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ABSTRACT
The main purpose of the study is on job competencies, knowledge
management, job satisfaction and proposed organization development intervention
(ODI).
This study used action research model. In pre-OD, the researcher diagnosed
the organization to know the current situation of the organization, states the problems
and highlight the areas that ODI have to be taken. This study used both quantitative
and qualitative approach for analyzing the data. ODI is the application for solving the
problems occurred in pre-ODI. Finally, this paper presented the desired stage of the
organization after ODI is taken.
The researcher examined the respondents of all the seven full-time staffs and
six part-time staffs in the organization. In order to find out the perspective of the
customer service for the topic job competencies, the researcher distributed the
questionnaires to 54 students.
Both English and Burmese languages questionnaires are used. The researcher
did the pre-test for the questionnaires to the similar organization before distributing
the organization.
The researcher used the quantitative approach for the data analysis. Frequency
and percentage were used to measure the demographic profile. Average mean and
standard deviation were used to measure the Likert’s scale questionnaires.
The results showed that the staffs required enhancing their competencies in
order to face unnoticed challenges, willingly to accept the knowledge management in
terms of knowledge sharing and overall they are satisfied with their job.
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Chapter 1
Introduction
1.1 Generalities of the Study
Many organizations today cannot survive alone at the same time, they are
facing with competition from rivals. In addition, because of the globalization, to be
sustainable, competitive and developed, the organizations in a nation have to work
and respond effectively and efficiently by adapting to the changing environment to
stand in a market place. Many management strategies are established for the
effectiveness of the organization, to catch up with the more rapid need for decision
making and for the varieties to succeed in the market place.
According to the modern phenomenon, the organization’s output is not only
concerned with the top executives but to all the employees who are working in the
organization. Therefore, all employees need to participate in decision making process
so that empowering or delegating the employees becomes a popular concept for the
management practices.
For using the empowerment strategies effectively, the main resource is the
human capital. Empowerment deals with the human resource but not with the tangible
assets that can be seen in the organization. Empowerment is the complex social
context and many support grounded functions and preparation are essential for the
accomplishment of empowerment. Empowerment can improve the productivity of
the organization (Likert and Herzberg).
Empowerment is not one step ladder but which the management needs to take
into account many contextual factors for building up the empowerment.
1

The work of Conger and Kanungo (1988) is often used as a starting point in
literature on psychological empowerment, for they claimed that empowerment
involves a motivational concept of self-efficacy.
Conger and Kanungo (1988) discussed several sets of factors that could affect
one's self-efficacy and, therefore, empowerment. One set of factors was
organizational, including poor communication and network forming systems.
Competence was defined as one’s self-efficacy regarding one’s job (Spreitzer,
1995), which is a cornerstone of empowerment in general (Conger and Kanungo,
1988).
In line with Keller and Dansereau’s (1995) conclusion that supervisory
behavior that increased a subordinate’s self-worth and negotiating latitude increased
the person’s sense of control and empowerment.
Randolph’s (1995) believes in the importance of sharing information,
communicating a vision, and teamwork, and Quinn and Spreitzer’s (1997) findings
regarding the impact of openness and teamwork.
This comes as a background of this paper that aims to study employee
job competencies, knowledge management, and job satisfaction in Ayeyawady Media
Services (AMS). To understand more about the organization and its function, the
researcher considers that it is important to discuss education service industry in
international, regional, and national contexts.
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Education Service Industry
Education is a social system that is directly influenced by the environment in
which it is embedded. Education Services Centers are the centers which provide many
resources/human capitals to the community to upgrade the human social system. The
education service providers need to have the knowledge to assist the students to the
education trend by knowing what has to be done by observing what is happening
around the world.
1.1.1 Global Context
Measure with the global context, the education services industry was the
second largest industry in the economy in 2006. According to the U.S. Department of
Labor, Bureau of Labor Statistics, education service industry provides jobs for about
13.3 million workers—about 13.2 million wage and salary workers, and 195,000 selfemployed and unpaid family workers. Most jobs are found in elementary and
secondary schools, either public or private, as shown in table 1.1. Public schools
employ more workers than private schools because most students attend public
educational institutions. According to the latest data from the Department of
Education’s National Center for Education Statistics, close to 90 percent of students
attend public primary and secondary schools, and about 75 percent attend public postsecondary institutions. The following table shows the employment in the educational
service industry in 2006.
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Table 1.1 Distribution of wage and salary employment in educational services by
industry, 2006
(Employment in thousands)
Industry

Employment

Percent

13,152

100.0

Elementary and secondary schools

8,346

63.5

Junior colleges, colleges, universities, and professional schools

4,215

32.0

3,434

26.1

781

5.9

591

4.5

Other schools and instruction

285

2.2

Technical and trade schools

134

1.0

Educational support services

91

0.7

Business schools and computer and management training

80

0.6

Educational services, public and private, total

Colleges, universities, and professional schools
Junior colleges
Other educational services

(Source: U.S. Department of Labor, Bureau of Labor Statistics, Career Guide to
Industries, Educational Services. Retrieved Nov 6, 2008, from
http://146.142.4.22/oco/cg/cgs034.htm)
1.1.2 Regional Context
Comparing to the economic development of Asia-Pacific countries in the 20th
century with world average, and analyzing the evolution of education, fertility,
population and economic growth in Asia-Pacific countries at the end of the 20th
century, show that, after centuries of slow economic development, many Asian
countries have experienced an important take-off during the last two decades of that
century, mainly thanks to the increase in the educational level of population and
4

industrialization. It is important to remark the positive role of education in economic
development as it contributes to moderate population growth, industrial investment
per inhabitant and real income per inhabitant. (Source: Guisan, M.Carmen, Exposito
and Pilar. Education, Industry, Trade and Development of Asia-Pacific countries in
1980-99. Retrieved May 5, 2008, from http://ideas.repec.org/a/eaa/aeinde/v3y2003i3
12.html)
In regional context, globalization takes place and students who studied in one
country to another are increasing; according to the World Education News &
Reviews, in Australia, 18 percent of student enrollments are the foreign students, 15
percent of total revenues for Australian universities comes from international
enrollments, and that education has become the country’s fourth-largest export
industry.
1.1.3 National Context (Myanmar)
Education has always been given high priority in Myanmar society since
ancient times with the monasteries acting as the main centers of education. Because of
its strong tradition of monastic education, the literacy rate has been high all along the
history of Myanmar. Source: Review on Adult education in Myanmar retrieved on 8
August 2008 from: http://www.unesco.org/education/uie/pdf/country/Myanmar.pdf

