 3.98 with standard
deviation of 0.753. Mean score is well above average (3.00) in our measurement scale (1 - 5),
indicating that employees are generally satisfied with their work. However, after close
examination of our findings connected with personal characteristics and work-related
variables, it scems that there are specific factors which have to be improved. These factors are
strongly related with job satisfaction and if certain actions for improvement are taken, then the
overall job satisfaction of the employees will further increase.

5.2 Hypothesis Testing

» Hypothesis 1: “There will be a positive correlation between job satisfaction and
work-related characteristics at Aquamare Beach Hotel™.
Hypothesis 1 was confirmed, since the findings gleaned from this research indicate the
importance and strong relationship between job satisfaction and work-related variables. Thus,
certain work - related characteristics (Leadership and planning, corporate culture,
communications, career development, employee's role, recognition and rewards, teamwork
and cooperalion, working conditions, supervision, training, pay and benefits) have positive
influence on job satisfaction.

» Hypothesis 2: “There will be a positive correlation between job satisfaction and
employee age at Aquamare Beach Hotel™.




Hypothesis 2 is also confirmed by our findings. Empl;::yms of age calegory “51 and above™
seem Lo be the most satisfied at the hotel and the degree of satisfaction declines while the age
of employees is decreasing. Thus, studies of Hulin and Smith (1965), Quinn, Staines, and
McCullough (1974), Bedeian, Ferris and Kacmar (1992) suggesting that job satisfaction
increases as workers grow older are in line with our findings. It seems that older employees
are near the top of their career ladder and they are associated with more desirable job positions
compared with young employees who are at the bottom of the ladder. Furthermore, old
employees may have lower expectations than young ones meaning that they get more satisfied
with less things from their job environment than young employees who are more demanding
and seek for a challenging work environment.

# Hypothesis 3: “There will be no correlation between job satisfaction and employee
gender at Aquamare Beach Hotel™,
Hypothesis 3 is confirmed. Employee gender is not connected with job satisfaction at the hotel
since no significant difference observed in job satisfaction regarding gender. This is a strong
evidence thal management treats both genders equally and same opportunities are offered to
them.

» Hypothesis 4: “There will be either a positive or negative comrelation between job
satisfaction and educational level of the employees at Aquamare Beach Hotel™.
Hypothesis 4 is not supported by the results of the research. It was observed that job
satisfaction was increasing with educational level until the category of college graduates. The
last category, the university degree holders are less satisfied than the previous category
(college graduates), but still more satisfied compared with elementary and high school
graduates. The level of satisfaction in this particular field of interest is strongly related with
motivation in the job content. College graduates which found to be the most satisfied, seems to
be more motivated and challenged by their work that all the others. This is probably caused
due to the fact that their professional skills and qualifications are more aligned with their job
position requirements.

#» Hypothesis 5: “There will be a positive correlation between job satisfaction and
tenure of employees at Aquamare Beach Hotel".
Hypothesis 5 is not conflirmed by our findings. On the contrary, our results tend to support the
DeSantis and Durst research which found that years of service are negatively correlated with
job satisfaction (DeSantis and Durst, 1996). Job satisfaction is higher among employees with
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less than one year of service and then a decline in job satisfaction is observed with the increase
of tenure. This is a kind of worrying since dissatisfied employees with years of service may

seck for alternative employment.

5.3 Work-related Characteristics Findings

The analysis conducted in Chapter 4 about the influence of work related characteristics to job
satisfaction of the employees, showed a medium to strong positive correlation between them.
Job related determinants such as Leadership and Planning, Corporate Culture,
Communications, Career Development, Employee’s Role, Recognition and Rewards,
Teamwork and Cooperation, Working Conditions, Supervision, Training, Pay and Benefits are
closely linked with job satisfaction, thus by increasing them we get a greater level of
satisfaction. However, the detailed analysis revealed that a number of six statements
associated with those factors scored relatively low, while they were strongly correlated with
job satisfaction. Thus, management should focus on the below six particular statements (

included in five categories), where relatively low scores have been observed:

