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ABSTRACT

This research aimed to study job satisfaction level of employees working
at Sheraton Krabi Beach Resort. As Sheraton Krabi Beach Resort is a new hotel,
all management are concerned about the issue of tum over in the hotel and they
want to know the level of satisfaction in order to control the issues related to tum
over. All management levels know that job satisfaction of employees is an
important dimension to being successful in a competitive market.

If the

employees' performance is poor in productivity, and high in absenteeism plus
high turnover, then these affect the hotel's profitability directly.
A survey of 264 non-managerial employees working at Sheraton Krabi
Beach Res01t is used to measure the job satisfaction level with 4 personal profiles
(age, gender, income, and division) and 5 job satisfaction characteristics (the job
itself, teamwork, leadership, rewards & benefits, and communications).

The

respondents were asked about their level of satisfaction with the hotel by using
job satisfaction characteristic. In this research, respondents' personal profiles
were used to provide a descriptive statistic and the difference between their
personal profile and job satisfaction. The essential measurement is to find out the
job satisfaction characteristic that influences the job satisfaction, and then the
multiple regression analysis was applied to develop the predictive model.

VII

The results in this research show significant variables, which came from
the personal profile and job satisfaction characteristic. Personal profile found that
only of them were significant to the job satisfaction that is Division while job
satisfaction characteristics found 2 characteristics that are significant to job
satisfaction which are the job itself and rewards & benefits.
The result of this study will help Sheraton Krabi Beach Resort to develop
new strategic plans or incentive schemes for non-managerial employees. The
management levels can increase employees' job satisfaction and avoid the causes
that make employees dissatisfied and decrease a high turn over rate in the hotel.
Therefore, the hotel can increase the revenue of their business by using these
results because employee satisfaction will relate to guest satisfaction that results
in revenue growth.

Chapter I
Generalities of the study
1.1 Introduction of the Study
The tourism and hospitality industry, in many parts of the world, is often
characterized as having a very high labour turnover. It is possible that many
individuals who may well be interested in this type of employment and who could
make a valuable contribution to the tourism and hospitality industry are deciding
to pursue some other vocational paths because of negative employment
perception. It may also be the case that individuals who have secure employment
in this industry either bring with them negative employer perception, or develop
this view as a result of employment experience. The answers to such questions
would seem to be important if this industry is to reduce its labour turnover, and to
secure a more positive estimation in the eyes of future employees.
In the history of hotels and restaurants, the advent of the major multiproperty chain is fairly recent. In earlier years, hotels and restaurants were for the
most part privately owned and operated. Many were "Family run". Hotels initially
were small. As they grew in size, management styles did not change a great deal.
They were still owned and operated by a single individual. As a result, the
development of management styles other than owner/ autocratic has been slow to
emerge. The move to more modern styles of management has lagged behind the
changes that have occrnTed in other industries.
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It is important to realize that hotels and restaurants are significantly

different from most other industries in terms of what is expected of the employee,
in turn, the manager or supervisor. The major product in the hospitality industry is
"Service" -e.g. service in the form of clean rooms, available when the guest
checks in. To provide the services that go with a hotel, people are needed. The
hospitality industry is very labor intensive. At the same time, the hospitality
industry is different from other industries in that the labor force is for the most
pmt unsupervised at the time the service is delivered.
In recent years, the tourism industry has become more important in terms
of the global economy. Tourism has created many jobs in Thailand, especially in
the Hotel business. From January to July 2004, 6.57 million visitors arrived in
Thailand, representing a 27 percent increase over 2003 (Tourism Authority of
Thailand, 2004). High employee satisfaction levels can reduce the number of
employee turnover. In order to increase the level of employee satisfaction, the
employers have to know the important factors that affect the employee, and
improve any part of those factors to increase employee satisfaction.
The researcher would like to present the background of Sheraton Krabi
Beach Resort. lt is owned by M.B.K. Hotels and Resorts Co., Ltd and managed by
Starwood Hotels and Resorts Worldwide Inc., as agent for the owner.
Employment contracts are between employees and M.B.K. Hotel and Resort Co.,
Ltd. Starwood Hotels and Resorts Worldwide, Inc. provides the management of
the hotel, including personnel and industrial relation administration, on behalf of
M.B.K. Hotel and Resort Co., Ltd. The address of Sheraton Krabi Beach Resort is
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management of the hotel,

including personnel

and industrial relation

administration, on behalf of M.B.K. Hotel and Resort Co., Ltd. The address of
Sheraton Krabi Beach Resort is 155 Moo 2 Tambon Nong-Talay Ampher Muang
Krabi 81000. Telephone number is (66 75)-628000. Fax number is (66 75)628028.
Sheraton Krabi Beach Resort has 246 rooms, which comprises 6 Executive
Suites, 30 Club Rooms, 100 Deluxe Rooms, and 110 Superior Rooms. The hotel
also has 5 outlets which include "Martinis", "Mangosteen", "Coco Vida", "The
Deck", and "Gecko" for everyone who enjoys eating. It offers many kinds of food
to the guest, such as Seafood, International food, snacks, bakery, and many kinds
of beverages. The facilities in the hotel are fitness centre, Tennis court, kids' club
for families, swimming pool, and Mandara Spa. Moreover, the hotel offers the
guest many kinds of water sport activities such as kayaking, canoeing, sailing,
scuba diving etc.

1.2 Statement of the Problem
At the beginning of the Third millennium, the hospitality and hotel
businesses have acquired a significant status in the world economy. These
businesses are being operated in a big way on an international level, and serve a
variety of guests speaking different languages and following different lifestyles.
The success of these businesses mainly depends upon the ability of its employees
to serve guests in an efficient manner. The ability of employees is closely linked
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to their own satisfaction level. Thus, satisfaction levels of employees become a
critical issue of concern for every hotel organization.
All management's level perceives that job satisfaction of employees is an
important dimension for being successful in a competitive market.

If the

employees' performance includes poor productivity, high absenteeism and high
turnover, then these problems will affect the hotel's profitability directly. The
standard of turnover at Sheraton Krabi Beach Resort should not more than 3
percentages. If turnover rate in the hotel is more than 3 percent, it will be a high
turnover crisis at the hotel (Human Resources Manager: Sheraton Krabi Beach
Resort). As shown in figure I. I, there is a high turnover at Sheraton Krabi Beach
Resort because the trend of turnover rate is more than 3 percentages and will
increase every month, which leads to spend more on recruitment and training of
new employees. Therefore, if the management level understands the employee's
feeling on their job well, it means that opportunity for success will be increased.
Turn

o .. ,

of Sh•r•!on K•obl B . . ~h R . . orl 200~ • 200~

Percentage

6.13

----·~

I
---~---

Figure 1.1: Turn Over of Sheraton Krabi Beach Resort 2003-2004
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This research focuses on finding the levels of job satisfaction of
employees working at Sheraton Krabi Beach Resort. Therefore, the following is
the statement of the problem for this research: "What is the level of job
satisfaction of non-managerial employees working at Sheraton Krabi Beach
Resort?"

1.3 Research Objectives
I. To determine the personal profile of non-managerial employees.
2. To identify the levels of satisfaction of non-managerial employees m
Sheraton Krabi Beach Resort using tl1e 'Job Satisfaction Characteristic'
3. To study the relationship of personal profile and job satisfaction,
4. To study fue 'Job Satisfaction Characteristic' that influences job
satisfaction of non-managerial employees in Sheraton Krabi Beach Resort.

1.4 Scope of the Research
This research concentrates on studying employees' job satisfaction levels
in Sheraton Krabi Beach Resort. The respondents are non-managerial employees,
who were selected from every division of the hotel.
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1.5 Limitations of the Research
This research is conducted to uuderstand the level of job satisfaction of
non-managerial employees who work at Sheraton Krabi Beach Resort about
their job satisfaction characteristic, which is the job itself, teamwork,
leadership, rewards & benefits, and communication. Then the limitation of
this research is as follows:
l.

The present research focuses on investigating the satisfaction
levels of employees working at Sheraton Krabi Beach Resort
hotel. Therefore its findings may not be generalized for
employees working at other hotels or other types of
organizations.

2.

The present research is conducted in a specific time period;
therefore its findings may not be generalized for all time frames.

1.6 Significance of the Study
As Sheraton Krabi Beach Resort is a new hotel, managements are
concerned about the issue of satisfaction. They would like to know the level of
satisfaction of non-managerial employees in order to control issues related to tum
over rate. The result of this study will help the hotel to uuderstand employees'
feelings, whether they are satisfied or dissatisfied with their jobs. It will also help
the hotel to develop new strategic plans or incentive schemes in order to increase
employees' job satisfaction, and to avoid the causes that make employees
dissatisfied.
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The hotel can increase the revenue of their business by using these results
because they can increase the employees' satisfaction, and decrease the employee
turnover rate in the hotel. As shown in figure 1.2, when associates are satisfied,
they will perform their duty well. It will be related to guest satisfaction. When
guests are satisfied with the service, it will be related to the revenue growth.
Associate Satisfaction
Care for
Associates

Guest Satisfaction

Revenue Growth

Care for
Guest

Care for
Business

-

Figure 1.2: Service Profit Chain

Source: Starwood Hotels and Resorts Company Limited strategic plan

1. 7 Definition of Terms
Communications referred to the process of sharing information, ideas, or

attitudes, resulting in a degree of understanding between a sender and a
receiver (Lewis, 1980).
Exit referred to a dissatisfaction expressed through behavior directed

toward leaving the organization (Stephen, 200 l ).
Hospitality referred to the quality of making people feel welcome and

comfortable; hotels and restaurants are often called the hospitality industry
(Kruse, 1982).

Hotel referred to a building where travelers can rent a room for a night, or
eat in a restaurant, or drink in a bar, and non-residents can eat and drink
also (Collin, 1994).
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.Job Satisfaction referred to the degree to which individuals feel positively
or negatively about their jobs. It is an attitude or emotional response to
one's tasks as well as to the physical and social conditions of the
workplace (Sche1merhorn, Hunt and Osborn, 1997)

Leadership referred to the process of influencing others to facilitate the
attainment of organization. (John and Michael, 1999)

Loyalty referred to a dissatisfaction expressed by passively waiting for
conditions to Improve (Stephen, 2001 ).

Motivation referred to t11e driving force within individuals that impels
them to action (Leon and Leslie, 2000).

Neglect referred to dissatisfaction expressed through allowing conditions
to Worsen (Stephen, 2001).

Non-managerial employee referred to the operation staff of Sheraton
Krabi Beach Resort.

Rewards & Benefits referred to the comparisons of the rewards &
benefits someone receives from his or her work to the effort he or she puts
into the work. (Michael and Stan, 1998)

Teamwork referred to a fonnal group comprised of people interacting
very closely together with a shared commitment to accomplish agreed
upon objectives. (Michael and Stan, 1998)

The job itself referred to the effect of a person's current job at a particular
company (Michael and Stan, 1998)
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Turnover referred to the number of employees who leave an organization
during a specific period of time is known as employee turnover (Plunkett
and Attner, 1994).

Voice referred to a dissatisfaction expressed through active and
constructive attempts to improve conditions (Stephen, 200 I).

Chapter II
Literature Review
This chapter comprises the definition of job satisfaction, job satisfaction in
hotel, theories related to employees job satisfaction, the definition of job
satisfaction characteristics (job itself, teamwork, leadership, rewards & benefits,
Connnnnications), employees turnover, demographics related to job satisfaction,
and empirical study.

2.1 Definition of Job Satisfaction
Job satisfaction has been considered in a variety of ways, and is defined
differently in various studies. Many researchers had given various definitions for
job satisfaction as the following;
From Stephen (2000), Robbin and Coulter (1996), they stated that ')ob
satisfaction" refers to an individual's general attitude toward his or her job. A
person with a high level of job satisfaction holds positive attitudes towards the
job; a person who is dissatisfied with his or her job holds negative attitudes about
that job. In general, when people speak of employee attitudes, more often than not
they mean job satisfaction. In fact, the two terms are frequently used
interchangeably. The evidence indicates that the most impo1iant factors conducive
to job satisfaction are mentally challenging work, equitable pay and other
rewards, supportive working conditions and suppmiive colleagues. Employees
tend to prefer jobs that give them opportunities to use their skills and abilities and
offer a variety of tasks, freedom, and feedback on how well they're doing.