Myanmar has three basic education levels, which are primary schools, secondary
schools and high schools. After the students finished the basic education high schools
(passed the matriculation exam) at the age of 16 or 17 and depending on their grades,
students would then continue their studies at government universities or institutions.
Admission is based on the matriculation results (or grade).
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There are increasing numbers of local professional training centers which also
turn their focus on access/foundation courses that would prepare students for further
studies in foreign countries. Most of the students after finishing their matriculation
will go for their further studies at the state universities or colleges. At the same time,
they will take up vocational qualifications or professional courses which are locally
available such as City & Guilds, National Computing Center (NCC), London
Chamber of Commerce and Industry (LCCI), Chartered Institute of Management
Accounts (CIMA), Association of Chartered Certified Accountants (ACCA), and
Chartered Institute of Marketing (CIM) that will help them prepare for entrance
requirements when taking up Higher Education (HE) and Further Education (FE)
courses in the UK and other countries. Over the years, an increasing number of local
professional training centres/institutions have come into the market, offering
preparatory courses for UK exams and professional qualifications to thousands of
students. According to the survey conducted by British Council Exams Services, out
of 1,285 IELTS candidates from April to December 2007, 37.2 per cent of them were
chosen to study in Singapore and 33.2 per cent were in Australia and New Zealand
and the rest were all over the world.

There is also a growing demand for locally available overseas exams and among
professional subjects UK exams occupy the major portion for international exams that
took place in Myanmar, the most popular qualification being LCCI which has
increased by 35 per cent in 2007/08 (8,611 exams in 2006 to 11,624 exams in 2007).
Professional exams such as ACCA, NCC, Association of Business Executives (ABE)
and City & Guilds are also popular among the students and they occupy another 37
per cent of the current market.
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1.2 Company Background
1.2.1 Organization Profile
Ayeyawady Media Services (AMS) is an education service center which was
established in the year 1999 and located in the capital city of Yangon in Myanmar.
It started the teaching with vocational English Courses, Basic level, PreIntermediate, Intermediate level and Advance level. And in the year 2000, it
expanded and started providing the international certificate preparation courses,
(e.g International English Language Teaching System (IELTS), London Chamber
of Commerce and Industry (LCCI) and provided the education services in applying
for the schools in Singapore, Universities in Thailand. In the year 2006, AMS
started the Certificate in Business (CIB) course which is a first year of the
polytechnic program and continued the second and third year in Singapore by
collaborating with one of the education institutions in Singapore. Gatt Pte Ltd., is
located in Singapore which helps AMS in terms of coordinating with AMS and
Singapore schools.
Organization Vision and Mission
Vision
To be an international level management & media centre in the region reputed for
our programmes by providing contributors to the community for the betterment of
humankind.
Mission
-

We provide thinking and creative education with connectivity to
International Education Programme.
7

-

We encourage participatory and experiential learning, enabling people to
cope with changes and meet life’s challenges.

-

We promote knowledge based and quality human resources development
in Global Arena.

-

We develop principled leaders and contributors for our nation.

AMS is composed with eight full-time staffs and eight part-time teachers for
the respective local vocational courses and ten foreign lecturers periodically for the
joint program with Singapore school.
Figure 1.1 shows the organization structure of AMS located in Myanmar.
Figure 1.1 Organization Structure

Managing Director

Under the supervision of managing director (MD), AMS has two directors,
one director is responsible for the Administration and Planning who is also the
principal of the school and another director is responsible for academic and
8

curriculum for all courses which are the Certificate in Business (CIB) Singapore, and
other local vocational courses.
Under the principal, there are two managers in charge of administration and
logistics, two coordinators in charge of international and local programs, and two
office staffs responsible for daily operational activities such as customer service and
correspondence. To communicate with educational institutions in Singapore, AMS
collaborates with Gatt Pte Ltd., a Singaporean company established by the managing
director of AMS. Gatt Pte Ltd. assists AMS to process the student applications and
provide academic information needed.
Figure 1.2 shows the job distribution of the staffs in the organization.
Figure 1.2 Job Distributions Chart

The job distribution chart shows specific responsibilities of the AMS
employees. Administration & Planning is responsible for the office management,
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accounting, coordinating with Gatt Pte Ltd and government official matters. Local
Coordination is responsible for meeting with students and parents, marketing,
seminars and workshops for education programs to the public. Logistic Manager is
responsible for the logistic management for the classes, seminars, and workshops.
International Coordination is mainly accountable for the coordination with Gatt Pte
Ltd in Singapore and the education institutions in Singapore, students and parents,
marketing, seminars, and workshops.
Academic and curriculum design is under the supervision of one of the
directors who manages all the course designs for Certificate in Business (CIB),
International English Language Teaching System (IELTS), computer, English
language courses, and other vocational courses.

1.2.2 Courses offered at AMS
AMS offers three levels of English four skills, which are listening, speaking,
reading, and writing courses. These three levels are Basic English, Intermediate
English, and IELTS. The students can join the courses according to their level of
accomplishment. The foundation course is the basic level, afterward continuing to the
Intermediate level or the exam preparation course for IELTS.
Computer courses are composed of basic computer skills, short courses for
using Microsoft Power Point, Desktop Publishing course, Graphic Design course, and
Video Editing courses. Any students can enroll in the courses regardless of their skill
levels, except video editing course which needs the foundation of graphic design
course.
International exam preparation courses are offered for the students who would
like to study in Singapore. These courses will help them prepare for English, Physics
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and Mathematics. AMS also offers accounting preparatory course for students who
want to take the London Chamber of Commerce and Industry (LCCI) exam board.
AMS collaborates with one of the education institutions in Singapore in
offering Certificate in Business (CIB) Course. This CIB course is a three-year
program and is divided into two parts. One-year study in Myanmar and after the
completion of the study, students will get a local certificate of completion. The other
option is that the students can continue the second and third year of study in
Singapore and get the diploma level of polytechnic from Singapore.
AMS provides the education service for the application and admission process
for students who want to continue their university education in Singapore and
Thailand.
Table 1.2 List of the courses
Local Courses
English

Computer

Exam Preparation

- Basic

- Basic

- Singapore schools entrance exam

- Intermediate

- Intensive Power Point

- IELTS

- DTP

- LCCI (London Chamber of
Commerce and Industry)

- Graphic Design
- Video Editing
Singapore Course
-

Certificate In Business (CIB)
Education Service (Direct Application)