* Employees’ role (Category 5) : Q17 - 1 am given enough authority to make
decisions I need to make (Mean = 3,51, Correlation coefficient r = 0.523)

+ Recognition and Rewards (Category 6): Q23 - My Hotel gives enough recognition
for work that’s well done (Mean = 3.49, Correlation coefficient r = 0,.536)

* Supervision (Category 9): Q40 - My supervisor actively listens to my suggestions
{Mean = 3.38, Correlation coefficient r = 0.698)

*  Training (Category 10): Q43 - My Hotel provides me as much ongoing training as
needed, in order to meet the requirements of my job. (Mean = 3.64, Correlation coefficient
r=10.663)

= Pay and Benefits (Category 11): Q44 - | am satisfied with the salary [ get from the
hotel (Mean = 3.36, Cormelation coefficient r = 0.543) and Q45 - I believe that the benefit




package that my Hotel provides me is very good. (Mecan = 3.47, Correlation coefficient r =
0.669)

5.4 Suggestions/ Recommendations

Whilst it was found that the overall job satisfaction level at the hotel is high, it was also
observed that specific factors affecting job satisfaction need to be improved. Thus, some
recommendations in order to develop an action plan for further improving job satisfaction are

provided.

» First of all, supervisors have to develop a more employee criented leadership style and
to include their subordinates to decision making process. Employee participation will enhance
their loyalty and organizational commitment and will reinforce the feeling of responsibility
and ownership. Furthermore, by encouraging employees 1o participate (o this procedure, you
help them to become more creative and innovative. This kind of leadership is more strongly
cormrelated with lower turnover rates, higher productivity, lower emplovee stress and burnout
and higher employee satisfaction. (Hetland, Sandal and Johnsen, 1996).

* In connection with the above, managers should allow employees to act and operate
with a degree of freedom and have the opportunity to take personal actions for the benefit of
their Hotel. Understanding the background, skills and competencies of each of the hotel

employee, will create such environment.

* Recognizing and awarding achievements give employees a motivation to sel targets
and work for perfection. A well performed work or bright ideas should be recognized and
therefore will increase both satisfaction and performance. Assigning significant projects and
rewarding them for success, the feeling of loyalty and commitment is enhanced and they feel
valued and appreciated which also results in higher level of job satisfaction. In addition, this
measure motivates less productive employees to try harder in order to share the same benefits.
Into this direction, by developing and implementing a fair evaluating system, which will
closely connect individual performance with organization goals and objectives will definitely
assist the management o determine the kind of recognition and reward.




# Training is erucial in every business. Training is an ongoing procedure and the
management should focus extensively on it. Every employee in the hotel needs some type of
ongoing training to maintain effective performance or 1o adjust to new ways of work. Training
programs should be developed for this purpose. These programs should always be aligned
with the business strategy of the hotel and incorporate all the necessary elements for achieving
the aims and objectives of the business. However training programs should not be static, They
should always be evaluated and redesigned in order to determine their effectiveness.

s Compensation system at the hotel must also be linked to organizational objectives and
strategies. A performance orientation compensation program where pay and incentives reflect
performance differences among employees should be more effective for the hotel. Thus,
employees who perform satisfactorily will receive larger compensation increases, while poor
or marginal performers will fall behind. A good employer must always be willing to pay for
optimal performance.

The above recommendations apply to the whole population of the hotel. Since demographics
analysis was also made, additional recommendations may further increase job satisfaction, as

follows:

= Allow younger employees to seize the opportunities for promotion and growth in the
Hotel pyramid. Study has shown that younger are less satisfied than older ones, which may be
affected from less working opportunities they face or unrealistic expectations they have.
Applying even managers titles to them, such as “assistant shift manager”, or “senior
housekeeper” will increase their feel of invelvement and commitment to the Hotel; hence
become more satisfied.