45938 (
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Due to the above definition, it will be related to the idea of Wright and Noe
(1996), Reiley, Chatman and Caldwell (1991 ), all of them had the same ideas that
job satisfaction as an attitude in which when some people had a positive attitude
toward their work, enjoy their work and fulfill their needs. This attitude is
developed from their perceptions of their jobs. Therefore employees' level of job
satisfaction depends on his or her needs and hopes. Furthermore, they also briefly
mentioned about job satisfaction's factors associated with the job, including
working conditions, work policies, compensation, and relationship with co-worker
and supervisors. On the other hand, Mueller and McCloskey (1990) defined job
satisfaction as an individual career pleasure and affective feeling on the
interaction of employee. The factors that can affect the level of job satisfaction are
workplace, level of salary, relationship among colleagues, their personal
characteristics, value and expectation with the work environment, social
reputation and the organization.
Due to the definition of Warr, Cook and Wall (1979); they defined job
satisfaction as the degree to which a person reports satisfaction with intrinsic and
extrinsic features of the job. Total job satisfaction is the sum of all separate items
and overall job satisfaction is reported satisfaction with the job as a whole. Basic
components of total job satisfaction were determined to be extrinsic and intrinsic
job satisfaction.
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2.2 Job Satisfaction in Hotel
The hotel industry is a service and people-oriented business. In order to
achieve a successful goal among high competition, it is important that hotel
managers must know and understand how their employees feel at work and what
they demand. The amount of effort that an employee expends toward their tasks
depends on whether the reward meets their expectation (Simons & Enz, 1995).
However, Shore, Newton, and Thornton (1990) argued that there is a conceptual
difference between job attitudes and organizational attitudes. Satisfaction is a
measure of job attitudes, while ethical work climates are a measure of the
organization. It is suggested that an organizational measure of satisfaction be
tested to dete1mine if organizational satisfaction is influenced by ethical work
climate.
Abraham P. (1999) believes that most tourism experts agree that service
delivery is the biggest factor that contributes to the success or failure of tourist
attractions. In tourism enterprises, quality of service is directly related to the
performance of the employees. The performance is a function of their skills and
motivation. Therefore successful tourism cannot be achieved without the
availability of qualified and motivated employees.
Michael and George (2000)-state customer satisfaction has emerged as an
important component in the bottom-line success of service business. Satisfying
customers is especially important because it encourages repeat business and
fosters word-of-mouth advertising. An important source to satisfy customers is
satisfied employee. To fulfill employee basic demand, such factors are needed
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into an account: (I) appropriate mission, (2) right amount of work, (3) trust in
accomplishment. How do you like your job? The answer to this question is
probably the way most people view quality of work life. The definition of quality
of work life is the overall satisfaction received from a job. The factors affecting
job satisfaction can be divided into three main areas: (!) internal factors, (2)
external factors, (3) individual factors (Michale and Stan, 1998).

2.3 Theories Related to Employees Job Satisfaction
Job satisfaction is most important for employees who work in the field of
hospitality because it affects the performance and business. The fact leads many
researchers to find relevant factors that increase job satisfaction. In this research,
there are six theories related to motivating employees' job satisfaction: TwoFactor Theory, Maslow's Hierarchy of Needs, Acquired Needs Theory, Equity
Theory, Theory of Smith, Kendall and Hulin, and Integration Contemporary
Theories of Motivation Influencing Job Satisfaction.
According to the conceptual of Jerald (2002) related to job satisfaction, he
described that although many different approaches are attempted to study job
satisfaction; four particular ones stand out as providing our best insight into this
very important attitude.
1.

The "two-factor" theory of job satisfaction distinguishes
between two separate types of variables: those associated with
the job itself (e.g., chances for future growth and development),
known as motivators, and those associated with conditions
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surrounding the job (e.g., pay, relations with others), known as
hygiene factors. Motivators promote job satisfaction, and
hygiene factors help avoids job dissatisfaction.
2.

Value Theory claims that satisfaction is only a small gap
between what they have and what they desire.

3.

The social information-processing model specifies that people's
job satisfaction is based on attitudes they develop by contact
with their coworkers.

4.

The dispositional model of job satisfaction acknowledges that
some people are predisposed to be either satisfied or dissatisfied
with their jobs and tend to hold these attitudes over the course of
their working lives.

Two-Factor Theory (also called motivation-hygiene theory), it was
proposed by psychologist Frederick Herzberg based on the concept that an
individual's relationship to work is basic, and that one's attitude toward work can
very well detennine success or failure. Herzberg investigated the question "What
do people want from their jobs?" He asked people to describe, in detail, situations
in which they felt exceptionally good or bad about their jobs. These responses
were then tabulated and categorized. According to the theory, hygiene factors are
sources of job dissatisfaction. They are associated with the job context or work
setting; they relate more to the environment in which people work than to the
nature of the work itself. The motivator factors identify means to improve job
satisfaction. The theory directs attention toward an entirely different set of factors.
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These factors are related to job content, what people actually do in their work.
Adding these satisfiers or motivators to people's jobs is Herzberg's link to
performance.

Dissatisfaction
J

Satisfaction

•

J

Motivators

Hygiene Factors

•
•

•
•
•

•

•
•

Quality of supervision
Pay
Company policies
Physical working
conditions
Relations with others

•
•
•

Promotion opportunities
Chances for personal
growth
Recognition
Responsibility
Aehievement

Figure 2.1: Herzberg's Two-Factor Theory
'Maslow's Hierarchy': Abraham Maslow's hierarchy of needs theory
identifies five distinct types of individual needs: From self-actualization and
esteem at the top, to social, safety, and physiological at the bottom (Maslow,
1970).

elfctualization
Esteem
Social
Safety
Physiological

Figure 2.2: Maslow's Hierarchy of Needs
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From the theory of Maslow, it separated the five needs into priorities.
Physiological and safety needs are assigned as lower-order needs, while social,
esteem, and self-actualization needs as higher-order needs. The difference
between the two orders was made on the premise that higher-order needs are
satisfied internally (within the person), whereas lower-order needs are
predominantly satisfied externally (by such things as salary, union contracts, and
tenure). The characteristics of the individual stages are: (l) fulfill self-contentment
(2) respect, recognition, need for self-esteem, competence (3) love, sense of
belongingness (4) security (5) food, water, and sustenance.
Due to the theory of David I. McClelland, he identified three themes
individually corresponding to an underlying need that he believes is important to
understand individual behaviour. They are: (l) the need for achievement (nAch)the desire to do something better or more efficiently, to solve problems, or to
master complex tasks. (2) The need for affiliation (nAft)- the desire to establish
and maintain friendly and warm relations with others. (3) The need for power
(nPower)- the desire to control others, to influence their behaviour, or to be
responsible for others.
1. Achievement need

2. Power need

3. Affiliation need
Figure 2.3: Acquired Needs Theory

To understand
Individual behaviour
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The existence group is concerned with providing basic material existence
requirements, including the items that Maslow considered to be physiological and
safety needs. The second group of needs is the desire we have for maintaining
important interpersonal relationships. These social and status desires require
interaction with others to be satisfied, and they align with Maslow' s social need
and the external component ofMaslow's esteem classification. Finally, the growth
needs an intrinsic desire for personal development. These include the intrinsic
component from Maslow's esteem category and the characteristics included under
self-actualization.
Later, Equity Theory, developed by J. Stacy Adams, explained that
employees make comparisons of their job inputs (i.e., effort, expenence,
education, and competence) and outcomes (i.e., salary levels, raises, and
recognition) relative to those of what we put into it (inputs), and compare
outcome-input ratio with outcome-input ratio of relevant others (Robbins, 200 I).
When people gauge the fairness of their work outcomes relative to others, any
perceived inequity is a motivating state of mind. This occurs whenever someone
believes that rewards received for their work contributions compare unfavorably
to the rewards other people appear to have received for theirs. When such
perceived inequity exists, the theory states that people will be motivated to act in
ways that remove the discomfort and restore a sense of felt equity. Felt negative
inequity exists when an individual feels he/she received relatively less than others
have in proportion to work inputs. Felt positive inequity exists when an individual
feels that he or she has received relatively more than others have.
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Perception

Ration Comparisons

[

OIIA < Oils

(

OIIA -

Oils

l

(

OIIA >

Oils

)

}

Inequity due to being under rewarded

(

Equity

Inequity due to being over rewarded

•

Where OIIA represents the employee, and 011 8 represents relevant others.

•

Note: 0 is outcome and I is input.

Fignre 2.4: Equity Theory
According to the theory of Smith, Kendall, and Hulin (J 969), job
satisfaction represented several related attitudes. It contained five dimensions that
represented the most impo1tant characteristics of the job about which people had
affective response toward job satisfaction as follows:

I. The work itself: The extent to which the job provided the individual
with interesting tasks, opportunities for learning, and the chance to
accept responsibility.
2. Payment: The amount of financial remuneration that was received and
the degree to which this was viewed as equitable to others in the
organization.
3. Promotion opportunities: The chance for advancement in the
hierarchy.

J
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4. Supervision: The abilities of the superior to provide technical
assistance and behavioral suppo1t.
5. Co-worker: The degree to which fellow workers were technically
proficient and socially supportive.

Equity
cosnparison

Ability

Individual
Effort

Individual
Performance

Organizational

Satisfaction

Rewards

Dominant
neerls

Goals direct behaviour

Figure 2.5: Frameworks of the Integration Contemporary Theories of
Motivation Influencing Job Satisfaction
The flowchart in figure 2.5 shows effort as the beginning point of the
model. Motivated employees have the desire to initiate a task with their effort.
Whether their motivation is sustained over time depends on the remaining
elements of the model, which are categorized into two major segments: (I) the
effort-performance link and (2) the outcomes-satisfaction link. The combination
of goal and ability determines the extent to which effort is successfully
transformed into performance. Proceeding to the outcomes-satisfaction segment
of the model, the importance of perceived equity, reward and needs stands out.
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Individuals must believe that the rewards offered are appropriate, not only for
their personal performance level but also in comparison to the rewards achieved
by "similar" others.

2.4 Definition of Job Satisfaction Characteristic
Because human resources managers often serve as intermediaries between
employees and management in conflicts, they are concerned with job satisfaction
or general job attitudes of the employees. Philip Applewhite has listed the five
major components of job satisfaction as "(!) attitude toward work group, (2)
general working conditions, (3) attitude toward company, (4) monetary benefits,
and (5) attitude toward supervision. Other components that seem worth to be
added are the individual's state of mind about the work itself and about life in
general. The individual's health, age, level of aspiration, social status, and
political and social activities can all contribute to job satisfaction. A person's
attitude toward his or her job may be positive or negative. As mentioned earlier, a
wide range of factors affect au individual's level of satisfaction. While
organizational rewards can and do have an impact, job satisfaction is primarily
determined by factors that are usually not directly controlled by the organization.
For many years, managers generally have believed that a satisfied worker
is necessarily a good worker. In other words, if management could keep all the
workers "happy", good performance would automatically follow. The types of
rewards that an organization offers its employees play a crucial role in
determining the level of motivation. In addition, rewards have an impact on the
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quality and quantity of personnel that the organization is able to recruit, hire, and
retain. Organizational rewards include both intrinsic and extrinsic rewards
(Lloyed and Leslie, 1984).
Herzberg and Synderman (1966) identify the following five items as
satisfiers: Achievement; recognition; work itself; responsibility; and opportunity
for advancement. Two job characteristics that have been used to explain job
satisfactions are extrinsic job rewards (such as income, promotion opportunity,
and security), and intrinsic job characteristics (such as autonomy and
opportunities for self-fulfillment) (Mortimer, 1979). Voydanoff (1978) posited
that the relative importance of either intrinsic or extrinsic perceived job
characteristics might vary by occupation. The most important intrinsic
characteristic

was

self-expression,

while the

most

important

extrinsic

characteristics were financial rewards, promotion, and role strain.
Robbins (1998) stated the main factors that affect job satisfaction are
mentally challenging work, equitable rewards, supportive working conditions and
supportive colleagues. Also employees in companies with an equitable wage and
salary scheme and promotion policies tend to be more satisfied. Not only salary
that causes employees to feel satisfaction but the perception of fairness of the
payment scheme. England and Alexander (1978) found that the job characteristics
such as high payment, working conditions, and opportunity for promotion are
more likely to lead to job satisfaction for workers for whom the cmrelation
between what the job provided and what employees wanted from their job was
low.
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Employees feel good about their contribution to the success of the hotels,
but they also believe that their compensation is inadequate. Their satisfaction
improves when they feel they are involved in decision-making, receive adequate
training, and are recognized for their contributions. Empowe1ment is recognized
as an important tool for improving employee morale and performance (Lawrence,
1992). Employee dissatisfaction can be expressed in a number of ways. For
example, rather than quit, employees can complain, be insubordinate, steal
organizational prope1ty, or shirk a part of their work responsibilities (Stephen,
2001). The figure below offers four responses that differ from one another along
two dimensions: Constructiveness/destructiveness and activity/passivity.
Active
Exit

Voice

Destructive

Constructive
Neglect

Loyalty
Passive

Figure 2.6: Responses to Job Dissatisfaction

Exit and neglect behaviors encompass our performance variablesproductivity, absenteeism, and turnover. But this model expands employee
response to include voice and loyalty-constructive behaviors that allow
individuals to tolerate unpleasant situations or to revive satisfactory working
conditions. It helps us to understand situations, such as those sometimes found
among unionized workers, in which low job satisfaction is coupled with low
turnover. Union members often express dissatisfaction through the grievance

Satisfaction Level of Non-Managerial Employees 23

procedure or through formal contract negotiations. These voice mechanisms allow
the union members to continue in their jobs while convincing themselves that they
are acting to improve the situation (Stephen, 2001 ).
Lloyd and Leslie (1984) concluded the major factors that influence an
individual's level of satisfaction. The lower portion shows the behaviors generally
associated with high and low levels of satisfaction. A high level of satisfaction
leads to organizational commitment while a low level of satisfaction or even
levels of dissatisfaction resulted in behavior detrimental to the organization
(turnover, absenteeism, tardiness, accidents). For example, employees who like
their jobs, supervisors, and factors related to the job, are more likely to be royaJ
and devoted to their organization. On the other hand, employees who strongly
dislike their jobs or any related factors will probably act out their feelings by
being late or absent, or by taking more covert actions to disrupt the organization.
The satisfaction reflects the individual's attitude toward the sitnation
Alistair, Dennis Donald and Ray, 1997 said that age discrimination in
employment is not a problem of the hospitality industry alone. It is important that
employers are sensitive to the arguments attendant on debates about the relative
merits of older employees'

vis-a-vis younger workers. Moreover, job

classification systems are in essence a reverse job ranking exercise, in that a
number of job grades are determined by reference to clearly defined factors such
as skill level or responsibility, and then jobs are compared with these grade
definitions and allocated accordingly. In the case of all of job ranking, paired
comparisons and job classification the aim is to produce a satisfactory grading

Satisfaction Level of Non-Managerial Employees 24

system for jobs within an organization. Traditionally, hotel and catering workers
have been marginalized from the labor movement principally because of the
nature of the job and the unsocial working hours (Head and Lucus, 1998).
Furthennore Hufbauer (1994) said that hotel and catering workers are often
reluctant to become involved in union activities because of benefits such as
tipping, subsidized food and accommodation.