-

Singapore

-

Thailand

11

Figure 1.3 Level of the English courses
English
Courses

Basic

Intermediate

IELTS

Figure 1.4 Level of the Computer Courses
Computer

Basic

Intensive
Power
Point

DTP

Graphic
Design

Video
Editing

1.2.3 Target Customers
AMS focuses on the students who have at least passed the Basic Education at
High School level or higher who want to enroll in the local vocational courses.
Another target group is the students who got high marks in Basic Education in High
School and interested in applying for overseas study. The classifications of the group
are detailed as follows.
1. The students who pass the Basic Education High School level up to the any highest
level are eligible for the local vocational courses.
2. The students who got high marks in Basic Education in High School level who
attempted to acquire admissions from foreign universities for continuing their study
abroad.
3. The students who would like to sit for the international level certificates.
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1.2.4 Current Situations of AMS
Figure 1.5 Current situations of AMS
Management Strategy

Supporting for Empowerment

Empowerment

According to this framework based on analyzing and observation, the
organization is currently using the empowerment management strategy.
Empowerment means giving the employees authority together with the
responsibilities. Empowerment focuses the organizational effectiveness. To foster the
empowerment, supporting environment is needed for the employees to utilize and
fulfill the strategy effectively. Presently, the supporting empowerment like providing
the high job competencies for the staffs, clear direction for the staffs to go (policies
and procedures), supportive organization culture for empowerment and the high job
satisfaction are needed to take an action.
1.2.5 Situation Analysis (SWOT analysis)
For the situation analysis on current challenging situations and conditions
(both positive and negative behaviors and performance), SWOT analysis OD tools is
used to find out the strengths, weaknesses, opportunities and threats.

13

Figure 1.6 SWOT analysis

Strengths
Successful collaboration with the Singapore school for CIB programme exists
in terms of interrelationship, learning process, targeted students’ quantity. This
programme was started in the year 2006 and two batches are now in the 2nd year and
3rd year diploma programme in Singapore. AMS provided 17 students for 1st batch
and 18 students for 2nd batch to pursue their studies. Currently, 30 students are
engaged in the 3rd batch of the CIB course.
AMS meets the students’ needs by providing the qualified and required
courses for the students for applying in their professional career.
14

The reputation of quality courses spread within the students although AMS
formulate the marketing planning and recruitment by holding education seminars,
advertising in newspaper, journals and pamphlets but advertising by words of mouth
between students is the most powerful strategy.
AMS is located in well-known township which is not very far from the town
center, easy for transportation, where there is not many education centers,
opportunities for applying the knowledge (in-house training programs) in the same
building/place benefits AMS. The geographical location enhances the performance of
AMS.
AMS provides the students with the standard learning facilities which are
needed for learning process, standard environment to pursue the international center.
Staffs are committed to their works, respect the working hours, perform
according to the rules and regulations declared by the organization, value the
integrity, norms and trying to reach the organizational goal.
Good teamwork is found in the working environment. Listening and
respecting to others’ ideas, sharing and discussing, participating, understanding,
communicating and helping each other which are the main values for the teamwork.
AMS utilizes the high technologies in the learning process by providing the
learning facilities.
All the staffs value the students and they are service oriented. Maintaining
good interrelationship with the students and parents although sometimes facing with
the communication obstacles, they try to control their emotion and show up their best
services. AMS seeks for the customers’ satisfaction, presents empathy by way of
building up relationship, encourages and gives motivation to the students in any
circumstances.
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Weaknesses
Most of the staffs are young, so they lack in experience in terms of age.
Intellectual skills include the ability to think critically, conceptual skills,
originality/creativity/freshness of ideas, ability to initiate and conduct an argument,
ability to select and organize materials relevant to the questions and ability to
synthesize materials of different kinds. In line with the nature of the organization,
AMS provides the training courses and gives the education services; the staffs who
work for the organization have to be the qualified staffs that are able to communicate
with the students, parents and the teachers. Being full with advanced general
knowledge can help the staffs in advising, directing the students, parents into the
educational trends. All the information provided by the staffs need to be logical,
specific, clear and complete using confidence, independent and accountable for the
information provided. Conceptualized skills of picturing the whole situation identify
the main issue, ability to synthesize the situation and initiate by using assertiveness.
As the organization is not very big, but made up of eight of the staffs, all of the staffs
should be well trained and qualified staffs even though there is a decision making line
process. Since the staffs are less in experience and because of the youth, they are
weak in problem solving skills, time management, confidence, communication skills
and the organization should promote their skills to become a productive staff to
enhance effectiveness of the organization. The staffs should be independent and have
the ability to foresee the problems or situation and get ready for this.
The interpretation of easy going culture in this study is the slowness in
information flow, operating process, not aggressively doing the work, shifting work
(sometimes not within the time-line). In the rapidly changing environment, the flow of

16

the working process needs to be fast and precise according to the situation. The
working environment is not only reactive but also proactive environment; that means
not only solve the problems but foresee the potential opportunities and difficulties.
From the positive point of view, this culture can create the creativity and reduce the
stress. From the negative point of view, workload can be happened without the
timeline, always reactive and this solving action/problem can happen again for lack of
the proper planning and record.
Administrative policies and procedures refer to formal rules that define ‘ways
of doing things’ in the organization. The policies and procedures for the organization
should be understood by all the employees in the organization. The procedures are
precise, clear and will be the roadmap of the organization. To be performing the
policies and procedures, the proper record keeping is needed for the organization to
run in a long term. Specific heading with specific information, the level of
confidentiality should be kept properly. The administrative policies and procedures
need to be updated by looking back to the history that comes from record keeping and
set up the required policies and procedures.
AMS offers the courses on two floors (2nd & 7th) in one building. The space
available is small for running many programs. At present, the filing system is not
easily reachable for the staffs to refer. All the information must be reachable in one
place and privacy is needed for the staffs.
The organization is a small amount of staffs working inside and proper
resource persons to carry out the human resources management is not in the
organization. The age of the organization is getting mature; the size of the
organization is in the phase III, IV and V which are the growth through delegation,
growth through coordination and growth through collaboration. The HR department is
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needed to establish for the promoting the staffs’ performance, educating and training,
recruitment, payroll and work force management, resource allocation, communicating
and provide the safe work environment.
Opportunities
AMS is successful in the collaboration with the school in Singapore, local
courses attached with the in-house training programs, well known and experienced
teachers are provided with good teaching facilities. Therefore, AMS holds the good
image. This reputation motivates AMS to enhance the functions (courses) in the near
future. AMS has gained trust and high quality volume of students.
As AMS is holding the business course with the international experienced
lecturers, AMS gets the opportunity to learn in terms of teaching method, materials,
international level management system and high technology. Dealing with the
lecturers can enhance the communication skills of the staffs and they also can learn
the culture and ways of doing things.
Nowadays, many students study abroad for enhancing their knowledge and
skills to be applied in their professions, AMS introduced the international level
courses within the local place, so that the students can learn within their home
country.
The management of AMS is now thinking of extending new building to set up
more international level courses. This is in alignment with the organizational vision,
step the ladder of the vision by using mission statements shown in page 7 and 8.
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Threats
Rival/competitors are unpredictable. Many education centers are established
within the regions so that the students and parents have more opportunity for
educational trends.
Political condition is one of the threats for the organization in line with the
government policies changes from the education administers, and economic crisis
faced by the country.
As AMS is holding the international course (CIB), financial transaction can be
affected by the exchange rate instability.
To be an international level education center, vastly high in the investment in
terms of teaching facilities, resource persons, teaching materials, administration, high
technology for communication, students’ learning environment and this high
investment turns into a risky position.
1.3 Research Objectives
1. To describe and analyze the current situation, functioning and performance of
the company as “human social system” or “corporate living person”
2. To diagnose, identify the job competencies, knowledge management, job
satisfaction and propose appropriate OD interventions
1.4 Statement of Problem
According to the current situation of the company, supporting environment for
the staffs is required in order to be occupied with productive staffs. The one who can
make business good or bad is depending on the human/people who are practically
involved in doing business. Human factor is the main concern of doing business. The
competent and content employees are central for the business success. AMS needs to
19