® The employees that work at the Hotel for more than 4 years appear to be the most
dissatisfied. Hence, what they need is again to welcome, recognize, and appreciate their long
contribution to the Hotel. This can be done, through awarding them to the annual ball of the
employees of the Hotel, by giving them plaques, for example. Also, since they may be tired
working at the same department for a long time, with a little or no advancement, management

should examine ways both 1o move unhappy employees and/or giving them promotion.



s Finally, less satisfied employees seem to be those who are elementary and high school
graduates. This is probably due to the unchallenging position they hold or because they are
experiencing larger gaps between expectation and realities. What is needed to be done is to
enrich their job content with more responsibilities and tasks in order to feel valued and
respected. More opportunities are also necessary to be given to high educated employees
{university graduates), but in the bad economic era that we face nowadays it seems almost
impossible to happen immediately. It may be necessary for the management to inform
employees that after the economic depression, that both the sector and the country are facing,
more opportunities for individual advancement at the Hotel will be given.

After developing and implementing the action plan for improvement il is necessary (o
recvaluate job satisfaction with a similar research after a period of time ( 1 year is an optimum
period of time)

e
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APPENDIX 1 - QUESTIONNAIRE IN ENGLISH

AQUAMARE BEACH HOTEL

Please answer the following questions, by circling your answer. The following scale represents what

each number stands for:

Strongly Dizagree Dizagree Undecided ! Agree
Meutral

Strongly Agree

1 2 3 4

1. General management has clear aims and objectives.

2. There is adequate planning of corporate objectives.

3. Management does not play favorites.

4. Munagement does not say one thing and do another.

bl B ) b
| laa| al ] fem
| e dm] e
Wl e Lal LA

5. I believe that all the employees share the same vision and have common beliefs
and values.

ted
it
e
tahi

&, Individual initiative is encouraged in my Hotel

F-d
[F¥]
=
L

7. Quality is top priority for everyone in my Hotel.

(=]
A

8. Hotel's Management communicates frequent enough with the employees to
provide directions and receive feedback in order to be improved.

Pk
et
Ee
L* ]

2. 1 feel 1 can trust what the Management of the Hotel 1ells me.

10 There is adequate communication between departments,

11. My relations with the other staff of my department are excellent.

12. In my Hotel, employees avoid unnecessary conflicts,

LAV I
Rad | G| k| haa
o S O
Lhl LAl Ln] Wa

13. My hotel encourages me to solve any problems 1 face without cooperating
with others.

T
=
=

14, I have good possibilities for future career progression in my hotel.

15. 1 plan to continue my career at my Hotel,

16. I have opportunities to learn and grow

17. 1 am given enough authonty to make decisions | need to make,

18, 1 feel 1 am contributing (o my Hotel's mission.

19, 1 have the materials and equipment to do my job well.

20, If 1 do good work 1 can count on making more money.

21. If I do good work I can count on being promoted.

22. 1 feel | am valoed at my Hotel.

23. My Hotel gives enough recognition for work that's well done.

24. My salary is fair for my responsibilities,

25. | feel pant of a team working towards a shared goal.

B | b | B B B3] B B3 B3| R B Ba| S LB
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Undecided f Apree

Strongly Disagree Dizapree Strongly Agree
Neutral
1 2 3 4 5

26, 1 get all the support I need from my colleagecs at this department 1 23 4 5
27. 1 receive co-operation from all other departments {iinig 45
28, My colleagues help me even if 1 don’t ask them to. 1 2 3 4 5§
29, The workload is distributed evenly to all members of the staff. 1523045
30, One person can fully complete a task without cooperation with other

1 2 3 4 5
employees.
31. My physical working conditions are adequate to ensure my personal health

1 273 4.5
and safety.
32. I am satisfied with the time given to me to complete my work, 1 2 3 4 35
33, The amount of work expected of me is reasonable. i R -]
34, [ recommend employment at my Hotel to the people 1 know. 1 2. 3 4 35
35. I can keep a reasonable balance between work and personal life. P b SR
36. 1 think there are many changes that my Hotel has to do to achieve better 1 23 45
working conditions,
37. My supervisor deals with all employees fairly and ohjectively. it St ol >
38, My supervisor treats me with respect. 1 2 3 4 5
39, My supervisor handles my work-related issues excellently. 1 223 40 3
40. My supervisor actively listens (o my suggestions. 1 2 3 4 5
41. My supervisor is an effective manager. | i R R
42, My Hotel provided me as much initial training as T needed. 1 2 3 4 5
43. My Hotel provides me as much ongoing training as needed, in order 1o meet