2.4.1 Definition of the Job Itself
The content of work itself is another major source of satisfaction. Work
attributes are related to work interest, satisfaction includes the opportunity to use
one's valued skills and abilities, the opportunity for new learning, creativity,
variety, difficulty, amount of work, responsibility, non-arbitrary pressure for
performance, control over work methods, and work pace (autonomy), job
enrichment (which involves increasing responsibility, and control), and
complexity (Maher, 1971; Locke, 1973).
Benton and Halloran (1987) stated that job design and autonomy, and
responsibility were critical areas for most individuals. When jobs were too
strnctured, employees lost interest in perfomring at maximum level. Recognition
was another factor contributing to how good the job was thought to be. When
recognition was provided for individuals, it acted as a significant force bearing on
how intensely they worked.
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2.4.2 Definition of Teamwork
Michael and Stan (1998) defined that teamwork is a formal group
comprised of people interacting very closely together with a shared commitment
to accomplish agreed upon objectives. The work group does serve as a source of
satisfaction to individual employees, primarily, by providing group members with
opp01tunities for interaction with each other. Referring to the Hierarchy of Needs
Theory, social needs explained that humans need social interaction from their
workplace in supporting, cooperating with, comforting, advising, and assisting the
individual worker. Therefore, there are many activities that involved the
relationship between the employee and employee, or employer and employee,
such as coffee break time, suggestions box within the organization, annual
meeting, etc.

2.4.3 Definition of Leadership
Hollander (1985) specified that leadership is a process whereby an
individual influences the group toward the attainment of desired group or
organizational goals. Leadership is a key element in the functioning of any
organization. The success of an organization is often attributed to the quality of its
leadership, as well as the failure. One major concern of any organization is how to
attract, train, and keep people who will be effective leaders (Terence and James,
1987). Beside, Lussier (1994) has defined the supervisor as a first-line manager
responsible for achieving departmental objectives through employees. A
Supervisory style is a variable in job satisfaction. If a supervisor is an
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authoritarian leader who does all of the organizing, planning, and instructing in
addition to commanding and demanding, this could create low morale within
subordinates who desire a more democratic type of leadership. On the other hand,
a manager who seeks feedback and participation from employees who want a
strong decisive leader may be perceived as weak (Jayne, I 989).
Leslie and Lloyd (1982) said that the definition used in supervision is the
first level of management in the organization, and is concerned with encouraging
the members of a work unit to contribute positively toward accomplishing the
organization's goals. This means the supervisor does not do the operative work,
but sees that it is accomplished through the efforts of others. This definition is
simple, yet the job of supervision is quite complex. The work is varied, complex,
and extremely difficult to master. Yet, mastery of supervision is vital to
organizational success because the supervisor is the management person most of
the employees see and deal with every day. Many workers feel down and out
because of ineffective or unfair supervision. When employees are left out of
decision-making, are not appreciated for their contributions, or are made to feel
insignificant, mere cogs in the machinery, a poor attitude often develops (Jayne,
1989). Managers who humiliate or mistreat employees and fail to communicate
with them in constructive ways often contribute to the alienation of workers
(Jeffrey, 1981).
Moreover, when attempting to understand human behavior, the supervisor
should always remember that people do things for a reason. The reason may be
imaginary, inaccurate, distorted, or unjustifiable, but it is real to the person. The

Satisfaction Level of Non-Managerial Employees 27

reason must be identified before the supervisor can understand the person's
behavior. All too often a supervisor disregards an employee's reason for a certain
behavior as being unrealistic or based on inaccurate information. Managers should
be concerned with the level of job satisfaction in their organizations for at least
three reasons: (I) there is clear evidence that dissatisfied employees skip work
more often and are more likely to resign. (2) It has been demonstrated that
satisfied employees have better health and live longer. (3) Satisfaction on the job
carries over to the employee's life outside the job.

2.4.4 Definition of Rewards and Benefits
Stephen (2000) said that employees want pay systems and promotion
policies that they perceive as just, unambiguous, and in line with their
expectations. When pay is seen to be fair, based on job demands, individual skill
level, and community pay standard, satisfaction is likely to result. Similarly,
individuals who perceive that promotion decisions are made in a fair and just
manner are likely to experience satisfaction in their jobs. Kathleen (2001) stated
that it is important to consistently and fairly reward employees for their efforts.
One of the most important aspects of a successful incentive program is developing
objective, unbiased methods of measuring behavior.
Jae (1995) said that since behavior is largely based on our perceptions of
our environment, and since pay is part of our perceptual field, it follows that
employee's view of their pay must correlate with some aspects of work behavior.
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Smith and Wakely pointed out that theorists have viewed pay from several
standpoints as follows:
l. Money is a general means to satisfying needs.
2. Money is a basic incentive.
3. Money may be an anxiety reducer.
4. Money keeps workers from being dissatisfied but dos not motivate.

5. Money is an instrument to attaining a valued goal.
Motivation and rewards are connected because rewards are given on the
understanding tliat employees are motivate<l to commit themselves to perform to
satisfactory levels at the work place. The human resource management approach
and modern ideas about employee motivation go hand-in-hand with an emphasis
on the social aspects of work. Human beings on the whole work better in groups,
they respond to the stimulation of feedback on their achievements, and there are
synergies in ternIB of improved ideas and methods of working to be gained from
having people work in teams rather tban as isolated individuals (Margaret and
Coroline, 1999). Reward systems are the mechanisms for defining, evaluating,
and recognizing performance. Organizations attempt to motivate employees
through reward systems. Rewards can be financial (such as pay, commission,
bonus, profit sharing, pensions, employee stock options, or fringe benefits) or
nonfinancial (for example, praise, promotions, status, additional assignments,
special awards, or commendations) (Lussier, 1994). Reward systems must benefit
both the manager and the organization. Rewards can be formal and tangible such
as cash bonuses, or informal and intangible such as verbal praise and recognition,
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and should reward both short and long term performance, if they are to be
effective as part of long term strategy implementation (Michael, Eliza and Joseph,
1992).
Peel ( 1992) stated that the Promotion opporttmities of an employee in an
organization are concerned with career path- the lines of advancement within an
organization for the individual. Promotion must be seen as fair, open and flexible;
responsive to individual needs and circumstances. Promotion should lead to the
better matching of the growing skills and experience of the individual to the needs
of the organization for the benefit of both. It is motivational in prospect and in
achievement, both of the individual being promoted and for others; it offers all a
target to aim at. Promotion creates opportunities: for the individual concerned,
there is the chance to move higher again; for others, a vacancy has been created to
which they can aspire. Dibble (1999) said that career opportunity was moving up
the hierarchy. Employees' benefit was by experiencing greater satisfaction about
their ability to achieve results on the job by taking responsibility for their career.
The organization benefits by having employees with more skills and who are
more productive.
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2.4.5 Definition of Communications
Lewis (l 980) defined that communication is the process of sharing
infonnation, ideas, or attitudes, resulting in a degree of understanding between a
sender and a receiver. Terence and James (1987) suggested that communication is
the lifeblood of the organization. That information must reach the right decisionmaker, be clearly understood and believed, and be weighted correctly.

2.5 Employee Turnover
Most of the literature on employee turnover suggests that labor turnover is
a "hidden" cost for most organizations. Additional recruitment and training costs
must be incurred as well as a resulting decrease in productivity. In the early
1980s, some studies suggested that total turnover costs run from a minimum of
US$50 for a new kitchen helper to several thousands for a top executive
(Lungberg & Armatas, 1980). In addition, the intangible costs of turnover are
notable in the areas of employees' morale, employee productivity, reputation and
goodwill of an organization (Hogan, 1992) that may result in loss of customers,
quality of products and services (Johnson, 1981). Satisfaction and commitment
are negatively related lo turnover intentions, and satisfaction is positively related
to affective connnitment. (Randi and Galen, 1994)
Each time a position is vacated; a new employee must be hired and
trained. This replacement cycle is known as turnover. As a result of current and
impending labor shortages, turnover is now commanding the attention it deserves.
Fifteen or 20 years ago, hospitality managers seldom worried about where their
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employees would come from. At that time, turnover averaged about 60 percent
annually for most hospitality companies and triple-digit turnover was not
uncommon. Even so, the supply of available workers always exceeded the
demand.
Bill (1994) suggested that all turnovers are a management problem, either
because management failed to provide a productive working environment or
because the wrong person was hired in the first place. Don't blame the workers;
all they did was asking for a job. It was management that gave it to them. The
simple truth is that your staff leaves because they did not want to stay, mainly
because they are not getting what they want from the job.
Bill (1994) also mentioned that turnover is:
•

Resignations with less than two weeks' notice. Employees who abandon
their jobs (no show, no call) or leave with less than two weeks' notice
are delivering a message. If the working environment in your operation
is so oppressive that good workers lose faith, get angry, or care so little
about the company that they would knowingly leave you hanging, it will
show up in this category.