occupy the people with learning environment where the employees can learn and feel
satisfied with what they are doing. Therefore, the main purpose of the study is on job
competencies, knowledge management, job satisfaction and proposed the organization
development intervention (ODI).
1.5 Research Questions
This study aims to answer the following research questions.
1. What is the current situation of the company in terms of Job Competencies,
Knowledge Management and Job Satisfaction?
2. What are the appropriate OD interventions for Job Competencies, Knowledge
Management and Job Satisfaction?

1.6

Definition of Terms

Organization: social structures created by individuals to support the collaborative
pursuit of specified goals. (Scott, 1998)
Organization development: Organization Development is an effort (1) planned, (2)
organization-wide, and (3) managed from the top, to (4) increase organization
effectiveness and health through (5) planned interventions in the organizations
“processes,” using behavioral-science knowledge. (Beckhard, 1969)
Organization Development Intervention: OD interventions are plans or programs
comprised of specific activities designed to effect change in some facet of an
organization. Numerous interventions have been developed over the years to address
different problems or create various results. (http://en.allexperts.com/q/ManagementConsulting-2802/2008/5/ORGANISATIONAL-DEVELOPMENT.htm)
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Competency: Competency is the standard or quality of the outcome of the person’s
performance (Rutherford, 1995; Hager et al., 1994).
Competency is the underlying attributes of a person (Boyatzis, 1982; Sternberg and
Kolligian, 1990).
Job competency: An underlying characteristic of an individual which is causally
related to effective or superior performance in a job. (Klemp, 1980)

Knowledge: Knowledge is an organized combination of ideas, rules, procedures, and
information (Marakas, 1999).

Knowledge is highly contextualized information enriched with individual
interpretation and expertise. (N. Ganesh & S. Sandhya, 2000)

Knowledge is a blend of information, experience, and insights that provides a
framework that can be thoughtfully applied when assessing new information or
evaluating relevant situations (Zikmund, 2003).

Knowledge Management: Knowledge management is a process of facilitating
knowledge-related activities, such as creation, capturing, transformation and use of
knowledge (Bhatt, 2000).

Knowledge management can be defined as a method to simplify and improve the
process of sharing, distributing, creating, capturing and understanding knowledge in a
company. Knowledge management is description, organization, sharing and
development of knowledge in a firm. (Montana, 2000).
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Knowledge management is the process of creating an inclusive, comprehensive, easily
accessible organization memory, which is often called the organization’s intellectual
capital (Zikmund, 2003).

Job Satisfaction: Job satisfaction is human’s thinking, feeling and action tendencies
or one’s attitude towards work (Vechio, 1995)

The degree to which an individual felt positively or negatively about a job
(Schermerhorn, 2002),

A person’s attitude regarding his or her job and work content (McShcane et al., 2003).