3 . | R B

the requirements of my job.
44, 1 am =atisfied with the salary [ get from my Hotel. 1 2 3 4 5
45. 1 believe that the benefit package that my Hotel provides me is very good. 102340 3
46, 1 think I have a sufficient amount of annual leave in my Hotel, 1 2 3 45
47. 1 believe my Hotel has a good sick leave policy. L2340 5
48. 1 believe the health insurance that my Hotel offers is good. 12 3 4 5
49, My Hotel maintains benefits that compare well 1o other hotels in this area. e I R e
50. Overall | am satisfied with my Hotel as an employer. 1 2 3 4 3
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Please answer the following questions, by putting ¥ in the box that represents you:

51. Sex
a. Male O
b. Female O
52. Age
a. Less than 20 years O
b. 21-30 =
c. 31-40 O
d. 41-50 O
€. 51 and above U
53. Educational Background
a. Elementary school O
b. High school O
¢. University a

d. If anything else/more, please specify

54. For how long are you working at the Hotel?

a. Less than 6 months L]
b. & months to | year ]
c. 1-2 years O
d. 2-3 years o
e. 3-4 vears O

f. More than 4 years O

55, Which is vour department of work?

a. Administration/Accounting
b. Food and Beverage/Service
¢. Housckeeping services

d. Maintenance

e. Other

OO0OO00a0
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APPENDIX 2 - QUESTIONNAIRE IN GREEK - EPOQTHMATOAOI'TIO

Nopaxoho araviiote ong napaxdro cpewtiong, fiovies o wikko tov aviictogo apfips. H
akdlovin wdpaxa feipvm 1 evoepocuoreda o kil apipdg doo apopd TiIC arovTioDg

i DMite Avgeaven, .
Anmpavis AmokiTig Aderipeoved oba Bupparidh Eupapoavi

Euppiover Amohimoeg

1 2 3 4

1. H &edboven tov Epvoboyelov éyn Ofom Eexdbopong otdyons xm
embubEes.

2. Ymdpyo ool Ko EROPET)S Apoypappanauds and ) hetbuvon tou
Eevodoyelon dao apopé v vhorolnom tov atdgov mov Exn diog.

3.  H Swedfiovon tov Eevodogeion sivin avnikepevia] pe Gho 10 Rpocamicd ko
bev wavel Siapioei; 600 apopd o epyalijvous,

4.  H dwibvvon tov Eevodoyeiov drav anopacila om Ba wivel wim, 1o
epappoCeL AEv EpUpUOLE KT SIEPOPETING.

5. [hoteda én dhm o epyalopevol oto Eevodoyeio pov cuppepilovio o (o
Opap xo Exouy Kool Kidices afuiv KoL CUREEPLPOPGS

6. To Eevoboyeio pov eviappiver nig poonmyis apaotofovlicg oy
umel ATy axdpr) Ko av autEg Sev mEprypdpovio ota wafikovio Toug,

7.  H mopoxf) vmmpeoudy ymifc nowdtnas elva aphm apotepadmia oo
Epvobdoyelo pov.

8.  H Gedlvvorn tou Eevodoyeion, emmonmve] apretd ool pe Tong
e ATjous i va Rapipn katcufivacg ko va Aapfaver aonymoog. oot va
PehtucaBel.

9. Awbivopm om propt va epmotevtd g obyieg mov divovem and m
detfuvom tou Sevodogeion pow.

10,  Yripym cnopi)s emxowvevio wol ovvtonopis petalh oy dupopenixiv
THMpdTey Tov Sevodoyeion po.