•

Terminations (except temporary staff). When workers do not succeed in
their jobs and termination is the only recourse, the problem can be
attributed to one of two possibilities. Either there is a breakdown in the
staff selection procedure and you are accepting unqualified applicants, or
the quality of the working environment, professional training, and staff
development (coaching) is suspect.
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2.6 Demographics and Job Satisfaction
Many studies have found a positive relationship between age and job
satisfaction. Generational difference and/or life cycle effects have explained this
relationship. Concerning the life cycle, three explanations or theories have been
offered. First, the relationship of age to job satisfaction depends on the nature of
the job itself. Individuals make progress with respect to both intrinsic and
extrinsic rewards through job change. Thus, older workers are more likely to be
satisfied with their jobs. Second, older workers are more adjusted to work
standards, values, or demands of their jobs. Therefore their needs are more likely
to be met. Third, over time, workers tend to adjust their values to the conditions of
the workplace, depending upon the extrinsic or intrinsic rewards from the job
(Mottaz, 1987).
For instance, Kalleberg and Karyn (1983) found a positive relationship
between age and job satisfaction due to the differences in work value and job
rewards and explained this relationship on the basis of cohort and job change
theory. Age and experience on the job usually bring greater competence, selfconfidence, esteem, and a higher level of responsibility in which a person may
feel a greater sense of accomplishment (Muchinsky, 1990)
Though there are differences in explaining the relationship between age
and job satisfaction, and differences in the functional fom1 of the association of
age and satisfaction. Most studies have found a positive relationship between age
and job satisfaction (Wright and Richard, 1978; Janson and Jack, 1982; Kalleberg
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and Karyn, 1983; Hopkins, 1983; Lincoin and Ame; 1985; Mottaz, 1987; Martin
and Constance, 1989).
The association between education and job satisfaction is unclear. Both
positive and negative (Hopkins, 1983; Lincoin and Ame, 1985; Holmes and
Butler, 1987) effects have been found. Education is one form of human capital.
Workers who are better educated are more likely to be competitive in labor
markets and to obtain intrinsic and extrinsic job rewards. Those job rewards are
associated with workers' satisfaction. On the other hand, higher education also
creates higher aspirations and expectations for these same workers. Workers with
higher education are more likely to be dissatisfied if they are unable to obtain the
type of job or job rewards they believe they deserve.
Martin and Constance (1989) found that the relationship between
education and job satisfaction was positive for both men and women. However,
the effect of education on job satisfaction was non-significant net of job
conditions and rewards. After adjusting for wage-earning status (economic
responsibility), job conditions and rewards, the effect of education on job
satisfaction was positive.
The length of service implies seniority for the worker, which might result
in higher pay. Workers who have been with the same company for a longer time
are more likely to adjust to their working environment, and be familiar with how
to obtain more resources in their workplace. As a result, these workers are more
likely to be satisfied with their job. Those who have a shorter length of service
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may be less committed to the firm and more likely to quit the job in the event that
another job becomes available.
In the study, the relationship between the length of service and job
satisfaction is expected to be positive. Jayne (1989) posited that unless an
individual has been unemployed for an extended period of time, the older he is,
the more job experience he has. More mature workers generally have a more
serious attitude toward the job and are more reliable and loyal. Furthermore, the
longer someone works, the higher the job satisfaction. If a worker stays with the
same company, morale does improve. The person probably evaluates the situation
and decides that things aren't so terrible after all.
Research in sex differences in job satisfaction has been conducted, but
findings are inconclusive. According to a reference, women's earnings average
only 70 percent of men's, and while women face some discrimination mentioned
earlier (Judy and Basia, 1988). When gender is considered, it appears that women
are less likely to be satisfied with their job than men (Savery, 1996). Research on
the relationship between job satisfaction and sex is inconsistent.
Some studies report that males are more satisfied than females, some
report no differences. Hulin and Smith (1964) think that sex differences are due to
differences in education, pay, and tenure and those males and females are equally
satisfied with their jobs when these factors are controlled.
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2. 7 Empirical Study
The researcher found some of empirical studies related to this research.
Many researcher studies about employee job satisfaction and the main factors
influence on the job satisfaction in the tourism industry as following samples;
From the research of Lam T., Zhang H., and Baum T. (2001), they
investigated the employees' job satisfaction, the case of hotels in Hong Kong. The
study examined the relationship between demographic characteristics of hotel
employees and job satisfaction, and examined the importance of job variables.
This research used demographic characteristics (age, educational level, length of
employment, marital status) and six variables (Work Itself, Promotion, Pay,
Supervision, Co-workers, and Job In General) to measure job satisfaction. The
objectives of this study are (I) to investigate the importance of job aspects as
perceived by employees, (2) to assess the employees' job satisfaction levels
towards the job aspects, and (3) to examine the relationship between employees'
demographic characteristics and job satisfaction towards the job aspects.
Frequency was computed for the demographic items, and the relative
importance of the five categories of variables. One-way ANOVA and
Independent-samples t-test were used to assess for significant difference of
variable mean scores among demographic variables. Duncan's Multiple-Range
test was used to find out outstanding groups for nature of each demographic item.
The result of this study found that demographic characteristic statistically
significant differences were found. Moreover, there are significant differences
between demographic characteristics of hotel employees and the six variables.
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The well-educated hotel employees and those with more than 10 years of service
were not satisfied with their jobs. Pay was considered as the most important
category attributing to job satisfaction, followed by promotion employees in the
age group 21-25 were more satisfied with co-workers than the others. The
research found that age group of employees usually have lower expectations of
promotion, supervision and the work itself, and were more willing to accept their
situation.
Another research from Michael A. S. and George R. G. (1998), they
studied employee job satisfaction within different departments of a major hotel
chain. The purpose of this study is to suppo1t the work of others, using data from a
carefully controlled sample, to establish associations among the survey questions
and to suggest some policy recommendations that would be applicable to the
service industry in general.
This research instrument was administered to all employees in three
departments; Food & Beverage, Room Cleaning, and Sales & Marketing. The
instrument included 13 opinion questions. The responses were codes using a 5point Like1t scale, with a score of "5" indicating the employee strongly agreed
with the issue and score of "l" meant that the employee strongly disagreed with
the issue. The research used correlation analysis to detennine the predictor issues
within each department that employees associate with overall satisfaction, and
used analysis of variance and the paired t-test to determine whether there is a
discernible difference in overall satisfaction among the departments.
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The finding from this research shows that the employees were happiest
when explored in the topic that (!) their work makes a real contribution to the
success of the hotel. (2) The hotel is committed to issues of equal employment
opportunity and diversity to them. (3) Supervisor listens and responds to what
they have to say, respectively. It is, however, to be expected that in most
organizations employees generally feel that their contributions are important. On
the other hand, the largest dissatisfaction and unhappiness came from perceived
low compensation. From this research, 39.9 percent of the employees felt that
their pay was right for the job they do.
The research and theoretical interested in job satisfaction between
employee satisfaction and job performance. It is an important area to study
because of the potential economic benefits to employees and the morale benefits
for employees. For Sales & Marketing department, pay considerations had the
highest con-elation with job satisfaction. In this study, the question of "When
things go well in my job, my contributions are recognized" was highly correlated
to job satisfaction for the Room Cleaning and Food & Beverage departments. A
comparison of the departments of Sales & Marketing and Room Cleaning reveals
that completely different issues con-elated with overall satisfaction. Pay is the
most imp01iant issue for Sales & Marketing department whereas in the Room
cleaning department, being comfortable with the supervisor is the top-rated factor.
In the Food & Beverage department, decision-making is the most important issue
affecting employee satisfaction.
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Moreover, Arnett D., Laverie D., McLane C. (2002) studied the topic of
using job satisfaction as an internal-marketing tools. This research instrument
used questionnaire, the questionnaire that they used in this study was developed
for internal purposes at a prominent hotel-casino corporation. The research
method to be used in this research is Census with 860 questionnaires. The
questionnaire was developed by using relevant literature, expert opinions, and
employee responses. The results from this research found that employees who
believed that they had a clear understanding of what it took to do their job were
more likely to be satisfied with their jobs. Interestingly, the employees' evaluation
of the reward system did not influence their job satisfaction. Moreover,
Employees tended to be satisfied with their jobs when they believed that they had
a good work environment. An examination of the regression weights related to job
satisfaction reveals that workers' evaluation of managers is the most important
antecedent of job satisfaction. Role clarity is the next most important construct,
followed by work environment.

Chapter III
Research Frameworks
This chapter comprises the conceptual framework, research hypotheses,
and operationalization of the independent and dependent variables. The researcher
has included the conceptual framework in order to map the specific idea of the
study, as well as the hypotheses that were drawn from the conceptual framework.
Regarding the operationalization of the independent and dependent variables, the
researcher has included the conceptual definition, operational components, and
measurement scale.

3.1 Conceptual Framework
Independent Variables

Dependent Variable

Personal Profile

-

Age

-

Gender
Income
Division

Job Satisfaction Characteristic

The Job itself
Teamwork
Leadership
Rewards & Benefits
Communications
Figure 3.1: The Conceptual Framework

Job
Satisfaction
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The conceptual framework consists of independent and dependent
variables. Independent variables consisted of the personal profile of respondents
(age, gender, income, and division) and job satisfaction characteristics (the job
itself, teamwork, leadership, rewards &

benefits, and conmmnications).

Dependent variable is a job satisfaction.

Definition of Independent variables
I. Age refers to the length of time that a person or thing has existed or is
likely to exist.
2. Gender refers to males or females respondents in the study
3. Income refers to the length of monthly income that employees receive
from their work.
4. Division refers to a group ofrelated department fanning together.
5. Job satisfaction characteristic is the identifier to which individuals feel
positively or negatively about their jobs. For this research, it consisted
of main 5 characteristics, includingjob itself, teamwork, leadership,
rewards & benefits, and communications as follows:
The job itself is the effect of a person's current job at a particular
company (Michael and Stan, 1998)
Teamwork is a formal group comprised of people interacting very
closely together with a shared commitment to accomplish agreed
upon objectives. (Michael and Stan, 1998)
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Leadership is the process of influencing others to facilitate the
attainment of organization. (John and Michael, 1999)
Rewards & Benefits are the comparisons of the rewards & benefits
someone receives from his or her work to the effort he or she puts
into the work. (Michael and Stan, 1998)
Communications are the process of sharing infonnation, ideas, or
attitudes, resulting in a degree of understanding between a sender
and a receiver (Lewis, 1980).

Definition of dependent variables
Job Satisfaction is the degree to which individuals feel positively or
negatively about their jobs. It is an attitude or emotional response to one's tasks as
well as to the physical and social conditions of the workplace (Schemerhorn, Hunt
and Osborn, 1997)
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3.2 Research Hypothesis
Hypothesis is a statement that can be refuted or supported by empirical
data. An unproven proposition or supposition that tentatively explains certain
facts or phenomena; a proposition that is empirically testable (Zikmund, 1997).
There are 9 hypotheses set up in this research. In hypothesis 1 to 9 the research
tests that there is a difference between independent variables and Overall Job
Satisfaction of non-managerial employees working at Sheraton Krabi Beach

Resort or not.

Hypothesis 1
1-Lll:

There is no difference among Age group of employee and level of
overall job satisfaction of employees.

H,1:

There is a difference among different Age group of employee and
level of overall job satisfaction of employees.

Hypothesis 2

Ho2:

There is no difference among Male and Female of employee and
level of overall job satisfaction of employees.

H,2:

There is a difference among Male and Female of employee and
level of overall job satisfaction of employees.
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Hypothesis 3
H03 :

There is no difference among Income level of employee and
level of overall job satisfaction of employees.

H.3:

There is a difference among Income level of employee and
level of overall job satisfaction of employees.

Hypothesis 4
H04 :

There is no difference among Division of employee and level of
overall job satisfaction of employees.

H,4 :

There is a difference among Division of employee and level of
overall job satisfaction of employees.

Hypothesis 5
Hos:

There is no relationship between job itself and overall job
satisfaction.

Has : There is a relationship between job itself and overall job
satisfaction.

Hypothesis 6
Ho6:

There is no relationship between teamwork and overall job
satisfaction.

H,6:

There is a relationship between teamwork and overall job
satisfaction.
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Hypothesis 7

H07 :

There is no relationship between leadership and overall job
satisfaction.

H.7:

There is a relationship between leadership and overall job
satisfaction.

Hypothesis 8

I-Io8:

There is no relationship between rewards & benefits and overall
job satisfaction.

H,8 :

There is a relationship between rewards & benefits and overall job
satisfaction.

Hypothesis 9

Ho9:

There is no relationship between communications and overall job
satisfaction.

H,9:

There is a relationship between communications and overall job
satisfaction.
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3.3 Operationalization of Independent and Dependent Variables

Table 3.1: Operationalization oflndependent Variables

--·

Concept

-·

Concept

Operational

Level of

Questi°onnaire

I

Definition

Components

Measurement

Number

i

Ordinal Scale

1 (partl)J

'

Nominal Scale

2 (part I)

(-~"?>

Ordinal Scale

Personal

It's described to

•

Age

Profile

the different of

•

Gender

the respondents'

•

Income

factor.

•

Division

Job

It is the identifier

• The job itself

Satisfaction

to which

•Teamwork

15-24 (part II)

Characteristic

individuals feel

• Leadership

25-35 (patt II)

positively or

•Rewards &

negatively about

Concept

Overall

II

~

\

l

Nominal Scale

I

·-

Interval

3 (part I)
4 (part I)

1--14 (part II)

I

36-41 (part II)

;

42-56 {part II)

• Communications

of Dependent Variables
Operational

Definition

Components

It is the employee

satisfaction

;

/

Concept

overall

~

Benefits

their jobs.

Table 3.2: Operationalization

f___ ..

• Overall
satisfaction

I

Level of

Questionnaire

Measurement

Number

Interval

57 (part Ill)

I-~

I

Chapter IV
Research Methodology

This Chapter explains the methodology to be used for data collection in
this research and analysis. First, research method used will be given, followed by
the respondents and sampling procedure.

Then, the research instrument and

measurement will be described, followed by data collection procedure and
statistic treatment will be discussed.

4.1 Research Methods used
After conducting the literature review and considering the most cost
effective research findings, the researcher decided to use a questionnaire survey in
this study. The descriptive statistic is used in the research study. It transforms raw
data into a form that will make them easy to understand and interpret, rearranging,
ordering, and manipulation of data to provide descriptive information. It
comprises frequency in each category, percentage in each category and means
(Zilmund, 1994). Hence the mean has been employed for appropriate
measurement of the difference between two groups. The detail of hypothesis
testing will be explained in the later part of this chapter.
The research method to be used in this research is Census. Census is a
complete enumeration of the elements of a population or study object. Census
involves a complete enumeration of the elements of a population. The population
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parameters can be calculated directly in a straightfo1ward way after the census is
enumerated (Naresh, 1999).