1.7 Significance of the Study

This study will benefit the organization to become a learning organization
with the competent and content employees.
This research is the reflective and applicable for the management in their
current working environment.
For the benefit of the employees, they can be seen as they are promoting their
potentials while feeling meaningful for the organization.
This study can be the example of similar business or industry to be learned.
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1.8 Scope of the Study
This study focuses on these variables - Job Competencies, Knowledge
Management and Job Satisfaction.
This study applied to the13 respondents of staffs and 54 respondents who are
enrolled in the data collection period to know the perception of customer services
performed by the staffs from the students for the heading of Job Competencies.
This is the study of the education service center, Ayeyawady Media Services
(AMS).
1.9 Delimitation of the study
For the confidentiality, this paper did not mention the name of the other
related/collaborated organization with the study organization, AMS.
Implementation of OD is not applied in the paper because of the time
limitation. The study organization is located in Myanmar, these limitations of the
study can be under the conditions of the country (political, economical, social),
geographical location and the culture of the people.
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Chapter 2
Review of Related Literature and Conceptual Framework
This chapter presents the literatures review that benefits the research, the
purpose of which is to study job competencies, knowledge management, and job
satisfaction in the organization. The literatures referenced in this chapter are obtained
from different sources such as books, journals, and electronic sources like online
databases and websites. In the later part of the chapter, a conceptual framework as the
action research model will be presented.
2.1 Organization as System
Organization is a group of people working together. A system approach is the
interrelated parts working together to achieve a specific goal. The three basic element
of system approach is the input, process and output. The organization uses the
resources (in put) to perform the particular functions (process) and produces the
product or services as an out put.
Human capital is the basic and important resource for the organization. People
need freedom respectively to their certain level to fully use their skills. In
organization, people work together to achieve the organizational goals under the
supervision of the management and every single part is the important part for
organization achievement/effectiveness.
2.2 Change Management
Change management is a structured approach to transitioning individuals,
teams, and organizations from a current state to a desired future state. An early model
of change developed by Kurt Lewin described change as a three-stage process.
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Unfreeze- Change- Refreeze. In the book of “Leading change” (1995) and “The Heart
of Change” (2002), John Kotter highlighted the eight step change model which are
1. Increase urgency – inspire people to move, make objectives real and relevant.
2. Build the guiding team – get the right people in place with the right emotional
commitment, and the right mix of skills and levels.
3. Get the vision right – get the team to establish a simple vision and strategy focus on
emotional and creative aspects necessary to drive service and efficiency.
4. Communicate for buy-in – Involve as many people as possible, communicate the
essentials, simply, and to appeal and respond to people’s needs. De-clutter
communications; make technology work for you rather than against.
5. Empower action – Remove obstacles, enable constructive feedback and lots of
support from leaders, reward and recognize progress and achievements.
6. Create short-term wins – Set aims that are easy to achieve, in bite-size chunks,
manageable numbers of initiatives. Finish current stages before starting new ones.
7. Don’t let up – Foster and encourage determination and persistence, ongoing
change, encourage ongoing progress reporting, highlight achieved and future
milestones.
8. Make change stick – Reinforce the value of successful change via recruitment,
promotion, new change leaders. Weave the change into the culture.
Developmental Change
Ackerman (1997) has distinguished between three types of change:
developmental, transitional and transformational.
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Developmental change occurs when a company makes an improvement to
their current business. If a company decided to improve their processes, methods or
performance standards, this would be considered developmental change. Companies
are continually processing developmental change to some degree in order to stay
competitive (Jan Tucker, 2007). Developmental change may be either planned or
emergent; it is first order or incremental change that enhances or corrects existing
aspects of an organization, often focusing on the improvement of a skill or process.
There are four targets of change introduced by Aldage & Kuzuhara, 2002
which are structural change, Technological change, Human change and Purpose of
Task change.
Structural change involves altering a firm’s formal authority structure or job
definitions. Technological change introduces a new method used to transform
resources into a product or service. Human change involves changing employee
attitudes, skills, knowledge, or behavior. Organization development relies heavily on
human change. Purpose or task change is the goal of the organization is changed.
2.3 Organization Development
Organization development is a process of planned change - change of an
organization’s culture from one which avoids an examination of social processes
(especially decision making, planning and communication) to one which
institutionalizes and legitimizes this examination (Burke & Homstein, 1972).
Organization Development (OD) is an organization improvement strategy. OD
is a long-term effort, led and supported by top management, to improve an
organization’s visioning, empowerment, learning, and problem-solving processes,
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through an ongoing, collaborative management of organization culture – with special
emphasis on the culture of intact work teams and other team configurations- using the
consultant-facilitator role and the theory and technology of applied behavioral science
including action research (French & Bell, 1999). Bennis (1969) stated that OD is a
response to change, a complex educational strategy intended to change the beliefs,
attitudes, values and structure of organizations so that they can better adapt to new
technologies, markets, and challenges, and the dizzying rate of change itself. OD is a
set of behavioral science-based theories, values, strategies, and techniques aimed at
the planned change of the organizational work setting for the purpose of enhancing
individual development and improving organizational performance, through the
alteration of organizational members’ on-the-job behaviors (Porras & Robertson,
1992)
2.4 Organization Development Intervention
Organization Development interventions are sets of structured activities, in
which selected organizational units engage in a sequence of tasks that will lead to
organizational improvement.
Chris Argyris, the founder of intervention theory noted that “To intervene is to
enter into an ongoing system of relationships, to come between or among persons,
groups, or objects for the purpose of helping them” (Argyris, 1970, p.15). Intervention
is any event, directed toward improving organizational effectiveness, that disrupts an
organization’s normal way of operating. Interventions sometimes involve a consultant
from outside the organization, but many times, management itself intervenes to make
organizational changes. (Robert D. Smither, John M. Houston, Sandra D.Mclntire,
1996).
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Interventions are usually defined as the specific activities that OD consultants
use to accomplish their goals, but they can also refer to the entire process of
intervening. In 1970, OD theorist Chris Argyris formalized the OD perceptive on
interventions by developing intervention theory, a statement of the purposes,
strategies, and practices of interventions should aim toward helping the organization
learn to solve its own problems. According to the intervention theory, there are three
requirements for an intervention to be successful. First, the intervenor must have valid
and useful information about the organization and its members. Using the techniques
of diagnosis, the intervenor strives to develop an accurate picture of the organization,
not one that represents the interests of a particular group. The second requirement for
a successful intervention is free choice. Free choice means that the organization can
choose among a variety of courses of action. Free choice is lost when the organization
looks to the intervenor to tell the members what to do. Finally, there must be internal
commitment. This means that participants in the intervention agree on the course of
action and feel ownership and responsibility for its outcome.
2.5 Job Competency
Competence, or self-efficacy is an individual’s belief in his or her capability to
perform activities with skill (Gist, 1987), competence is analogous to agency beliefs,
personal master or effort-performance expectancy (Bandura, 1989, Quinn and
Spreitzer, 1997).
2.5.1 Customer Services
Customer service is the commitment to providing value added services to
external and internal customers, including attitude knowledge, technical support and
quality of service in a timely manner. Customer service is an organization’s ability to
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supply their customers’ wants and needs. The following figure shows the dimension
of the service quality adapted from A. Parasuraman, V.A.Zeithaml, and L.L.Berry, “
“A concept Model of service quality and its implications for future research”.
Figure 2.1
Word of mouth

Personal needs

Past Experience

Expected
Service
Dimensions of Service
Quality

Perceived Service
Quality

Reliability

1.

Responsiveness
Assurance

2.

Empathy
Tangibles
Perceived
Service

3.

Expectations
exceeded
ES<PS (Quality
surprise)
Expectations
met ES=PS
(Satisfactory
quality)
3. Expectations
not met ES>PS

The service quality relies on the difference between customers’ expected
service and perceived service. The customers’ expected service comes from the word
of mouth which is delivering the message of service quality among the customers,
their personal needs and from their past experience of acquiring the service. The
perceived service comes from the received service by the customers on a particular
service provider. While considering the service quality, there are five dimensions:
reliability, responsiveness, assurance, empathy and tangibles contributed to the
service quality. When the expected service quality (ES) is less than perceived service
quality (PS), it becomes surprise in quality. When the expected service quality (ES) is
equal to the perceived service quality (PS), there is a satisfactory quality and when the
expectation (ES) is greater than perceived (PS), it is the unacceptable quality.
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Stanley A. Brown (1992) mentioned that EDGE process is the practical arm to
reach the service excellent organization. The service ADGE is an interactive and
flexible process geared toward encouraging management and staff to take an active
part in creating and maintaining a service culture, internally and externally. The
EDGE process asks, then answers, four questions: 1) Where are we now? – Evaluate,
2) where do we want to be? – Design, 3) how do we get there? – Guide, 4) how do we
stay on top? – Encourage Excellence.
Figure 2.2 EDGE process