11. Oneopiong pou pe 10 vadlowmo xposnrued Tov Tprjpatos pov ebwa dpuotes.

12. ZIro Zevoboyrio pov ol vmdAdnim anopeiryouy aypeiaotes evidog wm
oUYKPOLGELS.

13.  H Swibhwvom tov Eevoloyeion pe evilappivel dote va emlie pévog pov nig
duaxoiles g Sovkeuis pov, popls ™ cwvepyasia pe Tovg vRGLmROUG,

14, OnmbBavimyres peldovords avigng ko apoayarmc pou oto Sevodoyeio
elvon wuiég

15. Ewxomedo va cuveyion v sapiépa pov oo mapiv Eovodoyeio.

16. Mov divovom o eempies v oo wm va felndon g enayyeipnmcts
pOU IavaTnIE; oto Sevoboyelo pou.




Avagove AmoRiTIG Aneripeavid e Avapove, Euguguovis

Evjpoovis AmokiToeg

olTe Enppoved

1 F 3 4 5
17, ‘Exyw mv ehevBepla va maipvis povog pov 1 onopdoe; Tov ApERe oyEnikd T
ME TV Epyaoio pov.
18. Awbdvopm om coviogipn "POS oMy EALTEVEN TV aTdyey Tou theot 1 1 2 3 4 5
Bisifhovor) vz 1o Zevoboyeio pov, :
19. Mov rapéxovom dha o v xm o eEoriucpis mon ammTotvom yi vie 253 4
EXTEREmD T KaKoVIE oD CROTEALOUaTIRG.
20. Egpdaoy extelo ouvepnds anctl v eppeaia pon, Beapn ot Do aunbody I 2 03 4 §
o anohaflég pon, ’
21. Epdoov cxtehi ovvepbe omatd v epyaoia pov, Beopd 6 Ba mpoaybé i (D &
B vt ymAdTepo,
22, AwBavoum dmavayvopilopm exaprng wnd ) sebBuven tou Eevodoyelou | 2.8 4 %
it T1) UV TPOGEOPE jLow.
23, H Swibuvan tou Sevodogeion pov, avayvapiie xau emPpafeie to Wz 3545
mpocmmed mow extelel ta kaltjpeovid Tou tapa oAl KEAd
24, O poiddg pow Elva cavomomTeds oF ayfon pe T sufijoovio Ko Tig 1 2 % 4 &
gufives mov pow Eyouv avarebel.
ilhmﬂﬁuwmﬁnd#mpﬂu;pmmﬁﬁu;.nmdumﬂnmmmm ) P i b

Q.

26, 'Eyen &k mqv vmootipidn mou gperdlopm aed Tong ddous auvadiipoug | 2 3 4 §
TO Tyt pov,
27. Emﬁhm%mmﬁﬁmmmmlmmﬁmmu;ﬁmm 1 2 31 4 5
@l oov TUNuaTIY Tou EEvodoyeioy pou.
28,  OhouvGBekepoy pov pe BonBoly, axdyn xm av sev toug 1o [niodn. 1 23 3
29, H gpyoaoin watavépetal Sikma of Gho 10 RpoowRKd. PR Te 5
30, O xdfe vrdiiniog propei va pépa oE tépag oxmad RoTE Epyaoin Tow I 23 4 5
avarebel, yopis ™ ouvepyacio pe Toug dAloug unohAnlovs.
1.  Onowiixes cpyooiog elvn OF IKOVOTOUTTIRD EXIRESD Koy pov [ 2 3 45
eSaopaillow vhewd mepidliov epraciag.
32, Ta ypovish chaioia mov xafopilovia and v Siedbuvar) tov Eevodoyeion
po i v exteheatel paa epyacic eivin peodaotikd, dote va propel n epyacia 1 2 3 4 5
va vhomomBei popls mpofilipoto.
33. O pdprog epyociag mov pov avariBera eivin oe Lot daino. . R B
34, Ba mapirpuva Km Eiong yvooTong pob va gpooathioouy v 1 23 4§
gpyobotnboly ato Eovoloyeio pov, =
35. Mmopd va Smmpd woppomio peral ™ Epyaoing pov oto Eovodoyeio xm
™S Rpocwai); pou Cung. Anhaln, 1 opdpio, o popTog xal o ouviikes I3 48 5
epyadiog pov, Sev exnpealowy Ty ROWUTTA NS APOGHTIKTS W L.
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Arnpeover Aol iTems Ao mﬁ:ﬁ' Euppeovil Eujupaovas AmuliTiong
1 i 3 4 5

36. [hotedo 6m 1o Ecvoboyeio pov mpéxe va apofel oe pepihes alloyls, hote I 2 3 4§

v tetigel fedioom wov owinrdy epraciag.