4.2 Respondents and Sampling Procedure
Target Population
The population in this research is non-managerial employees working at
Sheraton Krabi Beach Resort; there are 264 employees, which comprise of 57
employees from Administration & General Division, 101 employees from Food &
Beverage Division, 98 employees from Rooms Division, and 8 employees from
Sales & Marketing Division. (Hmnan Resources depa1tment of Sheraton Krabi
Beach Res01t)

4.3 Research Instrument and Measurement
Research Instrument
As mentioned earlier, a questionnaire is employed as the instrument m this
research. It is divided into three parts:
Part I: Personal profile of employee, which comprises age, gender
income and division.
Part II: Includes questions about the 'job satisfaction characteristic', which
comprises The Job itself, Teamwork, Leadership, Rewards &
Benefits, and Communications
Part III: Overall Job Satisfaction of employees.
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4.4 Collection of Data
4.4.1 Documentary Research (Secondary data)

Secondary data collection was from several sources such as Human
Resomces Management, Organization Behavior, Marketing Research, journal
articles, newspapers, etc. Library sources of marketing data included an array of
publicly circulated materials such as research reports and foreign journals. The
information derived about job satisfaction and human resource management,
concept and model were used to develop a framework for this study.

Pre-testing

The data collection tool and questionnaire reliability were pre-tested in
order to find out possible problems by distributing the 30 questionnaires to nonmanagerial employees working at Sheraton Krabi Beach Resort during August
2004. In the pre-test, the researcher looked for evidence of ambiguous questions,
wording, question format and sequence, as well as the length of questionnaire.
Mistakes were corrected and adjusted in terms of sequencing, working, structure,
so that communication between the researcher and the respondents would not be
biased

4.4.2 Primary Data
In this research, primary data was collected via questionnaires, which were

distributed to non-managerial employees working at Sheraton Krabi Beach Resort
during August 2004 till September 2004.
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4.5 Statistical Treatment of Data
Descriptive statistics and Hypotheses testing are two statistical procedures
used in this research. All the statistical procedures in this research were carried
out by a computer software package "Statistical Package for Social Sciences
(SPSS)" to interpret all data in this research. What follows is a description of how
these two procedures are used:
Descriptive Statistics

In descriptive analysis, the raw data are presented in fonn of frequency as
well as percentage for nominal and ordinal data. Descriptive analysis is used in
order to describe a personal profile of respondents (age, gender, income, and
division).
Hypothesis Testing

Hypothesis testing is the procedure for an explanation of the relationship
between the studied variables. The hypothesis testing refers to the hypothesis
research in chapter 3; there are 9 hypotheses in this research. According to the
research, hypothesis I to 4 was tested by Analysis of Variance (ANOVA) method
(T-test and F-test) and hypothesis 5 to 9 was tested by Multiple Regression
(stepwise method).
Analysis of Variance is used for examining the differences in the mean
values of the dependent variable associated with the effect of the controlled
independent variables. Analysis of Variance is used as a test of means for two or
more populations. The null hypothesis, typically, is that all means are equal.
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Multiple Linear Regressions is an extension of bivariate c01Telation. The
result of regression is an equation that represents the best prediction of a
dependent variable from several independent variables. The purpose of stepwise
method is to select, from a large number of predictor variables, a small subset of
variables that account for most of the variation in the dependent or criterion
variable. In this procedure, the predictor variables enter or are removed from the
regression equation one at a time. There are several approaches to stepwise
regression.
I. Forward inclusion. Initially, there are no predictor variables in the
regression equation. Predictor variables are entered one at a time, only if they
meet certain criteria specified in te1ms of F ratio. The order in which the variables
are included is based on the contribution to the explained variance.
2. Backward elimination. Initially, all the predictor variables are included
in the regression equation. Predictors are then removed one at a time based on the
F ratio for removal.
3. Stepwise solution. Forward inclusion is combined with the removal of
predictors that no longer meet the specified criterion at each step.
Weiers (1994) provides a formula for calculating the multiple regression as
follows:

Y =Bo+ B1x1 + B2x2 + ... + Bkkk
Where

Y

=

Bo

= A Y intercept

A value of the dependent variable
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Xi, X 2, ... Xk
Bi, B2, ... Bk

=

values of the independent variables, X1, X2, ... Xk

= partial regression

coefficients for the independent

variables, Xi, X2, ... Xk
Multiple Linear Regression model for overall satisfaction of non-managerial
employee working at Sheraton Krabi Beach Resort.
y

Bo+ B1X1 + B1X2 + BJXJ + B4Xi + BsXs

y

Overall Job Satisfaction of non-managerial employee

Bo

=

Constant value (this is the estimated value of"Y" when all of the
independent variables are equal to zero).

=

The job itself

=

Teamwork
Leadership
Rewards and Benefits

Xs

=

Communications
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Reliability Analysis - Scale (Alpha)
Table 4.1: Reliability Analysis

I.
2.
3.
4.
5.
6.
7.

s.
9.
10.
11.
12.
13.
14.
15.
16.
17.
IS.
19.
20.
21.
22.
23.
24.
2S.
26.
27.
2S.
29.
30.
31.
32.
33.
34.
3S.
36.
37.
3S.

Variable
JOBI
JOB2
JOB3
JOB4
JOBS
JOB6
JOB7
JOBS
JOB9
JOBIO
JOBI I
JOBl2
JOBl3
JOBl4
TEAM!
TEAM2
TEAM3
TEAM4
TEAMS
TEAM6
TEAM7
TEAMS
TEAM9
TEAMIO
LEADER!
LEADER2
LEADER3
LEADER4
LEADERS
LEADER6
LEADER7
LEADERS
LEADER9
LEADER IO
LEADER! I
COMMUI
COMMU2
COMMU3

Mean
4.0667
3.9667
3.9333
4.1667
3.S667
3.8000
3.S333
3.7333
3.S667
4.0333
4.0000
3.9667
4.1000
4.1333
4.2667
4.1667
4.2000
3.9333
3.7333
4.2667
3.S667
4.1000
3.9667
3.S667
3.9667
3.8000
3.7000
3.SOOO
3.9000
3.7000
3.7000
3.7667
4.0000
3.9667
4.0667
4.3000
4.0667
3.7000

Std. Dev
.7S49
.S899
1.0483
.6989
.7303
.9248
.S996
.6397
.7303
.6687
.742S
.SOS7
.661 S
.7761
.S6S3
.69S9
.7611
.S6S3
!.04S3
.7397
.S996
.661S
.9279
l.OOSO
1.0662
.9613
.9S23
1. I S6 I
1.0619
.9S79
l.OS7S
1.0726
1.0S2S
1.09SI
1.014S
.7022
.8277
.91S4
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39.
40.
4!.
42.
43.
44.
45.
46.
47.
48.
49.
50.
51.
52.
53.
54.
55.
56.
57.

Variable
COMMU4
COMMU5
COMMU6
REWARD!
REWARD2
REWARD3
REWARD4
REWARDS
REWARD6
REWARD7
REWARDS
REWARD9
REWARDIO
REWARD! I
REWARD12
REWARDl3
REWARD14
REWARD15
OVERALL

Mean
3.5667
3.8000
3.4000
3.6000
3.5667
3.9000
3.8333
3.7333
3.7667
3.8000
4.1000
4.1000
4.1333
3.8667
4.0000
3.8667
3.7000
3.9000
4.3000

Std. Dev
l.1651
.8867
l.0700
.9685
l.0063
.8030
.7915
.9444
.9353
1.0306
.8449
.7120
.7761
1.0743
l.0171
.9732
1.1188
.9948
.7497

N of Cases= 30.0
Item Means

Mean Minimum
3.9105 3.4000

Maximum
4.3000

Range
.9000

Reliability Coefficients 57 items

Alpha= 0.9825

Standardized item alpha= .9822

Max/Min Variance
l.2647 .0414

ChapterV
Presentation of Data and Critical Discussion of Results

This chapter provides a summary of the respondents' data, which are
classified by age, gender, income, and divisions. The data analysis and finding are
discussed; including measuring the level of job satisfaction. Finally, the equation
of overall satisfaction was set by multiple regression analysis.

5.1 Personal Profile of Employees
The researcher collected the primary data with 264 questiom1aires from all
non-managerial employees who work in Sheraton Krabi Beach Resort. In this
section, the research presents the respondents' personal data. TI1e details are
presented as follows:

Table 5.1: Employees Classified by Age

Personal Profiles

I

Frequency j Percent(%)

Age

•
•
•
•

Under 21

2

21-30

211

31-40

46

41-50

5

I

I

J

0.8
79.9
17.4
1.9
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Table 5.1 shows that a majority of employees working at Sheraton Krabi
Beach Resort were in the age group of 21 - 30 years, represented by 211
respondents (79,9%), the age group of 31 ·· 40 years, represented by 46
respondents (17,4%), the age group of 41 - 50 years represented by 5 respondents
(1.9%), and under 21 years represented by 2 respondents (0,8%) respectively.

Table 5.2: Employees Classified by Gender

halPro~Ies
,

Frequency

Geuder

I •

Male

145

I

Female

119

•

Percent(%)~

549J

45.1

Table 5.2 shows that a majority of employees working at Sheraton Krabi
Beach Resort were male, represented by 145 respondents (54.9 and female
represented by 119 respondents (45.1 %),

Table 5.3: Employees Classified by Income

!Personal Profiles

J

I •

I Fr_eq_u_e1_1c_y-+_P_e_r_ce_n_t_(_%_)--<

Income

j

<= 5,000 Bahl

I

125

47.3

•

5,001 - 10,000 Baht

95

36.0

•

10,001 - 15,000 Baht

39

14.8

•

15,001-·20,000

5

1.9

I
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Table 5.3 shows that largest group of employees received monthly income
5,000 Baht or below (125 employees, 47.3%), 95 employees (36.0%) received
monthly income between 5,001 - 10,000 Baht, 39 employees (14.8%) received
monthly income between 10,001

15,000 Baht, and 5 employees (1.9%) received

monthly income between 15,001 - 20,000 Baht respectively.

Table 5.4: Employees Classified by Division

L_.
I

Personal Profiles

~~-D-i-v-is-io-n~~--~-...+~~~~

I •
I ~ ~ood &
•

Frequency ) Percent(%)

Administration & General

57

Rooms

98

37.l

101

38.3

8

3.0

Beverage

~ales & Marketing

·

21.6

!
'

Table 5.4 shows that largest group of employees worked in Food &
Beverage Division (101 employees, 38.3%), 98 employees (37.1%) worked in
Rooms Division, 57 employees (21.6%) worked in Administration & General
Division, and 8 employees (3.0%) worked in Sales & Marketing Division
respectively.
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5.2 Job Satisfaction Characteristic
Based on this study, the mean score on source of interpersonal conflict
were weighted as follows:
Table 5.5: Descriptive Rating
Descriptive Rating

Arbitrary level

Strongly Agree

5 points

4.51 - 5.00

Agree

4 points

3.61 -4.50

Undecided

3 points

2.41 - 3.60

Disagree

2 points

1.51 - 2.40

Strongly Disagree

1 point

1.00 - 1.50

Source: Nookaew, Pomchai (1997). A study oflntegrated Curriculum

Development to Enhance Demographic Behavior of Primary Students.
Srinakarintaraviroj Prasarnmitra University, Bangkok, Thailand.

The descriptive rating by Nookaew, Pomchai (1997) is based on normal
curve calculation. He mentioned that the statistics used to judge the perception of
people is different from the statistics used to measure physical entity such as
cutting a cake into 4 equal pieces. The human beings' perception cannot be
divided into several equal groups of measurement. On the other hand, the middle
range such as undecided decision always possesses a major portion from the total.
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Table 5.6: Mean of Job Satisfaction "The Job Itself'

'-----·--~-----T_h_e_J_o_b_I_ts_e_1r_ _._ _ _ ----=r-+--1\-fean \ _s~
L Physical environment (work area) in which I work

, 3.77

.75

3.78

.66

3.69

.89

4. Physical environment (Lighting) in which I work

3.77

.79

5. Physical environment (Temperature) in which I work.

3.42

.82

3.58

.86

2. Physical environment (Cleanliness) in which I work
·-------3. Physical environment (Air conditioning) in which I work

I

----·------------+.
6. Availability of necessary tools reqllired for perfonning job responsibilities
----

-

.

;

7. Availability of equipments required for perfonning job responsibilities
3.50
.85
---+----+--·--4
8. Availabilily of other supplies required for perfonning job responsibilities.
3.5 5
.85

I

9. Condition of tools required for performing job responsibilities
I 0.

Conditio~ of equipment required for perfonningjob responsibilities.

I I. Safety from accident or injury on my job.

_

t

13. Importance of my job to the success of my hotel.
14. Overall satisfaction with my current job/position.

..

.87

,

I 3.6~ ~~
. 3.86

12. Workload and job duties.

Total

--i-3.60

··-~8~1

3.70

.77

3.94

.69

3.87

.79

3.69-

o:So\

As shovrn on table 5.6, total average of job satisfaction "job itself' is 3.69
and std. Deviation is 0.80. Based on table 5.5, mean of job itself is 3.69
(descriptive rating= agree), it means that employees were satisfied with their job.