Design

Encourage
Excellence
Evaluate

Guide

2.5.2 Problem Solving
According to the W.Drafke & Kossen, there are nine steps which have to be
followed in decision making or problem solving process.
Figure 2.3

A Nine-Step Decision-Making or Problem-Solving Model
A Logical Approach to Problem Solving
Problem Recognition
Problem Definition
Setting Objectives
Group Identification
Generation of Options
Option Evaluation
Option Selection
Option Implementation
Decision Making
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Source: Michael W.Drafke & Stan Kossen , The Human Side for Organization
(Printed in the United States)
The nine-step decision making models starts with the problem recognition
which is knowing about the problem or acknowledge that the problem exists. It is
better to take a proactive approach and identify problems before they have serious
consequences rather than waiting to react to problems and finally getting serious. “A
problem well-defined is a problem half-solved”. While defining the problems, certain
criteria should be performed in order to get many options to choose and the group
identification also included to reduce the resistance to the decision, to assist the
implementation and may be even to assist the decision making process. The group or
groups being affected must be identified. Then generating the many options to solve
based on the criteria and evaluates the options afterward select. The concrete decision
making process includes implementations and evaluating the results of the decision
making.
Figure 2.4

The Process of Problem Solving
Information
Gathering

Define the
Problem

Identify
alternative
solutions

Evaluate and
choose and
alternative

Implement
the decision

Monitor and
control
decision

Source: Organizational Behavior & Management, An Integrated Skills Approach :
Aldage, Kuzuhara
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Aldag and Kuzuhara also had written about the process of decision making or
problem solving. They start with the defining the problem then identify the alternative
solutions, evaluating the solutions and choose the solution from alternatives.
Implementation and monitoring or controlling the outcomes is also a part of the
problem solving process and this can be backward to check the process. Abundant
information and resources are needed for a good decision making and
implementation.
Figure 2.5

Factors Influencing Decision Making

Information
Inputs

Stored
Information

Evaluation of
Consequences

Perceptual
Processes

Cognitive
Processes

Group Influences

Organizational
Influences

Decision Outcomes

Time and Cost
Constraints

Decision

Stress

Source: Organizational Behavior & Management, An Integrated Skills Approach :
Aldage, Kuzuhara
While performing the decision, many factors influence decision making. The
input of the decision making is information and resources, upon this, the decision
makers or problem solvers conceive with two processes, perceptual and cognitive.
The perceptual is the perceiving the problems and tend to perceive what we’re
expecting to perceive. The perceptual selection is influenced by needs and personality
factors. Many problem solvers are faced with variety of cognitive constraints such as
limited in short memories to attain the information, can not deal with multiple
problems, limited computational ability, care about the outcomes of the decision
which can become doubts whether the decision is correct, evaluate the information
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differently from how it is presented. The perceptual and cognitive processes of the
decision maker or problem solver are influenced by the group influences (pressure for
conformity to group norms, individual risk preferences), organizational influences
(context of the organization), time and cost constraints and psychological stress.
Figure 2.6

Consequences of Decision Barriers
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Decision
Confirmation
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Barriers to Problem
Solving
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Information
Processing

Source: Organizational Behavior & Management, An Integrated Skills Approach :
Aldage, Kuzuhara
The barriers to problem solving are use of heuristics, procrastination,
incrementalizing, conservatism in information processing, dissonance reduction,
decision confirmation and defensive avoidance.
Heuristics means experiential or experiments. Sometimes, to simplify the
decision making, one tends to ignore the important heuristics which are satisficing,
represntativeness, availability, anchoring and adjustment. Satisficing means choosing
the first acceptable alternative rather than looking for the best. Representativeness is
the tendency to place something in a class if it seems representative of the whole
class. Availability is the tendency to estimate a probability of an event on the basis of
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how easy it is to recall. Anchoring and adjustment is the tendency to use an early bit
of information as an anchor and then use new information to adjust that initial anchor.
Procrastination happens when we take a long time in the decision making
process once the situation makes us uncomfortable. It may cost time, money,
reputation and opportunity.
Incrementalizing is changing the attribute a little by a little instead of making
it new and it can seriously suppress the creative alternatives.
Conservatism in information processing is characterized by underrevision of
our estimates when presented with new information. When we believe the probability
is .5 and the present information showed to increase by .8, we are more likely to
revise our estimate to only .6 or .7.
Dissonance Reduction is justifying our decision. Although we choose the best
solutions, we still care for other alternatives and this creates conditions of conflicting
thoughts, called cognitive dissonance.
Decision confirmation took place after the dissonance reduction and it is the
announcement of decision. At this stage, after announcing a decision, there could be a
strong argument in its favor because of the dissonance reduction.
Defensive avoidance happens when high in the psychological stress and may
result in errors in scanning of alternatives. As stress grows, there is a tendency to lose
hope of finding a better solution to the decision conflict, and defensive avoidance
occurs.
Aldage and Kuzuhara also suggested the guidelines for improving problem
solving after interviewing the sales specialist at IBM upon the views of practitioner on
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problems faced in a corporate environment and how he has learned to respond to
those problems over time. The following figures showed some of the techniques of
problem solving.
Figure 2.7

Guidelines for Improving Problem Solving
Consider Using a Group
Problem-Solving Process

Be Aware of Barriers to
Effective Problem
Solving

Use Systematic Tools for
Evaluation and Choice
Improved Problem
Solving

Learn More about Your
Characteristics as a
Problem Solver

Consider Using
Computers as an Aid to
Your Problem Solving

Pay Attention to All
Stages of the Problem
Solving Process

Employ Creativity
Enhancement Techniques

Work to Attain Complete
and Accurate Information

Source: Organizational Behavior & Management, An Integrated Skills Approach :
Aldage, Kuzuhara
2.6 Knowledge Management
In business today, much information is lost or wasted. Critically, important
information is rarely acquired and even when acquired, it is rarely turned into
knowledge. Businesses have become quite sophisticated in turning data into
information, but they are not nearly as good at turning information into knowledge.
This is rooted in the failure of businesses. They have neglected to create intelligence
systems and to turn information into knowledge. (Friedman et al., 1997)
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According to Inkpen (1996), new organizational knowledge provides the basis
for organizational renewal and sustainable competitive advantage. Organizational
knowledge starts with individuals. This knowledge needs to be shared throughout the
organization; otherwise, it will have limited impact on organizational effectiveness.
Knowledge management can be viewed as turning raw material data into information
finished goods and from there into knowledge (actionable finished goods) (Kanter,
1999)
Figure 2.8 Framework for Knowledge Management