37. O mpolotdpeves pov, pov cupmepppetm Sxma ko aviKEEvIKE, LFERi 40 S

38. O apolotdpevog pow, pov coprepMgEpetm pe cefaapd, 1 2 3 4 5§

39, O rpoiondpevos pow, yepilero a Bepata epyasiog pog dyoyo a4 s

40. O mpoloTipeEvos pow akober JE KPOoOYT) T5 WIOWEL Hov G0 apopd L 2 Xk %

epyaciaxd Oépara.

41. O mpolonipevo; pov Eivwa anotEeoponds ot SEGfoveT Tou TUjpoTog e

JLon.

42. To Epvodogelo, pod mopeiye exmuidevon o waovomomnxd fabpd, dote va T

aviene£Eilo ond v o) ong armjeng v kafyoivioy epyaaiog pov.

43. To Eevodoyelo, pob mepdye: ovver) exnalbevon dnote axmiteltay, Hote va s ial .

VTEROXPIVOPm EOX0AN 0TV, CREITHOEL TNG CPPRoing pon,

44,  Eipm eoyomotmmpives e 1o mobd mon pow Siver o Eevodoyeio. 1 2 3 4 5

45, [hoeio 6T 1o ouvolid ToKETe oovopny  mrok ey wm axpeinudtoy TR i AL

IO pou xopeyEl 10 Sevodoyeio , Eivon moAD toovOomoIm TG,

46.  Thoteion 6T pov Tepdpoviol Iemvomomnkes nuépeg dieins. 1 2 3 4 5

47, Thatebs 6n 1m0kt 1ov Sevobogeion ot Bépata abauby aobeveiag sivin Py e

T,

48. Thetein dn n aepepdpev aouiioti wiloym vyeing ehvm aokb | 2 3 4 &

IKEVOROAT LT, i

49. IMotedo 6T 1o ouvolied ROXETo ovovouxdy arohafkiy wm opelnpdtoy

o pov mapéyet o Epvoboyeio pov eiva omd Ta xulitepa of aolrykpuom iE @i 10425345 5

rmapdpoa Eevodoyein mg [Tapou.

50. Zvvohud, clpo 7okt wavorompévos, o) epyodotodusve; oto mapdv | 2 3 4 5

Ervoboyeio.

Mupakaio anaveiors pe | OTIS TUPEKATH EPOTHOES:
NMPOZQIKEE MAHPOMOPIEEZ

51. ko
@, Avipag O
B. Mwvaike O




52. Hiakia
a. Kéatw tav 20

p.21-30
y. 31 -40
.41 - 50
£ 51 o dvio

O000a0

53. Mappuwen
. Amdporrog Anpotikod
B. Arbportog MNopvasion/Avkeion
¥. Amoporrog [lavemommuion
8. Addo (mapaxadd Sievkpviots)

O00a0

54. N whoo ypovikd Subornpa epyaleote oto Zevoboyeio cog;
. Arydrepo and 6 piveg O

p. 6 pives péypr1 g O
Y. 1-2&m O
5. 2-3 &m 0
£ 3-4 &m O
ot. [lavie and 4 £m (|

55. e mowo tpijpa Tov Eevodoyeiov epyaleore;

a. Administration/Accounting
p. Food and Beverage Service
1. Zvvmijpnon/ Maintenance
&. Ymmpeoia Housekeeping

£ Akko

e R s G o B e R o




APPENDIX 3 - QUESTIONNAIRE CATEGORIES

1. Company’s leadership and planning

1. General management has clear aims and objectives.

2, There is adequate planning of corporate objectives.