1

I
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Table 5.7: Mean of Job Satisfaction "Teamwork"

r

--··

l-.-- L
j

.

Teamwo_r_k~.~------------1 _M_ea_n-+-~

Employees m my department workmg as a team.

3. 74

2. Depending on fellow employees in my department to assist me

i

if I have a work-related problem.
_::__:mployees respecting each other in my department.

i

-~~

i

·~

·- .~~-

F-·..'.::.. Rec~iving help and cooperation I need from other departments.
.

.83

3 ·~:~

5. Employees are encouraged to work with other departments to
. probl ems as t liey anse.
.
soIve servwe

3.64

6. Respect for cultural differences in my work place

3.86

.74

7. Respect for different languages in my work place

3.76

.76

8. Respect for religious differences in my work place

3.89

.75

9. Respect for gender differences in my work place.

3.85

.79

3.90

.72

3.75

0.78
·-

I

.80

~·-·

I

I

10. Overall satisfaction with working relationships with other
employees in my hotel.

Total

As shown on table 5.7, total average of job satisfaction "teamwork" is 3.75
and std. Deviation is 0.78. Based on table 5.5, mean of teamwork is 3.75
(descriptive rating
teamwork.

agree), it means that employees were satisfied with their
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Table 5.8: Mean of Job Satisfaction "Leadership"

,--

I i.
2.

LMean
Leaders hi~
To call on managers in my department for help when I have a work3.80
relat()(j problem.
Handling of mJ'._£foblems and concerns bz my managers in mz hotel.
3.64
edback J:lfOVided by my managers about m:i:: work in m:i:: department
he managers in my department involve employees in solving
3.62
artmenta~oblems,_..
3.64
Resolution of conflicts among employees by managers in my department
Response to my questions and requests by my managers in my department
3.55

3

I 6.5.

SD

I

2.55

1

.89

--

~

--~·

r

•

iep

.81
.80

2.64
·.82

I

7. Anticipation of my needs by my managers in my department for resolving
3.48
.81
m yproblems.
.
8. Encouragement offered by managers in my department for creativity ideas
3.66 ' .85
m emElo:i::ees.
9. Support provided by managers in my department for working as a team.
3.81
.86

I

k-fto

10. 0 pportunities provide.cl by managers in my department to make decisions
th at affect mxjob.
11. 0 verall satisfaction with my managers in my department
Total

3.65

.88

3.77
3.66

.83
1.16

As shown on table 5.8, total average of job satisfaction "leadership" is
3.66 and std. Deviation is 1.16. Based on table 5.5, mean of leadership is 3.66
(descriptive rating = agree), it means that employees were satisfied with their
leadership.

'
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Table 5.9: Mean of Job Satisfaction "Communications"

-

Mean
-~

Communications

SD

General orientation provided to me by the hotel when l joined tins ,
organization,

l

4.30

2.62

3.92

.80

3.65

.74

3.44

.88

j

3.56

.74

I

3.43

.79

3.72

1.10

2 Orientation and job-skills training provided by my department to
prepare me to do my job well.
Getting required information about changes that affects my job.

·-

-

Managers listen to my ideas and respond to them.
Open two way communication in my department

-

____

..

Knowledge about services to be received from other departments
provides.
·---·-··

otal
...

...

As shown on table 5.9, total average of job satisfaction "communications"
is 3. 72 and std Deviation is 1.10, Based on table 5.5, mean of communications is
3.72 (descriptive rating= agree), it means that employees were satisfied with their
communications in the hotel.
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Table 5.10: Mean of Job Satisfaction "Rewards & Benefits"
I

1. Rewar<led for performing job

3.38

.85

2. Recognized for good performances.

3.41

.86

' 3.54

.89

3.47

.85

3.52

.85

3. Intern al application and recruitment process in my hotel
4. Promotions to well qualified employees
5. Promotion to high performing employees.

I

6. Managers providing feedback on doing a good job
.

.

.