Knowledge
Production

Knowledge
Integration

Knowledge
Management

Knowledge
Processing

A management discipline that seeks to
enhance knowledge processing

Knowledge processing is a set of social processes through which people in
organizations create and integrate their knowledge.
Knowledge management is a management activity that seeks to enhance knowledge
processing.
Knowledge production includes insights and new ideas created by the interaction of
communities of interest (IBM 2000), or communities of practice (Lave & Wenger
1991).
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Knowledge Integration is a process of synthesizing multiple knowledge models (or
representations) into a common model (representation). It is also studied as the
process of incorporating new information into a body of existing knowledge. This
process involves determining how the new information and the existing knowledge
interact, how existing knowledge should be modified to accommodate the new
information, and how the new information should be modified in light of the existing
knowledge.
This Framework of knowledge management initiate with the knowledge
management process which needs management discipline that seeks to enhance
knowledge processing. The focus of knowledge processing is the interacting between
people, to come out with new insights or new ideas and putting new information to
the existing knowledge and produce common knowledge.
Below are some of the management disciplines for knowledge management
using structural dimensions and operational dimensions.
Knowledge related policies and programs for knowledge management
Structural Dimensions
Ethodiversity – Policies and programs that attempt to determine the degree of
diversity in values and worldviews held by members of an organization. Impacts the
range of perspectives and experiences available to an organization as it searches for
solutions to problems and opportunities.
Connectedness – Policy and programs that attempt to determine the density of
opportunities for interpersonal communications between people and groups in
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organizations. Impacts the degree of interactions between people and the velocity of
information flow.
Community formation – Policies and programs that determine the extent to which an
organization encourages and supports the self-organized formation of learning-related
groups or communities of learning, practice, and so forth.
Operational Dimensions
These are policy and program areas that relate to the manner in which people and
groups in organizations actually interact with one another in the course of producing
and integrating knowledge.
Individual Learning – Policies programs that permit different degrees of freedom for
individuals to pursue learning agendas of their own choosing. Impacts knowledge
claim formulation activity.
Group Learning – Policies and programs that permit different degrees of freedom for
groups or communities to pursue learning agendas of their own choosing. Impacts
knowledge claim formulation activity.
Knowledge Production – Policies and programs that permit different degrees of
openness and enterprise-wide participation in the knowledge claim formulation and
evaluation stages of the organization’s formal knowledge processing environment.
Impacts knowledge producing activities and outcomes at the organizational level.
Knowledge sharing – Policies and programs that permit different degrees of openness
relative to decisions made by a management regime, as well as the depth and
effectiveness of knowledge diffusion throughout organization. Impacts information
acquisition and the scope and quality of knowledge integration.
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Knowledge entitlement – Policies and program that permit different degrees of
employee entitlement to the knowledge claim outcomes they co-create (e.g., patents,
trademarks, copyrights, etc.). Acknowledges intrinsic motivation to innovate and has
impact on individual and group learning, as well as knowledge claim formulation and
evaluation activities.
2.7 Job Satisfaction
Everyone has need and satisfaction is a condition of need fulfillment. Below is
the need satisfaction process.

Need Deficiency

Goal Attainment or
Frustration

Attempt to Attain Goal

Search for Potential
Need Satisfying Goal

Perception of Potential
Need-Satisfying Goal

Source: Organizational Behavior & Management, An Integrated Skills Approach :
Aldage, Kuzuhara
Needs cannot be fulfilled all the time, that is why need deficiency happens. The need
that you like to achieve is the goal for you to fulfill and you find the ways/options to get to
this goal. When you’ve found ways, you tried to achieve it and sometimes, you’ll be fulfilled.
If you are not fulfilled by your goal, this can lead to frustration and again need deficiency
occurs.

Abraham Maslow developed the concept of the hierarchy of needs. Maslow
suggested that human needs can be assigned to various levels, and that each level of
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need has to be gratified to some extent before the next level assumes importance.
Below is the figure of Maslow: Hierarchy of Needs
Figure 2.9 Maslow: Hierarchy of Needs

Source: A.H. Maslow, Motivation and Personality (eds.). @ 1997 adapted by
permission of Pearson Education, Inc., Upper Saddle River, New Jersey.
1. Physiological: Includes hunger, thirst, shelter, sex, and other bodily needs
2. Safety: Includes security and protection for physical and emotional harm
3. Social: Includes affection, belongingness, acceptance, and friendship
4. Esteem: Includes internal esteem factors such as self-respect, autonomy,
and achievement; and external esteem factors such as status, recognition, and
attention
5. Self-actualization: The drive to become what one is capable of becoming;
includes growth, achieving one’s potential, and self-fulfillment

40

Figure 2.10 Alderfer’s ERG Theory
Growth Needs

Increasing
Abstractness

Relatedness Needs

Satisfaction
Progression

Frustration
Regression

Existence Needs

Source: Organizational Behavior & Management, An Integrated Skills Approach :
Aldage, Kuzuhara
Based on the Maslow: Hierarchy of Need, Clayton Alderfer collapsed his need
into three sets: the existence-relatedness-growth (ERG) theory.
Existence needs: These include all forms of material and physical needs.
Relatedness needs: These include all needs that involve relationships with others.
Growth needs: These include all needs involving creative efforts that people make
toward themselves and their environment.
As we move from existence to relatedness to growth needs, the ways to satisfy
the needs become less and less concrete with increasing abstractness. Alderfer
recognized that while needs satisfaction goes along until growth needs, it makes us
more important. As we are able to be creative and productive, we raise our growth
goals and are again dissatisfied until we satisfy these new goals. Frustration
regression occurs when our inability to satisfy needs at a particular level in the
hierarchy causes us to regress and focus on more concrete needs.
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Figure 2.11 Hertzberg’s Theory (Two-Factors Theory)
The two-factor theory also called motivation-hygiene theory or motivationmaintenance model was proposed by psychologist Frederick Herzberg. Herzberg’s
research indicates that two sets of factors or conditions influence the behavior of
individuals in organization. One set of factors he calls hygiene or maintenance factors
and the other set is motivators. Hygiene factors are facets of the work environment
that need to be present in order to make the job at least minimally acceptable.
Motivators are facets that actually give people a reason to grow in their work. First,
according to Herzberg, if the hygiene factors are not adequate, then you will feel
dissatisfied with work. However, even if the hygiene factors are adequate, then you
will simply be not dissatisfied. The hygiene factors operate on a scale ranging from
dissatisfaction to no dissatisfaction. Motivators, if adequate, produce real satisfaction,
and when the motivators are inadequate there is no satisfaction.