31, Management docs not play favorites.

4, Management does nol say one thing and do another.

2. Corporate culture

5. 1 believe that all the employees share the same vision and have common beliefs and values

6, Individual initiative is encouraged in my botel,

7. Quality is top prionty for everyone in my Holel,

3. Communications

&. Hotel's Management communicates (requent enough with the employees (o provide directions and receive
feedback in order 1o be improved.

9. 1 Meel I can trust what the management of the hotel tells me.

10, There is adequate communication between departmenis,

I1. My relations with the other staff of my departmient arc excellent,

12, In my Hotel, emiployees avold unnecessary conflicts,

13, My hotel encourages me o selve any problems [ face without cooperating with others,

4. Career development

14. I have good possibilities for future coreer progression in my houel

15. 1 plan to continue my carcer in the Hotel.

L6, | have opportunilies o leam and grow

5. Emplovee's role

17.1 am given enough nuthority to make decisions I need to make.

18, 1 feel 1 am contributing o my Hotel's mission,

19. T have the materinls and equipment to do my job well,

6. Recognition and rewards

2. If 1 do good work 1 can count on making more moncy.

21, IF 1 do good work [ can count on being promoted.

22, 1 feel I om valued at my Hotel,

23. My Hotel gives enough recognition for work that's well done.

24, My salary is fair for my responsibilities.




7. Teamwork and co-operation

25. I feel part of a team working wwards a shared goal.

26. 1 get all the support [ need from my colleagues at this department

27. 1 receive co-operation from all other depariments

28. My colleagues help me even if [ don't ask them to.

39, The workload is distributed evenly to all members of the stafl.

30. One person can fully complete a task without cooperation with other cmployees.

8. Working conditions

31. My physical working conditions are adequate o ensure my peraonal health and safety,

32. 1 am satisfied with the time given to me o complete my work

33. The amount of work expected of me s reasonable

34, I recommend employment &t my Hotel to the people 1 know.

35, I can keep a reasonable balance between work and personal Tife.

36, [ think there are many changes thal my Hotel has 1o do o achieve better working conditions.

9. Supervision

37. My supervisor deals with all employees fairly and objectively

38. My supervisor treats me with respect.

39, My supervisor handles my work-related issues excellently,

40, My supervisor actively listens (o my suggestions

41, My supervisor is an effective manager,

10, Training

42, My Hotel provided me as muoch initial training as [ needed.

43. My Hotel provides me a5 much ongoing raining as needed, in order to meet the requirements of my job.

11. Pay and benefits

44 1 am satisfied with the salary 1 get from the hotel

45. 1 believe that the benelit package that my Hotel provides me is very good.

46. 1 think 1 have a sulficient amount of annual leave at my Hotel.

47. 1 believe my Hotel has a good sick leave policy.

48. 1 believe the health insurance that my Hotel affers is good.

49, My hote]l mainisins benefits thal compare well 1o other holels in this area.

12. Overall emplovee satisfaction

50, Overall [ am satisfied with my Hotel as an employer.




APPENDIX 4 - LETTER (-}F CONSENT

Dvear friend,

I am a Masters Degree Candidate at the Neapolis University of Paphos and, as part of my
Dissertation, 1 am conducting a survey at your Hotel, in order to improve the level of
communication and cooperation between Employees and Hotel Management. The results of
the research will be analyzed and presented to the Company in order to improve overall
service quality of the Hotel, by enhancing vour overall job satisfaction.

Answering the following questionnaire will take only 15 minutes of your time. If you agree to
participate in the survey it is important to know the following:

. The Questionnaire is anonymous and no question reveals directly or indirectly

your identity.

2. This survey has been approved by AQUAMARE BEACH HOTEL and the
findings will be presented to the management and will be used for the improvement of your
job satisfaction; hence service quality enhancement.

The aim is to collect accurate information, a necessary factor for the survey to be successful.
am sure that you understand the importance of the survey results and that you will answer with
accuracy and honestly.

Thank you in advance for your cooperation and time,

Sincerely,

Kyprianos Savva