-

7. Informed provided to me about available benefits for employees

9. Working conditions in the hotel
-

10. Working hours fixed for employees by the hotel.

1L Qua! ity of the meals provided to employees by the cafeteria

------

--

3.57

I

.77

3.75

I

.87

~~~
3.60
.76_

8. Benefits offered to employees by the hotel

3.75

.79

3.73

.84

3.17

.96

~-

12. Cost of meal provided to employees by the cafeteria

3.27

1.00

13. Cleanliness of the employee locker room

3.38

.94

114.

Conditions of bathroom facilities.

. 15. On-going trainin g provided to employ ees by the hotel

r

Total

I

3.31

_ _ I• 3.55

ji49

--

I
I

I .89-~I
L

o.87 J

As shown on table 5.10, total average of job satisfaction "rewards &
benefits" is 3.49 and std. Deviation is 0.87. Based on table 5.5, mean of rewards
& benefits is 3.49 (descriptive rating= undecided), it means that employees were

neutralized with their rewards & benefits.

i

MeanT SD

Rewards & Benefits
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Table 5.1 l: Mean of Job Satisfaction

l Job Satisfaction Characteristic

Mean

-- ,-

SD

1. Job Itself

3.69

2. Teamwork

3.75

3. Leadership

3.66

.76

4. Communications

3.72

.71

5. Rewards & Benefits

3.49

.61

3.66

0.63

Total

I

.52

.56

•

J

As shown on table 5.1 J, overall job satisfaction of employees who work in
Sheraton Krabi Beach Resort is 3.66 and STD deviation is 0.63. Based on table
5.5, mean of overall job satisfaction is 3.66 (descriptive rating= agree), it means
that employees were satisfied with their overall job satisfaction.
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5.3 Hypothesis Testing between Personal Profile and Overall Job
Satisfaction
In order to test the hypothesis, there is statistical software such as SPSS
involves the concept of p-value. The p-value is the probability of obtaining a test
statistically equal to or more extreme than the result obtained from the sample
data, given that the null hypothesis Ho is really true. The p-value is often referred
to as the observed level of significance, the smallest level at which Ho can be
rejected for a given set of data. If p-value is greater than or eqnal to alpha, the null
hypothesis is accepted. If p-value is smaller than alpha, the null hypothesis is
rejected. Researchers have traditionally selected alpha levels of0.05 or smaller.

Table 5.12: ANOVA test Hot (Age and Job Satisfaction)

df

Ss

Ms

Between Groups

3

.150

.05

Within Groups

260

133.471

.513

Total

F

p-value

133.621

Based on table 5.12, P-value (0.961) is more than alpha (0.05) so H01
cannot be rejected. It means there is no difference among age group of employee
and level of overall job satisfaction of employees.
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Table 5.13: ANOVA test H02 (Gender and Job Satisfaction)

n

mean

Sd

T

p-value

Male

145

4.00

0.75

3.301

.542

Female

119

3.71

0.64

Based on table 5.13, P-value (0.542) is more than alpha (0.05) so Ho2
cannot be rejected. It means there is no difference among male and female of
employee and level of overall job satisfaction of employees.

Table 5.14: ANOVA test H03 (Income and Job Satisfaction)

Df

Ss

Ms

F

p-value

Between Groups

3

2.846

.949

1.886

.132

Within Groups

260

130.775

.503

Total

263

133.621

Based on table 5.14, P-value (0.132) is more than alpha (0.05) so H03
cannot be rejected. It means there is no difference among income level of
employee and level of overall job satisfaction of employees.

Satisfaction Level of Non-Managerial Employees 66

Table 5.15: ANOVA test H 04 (Division and Job Satisfaction)

df

Ms

Ss

F

p-value

2.679 5.546

Between Groups
Within Groups

260

125.584

Total

263

133.621

.001

.483

Based on table 5.15, P-value (0.001) is less than alpha (0.05) so Ho4 can be
rejected. It means there is a difference among division of employee and level of
overall job satisfaction of employees.

5.4 Hypothesis testing (H05 ~ Ho 9)

(Job Satisfaction Characteristic and Overall Job Satisfaction)
The Statistic Package for Social Science (SPSS) program is used for
analyzing the hypothesis testing by focusing on the following statistical tools:
Table 5.16: ANOVA table for Job Satisfaction Characteristic: stepwise method

ANOVAc
Sum of
Sou ares

Model

1

2

Regression
Residual
Total
Regression
Residual
Total

Mean Souare

df

50.235

1

83.386

262
263
2
261
263

133.621
52.580
81.041
133.621
a. Predictors: (Constant), REWARD

b. Predictors: (Constant), REWARD, JOB
c. Dependent Variable: OVERALL

50.235
.318
26.290
.311

F
157.840

84.669

Siq.

.ooo•
.ooob
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Based on table 5.16, it found that the job itself and rewards & benefits had
relationship with job satisfaction (p-value < 0.001), while other job satisfaction
characteristics did not have relationship with joh satisfaction. This table shows
that the significant value for leadership and rewards & benefits is 0.000 (0.000 <
0.05); it means that the job itself and rewards & benefits are significant with job
satisfaction. Therefore, the null hypothesis of Hos and Hoa were rejected.

Table 5.17: Regression: Excluded Variables for Job satisfaction characteristic
Excluded Variable.f
Collinearit

y
Model
1

2

JOB
TEAM
LEADER
COM MU
TEAM
LEADER
COM MU

Beta In
.169°
.130°
.130'
.022'
.077b
.108b

-.ozob

t
2.748
2.195
2.217

Sia.

.006
.029
.027
.701
.231
.066

.385

1.202
1.847
-.350

Partial
Correlation
.168
.135

.726

.136
.024

.074
.114
-.022

Statistics
Tolerance
.612
.673
.688
.753
.564

.672
.700

a. Predictors In the Model: (Constant), REWARD
b. Predictors In the Model: (Constant), REWARD, JOB

c. Dependent Variable: OVERALL
Table 5.18: Regression: Coefficients for Job satisfaction characteristic
Coefficients•

Standard!
Unstandardized
Coefficients
Model
8
std. Error
1
(Constant)
1.359
.203
REWARD
.719
.057
2
(Constant)
.939
.252
REWARD
.595
.072
JOB
.231
.084
a. Dependent Vartable: OVERALL

zed
Coefficlen
ts
Beta
.613
.508
.169

t
6.696
12.563
3.727
8.236
2.748

Sia.

.ooo
.000
.000
.000
.006
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Table 5.17 and 5.18 show that the unstandardized coefficient {B) of
rewards & benefits and the job itself is 0.595 and 0.231 respectively. It can be
interpreted that rewards & benefits and the job itself influence on overall job
satisfaction. The following is the e'juation for overall job satisfaction of nonmanagerial employees working at Sheraton Krabi Beach Resort.

Multiple Regression equation for overall Job Satisfaction {stepwise method)

Job Satisfaction = 0.939 + 0.231 (The Job itself)+ 0.595 (Rewards & Benefits)

Chapter VI
Conclusion and Scope of the Future Studies

Various approaches used to study the impact on job satisfaction were
discussed in the earlier chapters. Based on multiple methods and conclusions,
with exhaustive researches, the author proposed a new method to test job
satisfaction. The procedures and results are illustrated in the previous chapter.
This

final

chapter

is

a

brief summarization

of hypothesis

testing,

recommendations, conclusion and suggestions on the scope of the future studies.

6.1 Summary of Finding
The research study identified the independent variable, which are personal
profile of respondents and job satisfaction characteristic and dependent variable,
which is overall job satisfaction of non-managerial employees working at
Sheraton Krabi Beach Resort.
For this research, questionnaire is the survey instrument used in this
research. The questionnaire was divided into three parts. The first part is survey
on personal profiles of respondents. The second part is relevant to job satisfaction
characle1istic (e.g., job position, teamwork, leadership, rewards & benefits and.
cornnmnication ability. The final part inquires the overall job satisfaction of
respondents.
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The questionnaire was made to survey 264 non-managerial employees working at
Sheraton Krabi Beach Resort, which consists of 145 male and 119 female.

6.1.1 Summary of finding based on personal profile
Table 6.1: The majority and the least of personal profile of respondents
The most

Percent
The least

(%)

Percent

(%)

21 - 30 (182)

76.8

41-50(3)

1.3

Gender

Male (127)

53.6

Female (110)

46.4

Income

5,000 Baht or below (117)

49.4

More than 20,000 Bahl (I)

0.4

Division

Food & Beverage (95)

40.l

Sales & Marketing (5)

2.1

Age

According to the pole, 264 respondents, are male (127 respondents or
53.6%); representing the majority of respondents. The majority of age range falls
between 21-30 years old (182 respondents or 76.8%); the minority ranged
between 41-50 years old (3 respondents or 1.3%). Most of respondents received
monthly incomes 5,000 Bah! or below (117 respondents or 49.4%) while the
smallest respondent; only 1 respondent (0.4% received monthly income more than
20,000 Baht. The majority of respondents worked in Food & Beverage Division
(95 respondents or 40.l %) while the smallest respondents worked in Sales &
Marketing Division (represented 5 respondents or 2.1 %).
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6.1.2 Summary of finding based on hypothesis testing

In order to summarize the conclusions based on the findings, four personal

profiles (age, gender, income, and division) and five Job Satisfaction
Characteristics Gob itself, teamwork, leadership, rewards & benefits, and
communications) were used to measure the level of job satisfaction and all
hypotheses in this research. Due to all hypothesis, only 3 hypothesis in this
research are rejected the null hypothesis as following summary;

Table 6.2: Summary of result from Hypothesis testing (Ho1 - Ho4)
Hypotheses

Ho 1: There is no difference between Age
of employee and overall job satisfaction of

Statistics

Level of

Test

Significance

ANOVA

0.961

F-Test

Results

Fail to reject
Ho

employees.
Ho2: There is no difference between

ANOVA

Gender of employee and overall job

T-Test

0.542

Fail to reject
Ho

satisfaction of employees.
----.,..---

Ho3: There is no difference between
Income of employee and overall job

ANOVA

0.132

F-Test

Fail to reject
Ho

satisfaction of employees.
Ho4: There is no difference between

ANOVA

Division and overall job satisfaction of

F-Test

employees.

0.001

Fail to reject
Hi
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Hypothesis 1
According to Table 6.2, the statistics show that significant value between
age and overall job satisfaction obtained at 0.961 (p value > 0.05). It indicates
there is no difference among age group of employee and level of overall job
satisfaction of non-managerial employees working at Sheraton Krabi Beach
Resort.
Hypothesis 2
From Table 6.2, gender and overall job satisfaction is obtained at 0.542 (p
value> 0.05). It concludes that no difference among male and female of employee
and level of overall job satisfaction of non-managerial employees working at
Sheraton Krabi Beach Resort.
Hypothesis 3
Income and overall job satisfaction obtained at 0.132 (p value > 0.05)
illustrated that there is no difference among income level of employee and level of
overall job satisfaction of employees working at Sheraton Krabi Beach Resort.
Hypothesis 4
Finally, division and overall job satisfaction obtained at 0.001 (p value <
0.05) indicates there is a difference among division of employee and level of
overall job satisfaction of non-managerial employees working at Sheraton Krabi
Beach Res01i.
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Summary of result from Hypothesis testing (Hos - Ho9)

According to the result as shown on Chapter 5, The Job Itself and Rewards
& Benefits are two Job Satisfaction Characteristics that are found through

stepwise regression model selection for predicting the Job Satisfaction
Characteristics that influences on overall job satisfaction, while other Job
Satisfaction Characteristic (Leadership, Teamwork, Communications) are not
significant through this method. Thus, the method of multiple regressions
(stepwise method), it generated one equation for predicting the overall job
satisfaction of non-managerial employees working in the hotel as follows:

Job Satisfaction= 0.939 + 0.231(The Job itself)+ 0.595 (Rewards & Benefits)
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6.2 Conclusion
The essential purpose of this research was to examine the relationship
between job satisfaction characteristic and overall job satisfaction of nonmanagerial employees working at Sheraton Krabi Beach Resort. To find out the
pwpose of the study, statistics treatment was applied to analyze the data. The
statistics used in this research were frequencies and percentages; these methods
were used to determine personal profile and job satisfaction.
Due to the result of employees personal profiles showed that 264
respondents at Sheraton Krabi Beach Resort were used in this research. The
majority of the respondents were male. A greater percentage of non-managerial
employees were in the age group between 21-30 years, majority of monthly
income was 5,000 Baht or below. Most of the respondents worked in Food &
Beverage Division. Moreover, the research has shown that the overall job
satisfaction level of employees working at Sheraton Krabi Beach Resort is
relatively strong (3.66). The highest factor is teamwork, which had the strong
overall job satisfaction (3.75), while the latest factor is rewards & benefits, which
had neutralized overall job satisfaction (3.49).
Base on the results discussed in previous chapter, the research has shown
that there was no relationship among age, gender and income level to overall job
satisfaction of non-managerial employees. However, there was a difference
among division to overall job satisfaction of non-managerial employees.
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For the Job Satisfaction Characteristic, the research found that rewards & benefits
and the job itself are influence on overall job satisfaction of non-managerial
working in this hotel.

6.3

Recommendations
Due to the objectives of this research, they studied the relationship of

personal profile and job satisfaction of non-managerial employees working at
Sheraton Krabi Beach Resort. Moreover, they would like to find out the job
satisfaction characteristic that influences job satisfaction of non-managerial
employees in this hotel. The first objective was analyzed by ANOVA method (Ttest, F-test) while stepwise regression method was used to find out the significant
variables that influence on job satisfaction in this hotel. According to the result,
the significant variables that influence on job satisfaction in this hotel were the job
itself and rewards & benefits (This result will help the hotel to develop new
strategic plans or incentive schemes to increase employees' job satisfaction and to
avoid the causes that make employees dissatisfied).
From the study found that the job itself influences on satisfaction of nonmanagerial employees working at Sheraton Krabi Beach Resort. It means that the
job itself variable is an important factor that influence on the non-managerial
employees working at Sheraton Krabi Beach Resort. It will be occun-ed when
non-managerial employees feel that it is not overload from their work or safety
from accident on their jobs. Moreover, if the physical environments and
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equipment are readiness for work or the employees feel that their job is important
to the success of the hotel, they will feel satisfied with their work.
For this result, it concurred with the previous research of Arnett, Laverie,
and McLane (2002) studied the topic of using job satisfaction and pride as an
internal-marketing tools. This research found that the work environment affects
job satisfaction. Employees tended to be satisfied with their jobs when they
believed that they had a good work envirornnent. Therefore, hotels should not
focus solely on the guests' environment, but should also examjne the envirornnent
that their employees experience. Employees who believed that they had a clear
understanding of what it took to do their job were more likely to be satisfied with
their jobs. Thus, employers should try to ensure that employees have a clear
understaniling of their job responsibilities and the actions that are expected of
them. Beside, the hotel should provide all necessary equipment for employees and
improve the workplace for them. The manager should manage appropriate times
for their employees in order to avoid the overload of work. Moreover, managers
should motivate them to pride on their work and believe that their work is
important to the success of the hotel.
Another variable that influences on job satisfaction of non-managerial
employees at Sheraton Krabi Beach Resort was rewards & benefits. It can be
recommended that rewards & benefits is an important factor that influence on the
non-managerial employees working in this hotel. It will be occurred when nonmanagerial employees are satisfied with rewards & benefits from the hotel
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provided, or any opportunities to grow up through the higher level of company;
they will feel satisfied with their work.
This result concurred with the study of Siu, Tsang, and Wong (1997) on
what motivates Hong Kong's hotel employees? It showed that good wage is the
top three factors for Hong Kong hotel employees. It also concurred with the study
of Brown and Peterson (1993) on antecedents and consequences of salesperson
job satisfaction: meta-analysis and assessment of causal effects. The researches
found that higher pay is significantly related to greater job satisfaction. As same
as the research of Barry and Parasuraman (1991) from marketing services
competing through quality, the research found the purpose of the reward system is
to motivate employees to practice proper behavior. The rewards offered must be
perceived as being valuable. In addition, the reward system must be perceived as
being fair (i.e. everyone has a chance to be recognized, and rewards are
commensurate with the outstanding service performed). The extent to which
employees believe that the reward system is appropriate and fair will have a
positive effect on employees' job satisfaction. Besides, the finding of Lam,
Zhang, and Baum (2001) from the study of an investigation of employees' job
satisfaction: the case of hotels in Hong Kong, they imply that pay was perceived
as an important dimension of job satisfaction, and had a significant positive effect
on job satisfaction.
In contrast, the result from Arnett, Laverie, and McLane (2002) studied
about using job satisfaction and pride as internal-marketing tools; they found that
the employees' evaluation of the reward system did not influence their job
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satisfaction. However, they believe that this is not an indication that employees do
not care about the reward systems in their organizations. Instead, it may be an
indication that other factors are more important determinants of employee
behavior (e.g., work environment, role clarity, and perceptions regarding
managers).
Therefore, the hotel should provide good benefits to employees such as
good quality of foods & beverages for employees' cafeteria, cleanliness of the
employees' locker room, cleanliness of bathroom with proper utility. Moreover,
the management level should recognize employees when they do a great job. The
hotel should give a chance to promote employees who qualify and have good
performances. While others Job Satisfaction Characteristic was not significant to
the job satisfaction which is composed of leadership, teamwork, and
communications. It can be recommended that leadership, teamwork, and
communications were not important factor that influence on non-managerial
employees working at Sheraton Krabi Beach Res01i.
According to the result of personal profile of employees working at
Sheraton Krabi Beach Res01t, division influences on job satisfaction of nonmanagerial employees working at Sheraton Krabi Beach Resort. It can be
recommended that at the hotel, division is an important factor to the nonmanagerial employees. For example, Rooms Division always has the attitude that
they are higher level than Food & Beverage Division. The man power in division
is the other factor that influence on satisfaction of non-managerial employee.
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Some division lack of man power, they will not satisfy their job satisfaction, while
other division has enough man power, they will be satisfied with their job.
On the other hand, the other personal profile variables were not significant
with the job satisfaction. Those variables composed of age, gender, and income.
Even if different age and gender of non-managerial employees, they are on the
same work environment. In addition, the non-managerial employees get the same
benefits such as annual leave, transportation, food & beverage, etc. It can be
recommended that different age and gender of non-managerial employees don't
influence on job satisfaction. However, the study of Gibson and Klein (1970) on
blue-collar employees' satisfaction, they found that there was a positive
relationship between overall job satisfaction and age. Thus, they suggested that
there are three reasons for the positive relationship. Firstly, older people seem to
have a different relationship to authority than younger people. Secondly, they
have higher needs to be directed to accept orders, and thirdly, cognitive structures
are different from those of younger people. Moreover, non-managerial employees
working at Sheraton Krabi Beach Resort are classified by 5 levels, level 1-3 are
line staff, level 4 is shift leader, and level 5 is supervisor. Therefore, each level
has different tasks & responsibilities, and leads to a different income. For this
result, it can be recommended that different income of non-managerial employees
doesn't influence on job satisfaction.
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6.4 Suggestion for further study
For fmther research, it is suggested that the next research should specific
on studying about the job itself and rewards & benefits according to the results of
multiple regression. The multiple regressions had shown the results that the job
itself and rewards & benefits influence overall job satisfaction. Moreover, further
studies should find out the potential of other attributes concerning the employee
satisfaction in order to analyze the satisfaction of employees working at Sheraton
Krabi Beach Resort or other tourism organizations.
Additional, further research should compare between the managerial
employees and non-managerial employees working at Sheraton Krabi Beach
Resort or tourism organizations in order to know the satisfaction of different
levels of employees. The new research should aware about timing frame to collect
the questionnaire due to the different of low season and high season. These two
seasons can come up with the different results.
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APPENDIX: B
QUESTIONNAIRES
(ENGLISH VERSION AND THAI VERSION)

This questionnaire is part of the research for writing a thesis on "A Study of Job
Satisfaction Level of Employees working in Sheraton Krabi Beach Resort" as a partial
fulfillment of Master of Arts in Tourism Management, Assumption University, Bangkok,
Thailand.
Please answer all questions included in the questionnaire by g1vmg appropriate
answers. All responses will be kept confidential and exclusively used for academic purposes.
The result of the study will be useful for understanding the satisfaction level of employees
working in the Sheraton Krabi Beach Resort and related organizations and then developing
appropriate Human Resources Management strategies.

Part I
Personal Profile
In this space below, please provide the correct information that has been requested by
checking all that apply to you.
1. Age

0
0
0

Under 21
31 - 40
51 - 60

0
0
0

21-30
41-50
Over 60

Male

0

Female

5,000 Baht or less
10,001-15,000 Baht
Over 20,000 Baht

0
0

5,001-10,000 Baht
15,001-20,000 Baht

Administration & General
Food & Beverage

0
0

Rooms
Sales & Marketing

2. Gender

0

3. Income level/month

0
0
0
4. Division

0
0

Part II
Job Satisfaction Characteristic

Following statement described satisfaction about various characteristics. Read each
statement carefully and indicate how suitable it for you.

5
4
3
2
1

Highly Satisfied
Satisfied
Neutral
Dissatisfied
Highly Dissatisfied

ABOUT YOUR JOB
-·

5

3

4

I

1. Physical environment (sufficient work area) in which
I work
2. Physical environment (Cleanliness) in which I work
3. Physical environme11t (Air conditioning) in which
I work
4. Physical e11vironment (sufficient Lighting) in which I
work
5. Physical environment (comfortable Temperature) in
which I work.
·~·
I
6. Availability of necessary tools required for
I
!lerforming job resjlonsibilities
7. Availability of equipments required for performing
job responsibilities
8. Availability of other supplies required for performing
job responsibilities.
- · 9. Condition of tools required for performing job
responsibilities
10. Condition of equipments required for performing job
I
responsibilities
11. Safety from accident or injurv on my lob.
12. Worklo~d and job duties.
13. Importance of my job to the success of my hotel.

i

.~

'

j

.

'

'
'
I

'

l

14. Overall satisfaction with my current job/position.
.

ABOUT TEAMWORK
15. Employees in my departme11t working as a team.
16. Depending on fellow employees in my depaitment to
assist me if! have a work-related 2roblem.
17. Employees respecting each other in my department.

5

3

4

l

L

2

I

·1

'

;

18. Receiving help and cooperation I need from other
de2artments.
1.9. Employees are encouraged to work with other
departments to solve service _2roblems as the~ arise.
20. Respect for cultural differences in my work place
21. Res2ect for different languages in my work 2lace

1

2

--··

.
I

I

'

·-

22. Respect for religious differences in m,!'. work place
23. Respect for gender differences in my work place.

I

I

24. Overall satisfaction with working relationships with
other employees in my hotel.
ABOUT LEADERSHIP
5
25. To call on managers my department for help when
I have a work-related problem.
'
26. Handling of my problems and concerns by my
managers in my hotel.
27. Feedback provided by my managers about my work
in m.l:'. department
28. The managers in my department involve employees
in solving departmental problems.
29. Resolution of conflicts among employees by
I
managers in my department
i
30. Response to my questions and requests by my
managers in my department
3.1. Anticipation of my needs by my managers in my
department for res()lving my problems.
32. Encouragement offered by managers in my
depa.rtment for creativity ideas from employees.
33. Support provided by managers in my department for
working as a team.
34. Opportunities provided by managers in my
c----__department to make decisions that affect my job.
35. Overall satisfaction with my managers in my
department
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ABOUT COMMUNICATIONS
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'
I

5

36. General orientation provided to me by the hotel when
I ioined this organization.
37. Orientation and job-skills training provided by my
department to prepare me to do my iob well.
38. Getting required information about changes that
affects my job.
39. Managers listen to my ideas and respond to them.
4.0. Open two way communication in my department
41. Knowledge about services to be received from other
deQartments 12rovides.
ABOUT REWARDS & BENEFITS

'

1

2

3

4

'

-

'

5

··-·

42. Rewarded for performing job
43. Recognized for good performances.
44. Internal application and recruitment process in my
hotel
45. Promotions to well qualified employees
46. Promotion to high performing employees.
47. Managers providing feedback on doing a good job
48. Informed provided to me about available benefits for
employees

I

I
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3

4

j
1

2
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49. Benefits offered to em2!0J<ees by the hotel
50. Working conditions in the hotel
51. Working hours fixed for employees by the hotel.
52. Quality of the meals provided to employees by the
I
cafeteria
53. Cost of meal provided to employees by the cafeteria !
54. Cleanliness of the employee locker room
-· 55. Conditions of bathroom facilities.
I
5.6. On-going training provided to employees by the hotel

b

.

'
''

I

.
i

·---.
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Part III
Overall Satisfaction
The following statement represents the Overall Satisfaction. You can mark your
overall satisfaction level in response to the question presented below.
5
4

-·

3
2

=

1

=

--

Highly Satisfied
Satisfied
Neutral
Dissatisfied
Highly Dissatisfied

Overall Job Satisfaction

5

4

I

57. Overall job satisfaction of employee in this hotel
.

Thank you for your participation
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APPENDIX: C
RELIABILITY TEST

R E L I A B IL I T Y AN ALY S IS - S CAL E (A LP HA)

I.
2.
3.
4.

S.
6.
7.
S.
9.
I 0.
11.
12.
13.
14.
IS.
16.
17.
IS.
19.
20.
21.
22.
23.
24.
2S.
26.
27.
2S.
29.
30.
31.
32.
33.
34.
3S.
36.
37.
3S.
39.
40.

JOBI
JOB2
JOB3
JOB4
JOBS
JOB6
JOB7
JOBS
JOB9
JOB!O
JOBI I
JOBl2
JOBI3
JOBI4
TEAM!
TEAM2
TEAM3
TEAM4
TEAMS
TEAM6
TEAM7
TEAMS
TEAM9
TEAMIO
LEADER I
LEADER2
LEADER3
LEADER4
LEADERS
LEADER6
LEADER7
LEADERS
LEADER9
LEADERIO
LEADER!!
COMMUI
COMMU2
COMMU3
COMMU4
COMMUS

Mean
4.0667
3.9667
3.9333
4.1667
3.S667
3.SOOO
3.S333
3.7333
3.S667
4.0333
4.0000
3.9667
4. I 000
4. 1333
4.2667
4. I 667
4.2000
3.9333
3.7333
4.2667
3.S667
4.1000
3.9667
3.S667
3.9667
3.8000
3.7000
3.SOOO
3.9000
3.7000
3.7000
3.7667
4.0000
3.9667
4.0667
4.3000
4.0667
3.7000
3.S667
3.SOOO

Std Dev
.7849
.SS99
l.04S3
.69S9
.7303
.924S
.S996
.6397
.7303
.66S7
.742S
.SOS7
.66IS
.7761
.S6S3
.69S9
.761 I
.S6S3
l.04S3
.7397
.S996
.6618
.9279
l.OOSO
1.0662
.9613
.9S23
l. l S6 I
1.0619
.9S79
I .OS7S
1.0726
l.OS2S
l.09SI
l.014S
.7022
.S277
.91S4
l.16SI
.SS67

41.
42.
43.
44.
45.
46.
47.
48.
49.
50.
51.
52.
53.
54.
55.
56.
57.

N of Cases=
Item Means

COMMU6
REWARD!
REWARD2
REWARD3
REWARD4
REWARDS
REWARD6
REWARD7
REWARDS
REWARD9
REWARDlO
REWARD! I
REWARDl2
REWARDl3
REWARDl4
REWARD15
OVERALL

Mean
3.4000
3.6000
3.5667
3.9000
3.8333
3.7333
3.7667
3.8000
4.1000
4.1000
4.1333
3.8667
4.0000
3.8667
3.7000
3.9000
4.3000

Std Dev
1.0700
.9685
1.0063
.8030
.7915
.9444
.9353
1.0306
.8449
.7120
.7761
1.0743
1.0171
.9732
1.1188
.9948
.7497

30.0
Mean Minimum
3.9105
3.4000

Reliability Coefficients

Alpha= .9825

Maximum
4.3000

Range
Max/Min Variance
.9000
1.2647 .0414

57 items

Standardized item alpha= .9822

APPENDIX: D
FREQUENCY TABLE

Frequency Table
AGE

Valid

Frequency
2

Percent
.8

Valid Percent
.8

Cumulative
Percent
.8

21 - 30

211

79.9

79.9

80.7

31 -40

46
5

17.4
1.9

17.4
1.9

98.1
100.0

264

100.0

100.0

Under21

41- 50
Total

GENDER

Male

Valid

Female

Freauencv
145
119

Percent
54.9
45.1

Valid Percent
54.9
45.1

264

100.0

100.0

Total

Cumulative
Percent
54.9
100.0

INCOME

Valid

Freauencv
125

Percent
47.3

Valid Percent
47.3

Cumulative
Percent
47.3

5,001 - 10,000 Baht

95

36.0

36.0

83.3

10,001 -15,000 Baht

39

14.8

14.8

98.1

5

1.9
100.0

1.9

100.0

100.0

5,000 Baht or less

15,001 - 20,000 Baht
Total

264

DIVISION

Valid

Administration & General
Rooms

Freauencv
57

Food & Beverage

98
101

Sales & Marketing
Total

8
264

Percent
21.6
37.1

Valid Percent
21.6

Cumulative
Percent
21.6

37.1

58.7

38.3
3.0

38.3

97.0

3.0

100.0

100.0

100.0

APPENDIXE
ONE-WAY ANOVA TABLE

Means
Case Processing Summary

OVERALL

Cases
Excluded
I Percent
N
QI
.0%

Included
I Percent
N
264 I 100.0%

* AGE

OVERALL

Total
N

I
264 I

Percent
100.0%

* AGE

OVERALL
AGE
Under 21
21 - 30
31- 40
41- 50
Total

Mean
4.00
3.86
3.89
4.00
3.87

N
2
211
46
5
264

Std. Deviation
1.41
.70

.77
.71
.71

ANOVA
OVERALL
Sum of
Sauares
Between Group!
Within Groups
Total

.150
133.471
133.621

df

3
260
263

Mean Snuare

5.016E-02
.513

F

.098

Sia.

.961

Means
Case Processing Summary

OVERALL

Cases
Excluded
I Percent
N
OI
.0%

Included
I Percent
N
264 I 100.0%

* GENDER

OVERALL

OVERALL
GENDER
Male
Female
Total

Total

I

N

264 I

* GENDER

Mean
4.00
3.71
3.87

N

145
119
264

Std. Deviation
.75
.64
.71

ANOVA

OVERALL

Between Groups
Within Groups
Total

Sum of
Souares
5.335
128.286
133.621

df

1
262
263

Mean Souare
5.335
.490

F
10.897

Sia.
.001

Percent
100.0%

Means
Case Processing Summary

OVERALL

* INCOME

cases
Excluded
I Percent
N
OI
.0%

Included
I Percent
N
2641 100.0%

OVERALL
OVERALL
INCOME
5,000 Bahl or less
5,001 - 10,000 Bahl
10,001 - 15,000 Baht
15,001 - 20,000 Bahl
Total

Total

I

N

264 I

* INCOME

Mean
3.96
3.76
3.82
4.20
3.87

N
125
95
39
5
264

Std. Deviation
.76
.68
.64
.45
.71

AN OVA
OVERALL

Between Groups
Within Groups
Total

Sum of
Sauares
2.846
130.775
133.621

df
3
260
263

Mean Sauare
.949
.503

F
1.886

Sia.
.132

Percent
100.0%

Means
Case Processing Summary

OVERALL

* DIVISION

Included
I Percent
N
264 I 100.0%

OVERALL
OVERALL
DIVISION
Administration & General
Rooms
Food & Beverage
Sales & Marketing
Total

Cases
Excluded
I Percent
N
O I
.0%

Total

I

N

264 I

* DIVISION

Mean
4.14
3.92
3.69
3.62
3.87

N

57
98
101
8
264

Std. Deviation
.69
.71
.69
.52
.71

ANOVA
OVERALL

Between Groups
Within Groups
Total

Sum of
Sauares
8.037
125.584
133.621

df

3
260
263

Mean Sauare
2.679
.483

F
5.546

Sia.
.001

Percent
100.0%

APPENDIXF
MULTIPLE LINEAR REGRESSIONS

Regression
Variables Entered/Removed'

Model
1

2

Variables
Entered

Variables
Removed

Method
Stepwise (Criteria: Probability-of-F-to-enter <= .050,
Probability-of-F-to-remove >= .100).
Stepwise (Criteria: Probability-of-F-to-enter <= .050,
Probabilitv-of-F-to-remove >= .100\.

REWARD
JOB

a. Dependent Variable: OVERALL
Model Summary

Model
1
2

R
.613'
.627b

R Sauare
.376
.394

Adjusted
R Sauare
.374
.389

Std. Error of
the Estimate
.56
.56

a. Predictors: (Constant), REWARD
b. Predictors: (Constant), REWARD, JOB

ANOVAc
Model
1

2

Regression
Residual
Total
Regression
Residual
Total

Sum of
Souares
50.235
83.386
133.621
52.580
81.041
133.621

df

1
262
263
2
261
263

a. Predictors: (Constant), REWARD
b. Predictors: (Constant), REWARD, JOB
c. Dependent Variable: OVERALL

Mean Souare
50.235
.318

F
157.840

26.290
.311

84.669

Sia.

.ODO'

.ooob

Coefficients"

Unstandardized
Coefficients
B
Std. Error

Model
(Constant)
REWARD
(Constant)
REWARD
JOB

1
2

Standardi
zed
Coefficien
ts
Beta

.203
.057
.252
.072
.084

1.359
.719
.939
.595
.231

.613
.508
.169

t

Sia.

6.696
12.563
3.727
8.236
2.748

.000
.000
.000
.000
.006

a. Dependent Variable: OVERALL

Excluded VariableS'

Collinearit
y

Model

1

2

Beta In
JOB
TEAM
LEADER
COM MU
TEAM
LEADER
COM MU

.169'
.130'
.130'
.022'
.077b
.103b
-.02ob

t

Sia.

2.748
2.195
2.217
.385
1.202
1.847
-.350

.006
.029
.027
.701
.231
.066
.726

a. Predictors in the Model: (Constant), REWARD
b. Predictors in the Model: (Constant), REWARD, JOB
c. Dependent Variable: OVERALL

Partial
Correlation

Statistics
Tolerance

.168
.135
.136
.024
.074
.114
-.022

.612
.673
.688
.753
.564
.672
.700