Hygiene Factors
Dissatisfaction

Motivators
No Dissatisfaction

No Satisfaction

Satisfaction

List of Factors for Motivation-Maintenance Model
Hygiene Factors

Motivational Factors (Satisfiers)

1. Quality of supervision

1. Achievement

2. Company rules and policies

2. Recognition

3. Interpersonal relations with superiors,
subordinates, and peers

3. The job itself
4. Growth and advancement possibilities

4. Salary and certain types of employee
benefits

5. Responsibility

5. Working conditions and job security

6. Feedback
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Source: W.Drafke & Kossen (1998), The Human Side of Organizations (8th edition)
Hygienes

Motivators

A. Accountant

A. Accountant

1. Company policy and Administration

1. Achievement

2. Technical Supervision

2. Recognition

3. Salary

3. Work itself

4. Interpersonal Relations with Subordinates

4. Responsibility

5. Working conditions

5. Advancement
6. Salary

B. Teachers

B. Teachers

1. Interpersonal Relations with students

1. Achievement

2. Interpersonal Relations with peers

2. Recognition

3. Company Policy and Administration

3. Work itself

4. Technical Supervision

4. Responsibility

C. Administrators

C. Administrators

1. Company policy and administration

1. Achievement

2. Interpersonal Relations with supervisors

2. Recognition

3. Interpersonal Relations with peers

3. Advancement

4. Interpersonal Relations with subordinates

4. Interpersonal Relations with
subordinates

The conceptual framework shown in Figure 2.8 is designed based on three
phases namely the Diagnosis, the proposed OD intervention, and the expected results.
The variables under investigation and intended for the intervention are employee job
competencies, knowledge management and job satisfaction.
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2.8 Conceptual Frame Work
Diagnosis

Proposed ODI

Deficit in Job
Competencies

- Provide complete
information needed

- Customer service

- Provide media Resources
(Internet, Library)

Expected Results
High Job Competencies
- Customer Service
- Problem Solving skills

- Problem solving skills
- Capacity building Training
(Management/ Leadership,
Communication, Customer
Service)
Low in Knowledge
Management

- Systematic Record keeping
system

- Knowledge sharing

- Specific information flow

High in Knowledge sharing

- Meeting for sharing
- Openness
Low Job Satisfaction

- Assign for HR position

- Working Condition

- Two way communication

High Job Satisfaction

- Supervision and
Coworkers
- Pay and Job Advancement

Job Competency
At the diagnosis stage, there is deficit in job competencies in terms of
customer service and problem solving as the staffs are less in experience and in order
to face the ad hoc situation, the staffs need to promote their competencies. So, the
proposed ODI provide them with complete information needed, media resources
(internet, library), and capacity building training (Management / Leadership,
Communication and Customer Service) to increase staff competencies.
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Knowledge Management
In the organization, information flow between the staffs is weak and
decelerated in the working process. Organizational administrative policies and
procedures are not effectively presented. For the proposed OD intervention, introduce
the systematic record keeping system, specific information flow, hold meeting for
sharing and create the openness. The expected result is to become high in knowledge
sharing.
Job Satisfaction
The physical setting is complicated; no specification for human resource (HR) issues,
staffs are hesitant to talk. There fore, the ODI is to assign for HR position and create
two way communications. The expected result is for the staffs to be satisfied with
where they are, what they are doing and to look forward to their future.
.
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Chapter 3
Research Methodology
3.1 Research Design
The method of this study is the action research that consists three main parts,
pre-OD, proposed ODI and Expected results. In pre-OD, the researcher diagnosed the
organization to know the current situation of the organization, states the problems and
highlights the areas that ODI have to be taken. This study used Mix approach (both
quantitative and qualitative approach) for analyzing the information. ODI is the
application for solving the problems occurred in pre-ODI. Finally, this paper presents
the desired stage of the organization after ODI is taken.
3.2 Target Respondents
The researcher examined the respondents of all the seven full-time staffs and
six part-time staffs in the organization. For analyzing the topic, job competencies
(customer service), researcher distributed the questionnaires to the students to know
the perception of the students regarding the customer services.
Directors

2

Managers/Coordinators

4

Full-time

Part-time

Staffs

Staffs

1

6
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Students

Total

54

67

3.3 Research Instruments
The researcher used observation checklist, interview guide line and
questionnaires for the data collection. The researcher did note taking from everything
by observation.
Questionnaires: The questionnaires are developed by the researcher and were
distributed to the seven full-time and six part-time staffs, excluding the foreign
lecturers of the organization.
The design of the questionnaires was rated by likert’s 4 point scale. The
researcher interpreted the division of scale of Likert scale in questionnaire by using
formulation as follows:
Division scale = Maximum scale – Minimum scale/Total number of scale
0.75 = 4 – ¼
After using the formulation, the divisions for interpreting of scales as follows:
1.0 – 1.75

= Strongly Disagree

1.76 – 2.5

= Disagree

2.51 – 3.25

= Agree

3.26 – 4.00

= Strongly Agree

Questionnaires to the staffs

Questionnaire

Areas of

Question Number

Total

Part I

Demographic Profile

1 – 6 questions

6

Part II

Knowledge Management

1 – 10 questions

10

Part II

Job Competencies

11 – 22 questions

12

Part II

Job Satisfaction

23 – 38 questions

16
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Questionnaires to the students
Questionnaire

Areas of

Question Number

Total

Part 1

Demographic Profile

1-4 questions

4

Part 2

Customer service

1-7 questions

7

Interview: The interview was conducted with both the management level and
staffs by making the appointments with them. The researcher used both interview
guide line and ad hoc questions to the respondents.
Informal meeting: Informal meeting will take place by eating together, group
chatting and going out together. Informal meeting with the staffs will be done in the
organization while the researcher is collecting the data.
3.4 Data Collection Techniques
In questionnaires, both English and Burmese languages are used. The
researcher did the pilot-test for the questionnaires in the similar organization before
distributing the organization. Below is the reliability of the pilot test.
Dimensions

Alpha

Staff Demographic Profile

.4293

Knowledge Management

.6729

Job Competencies (Customer Services & Problem Solving)

.8384

Job Satisfaction

.8504

Student Demographic Profile

.6705

Students’ perceptive for customer service

.5428

48

3.5 Data Collection Procedure
The researcher got the approval from the Management for doing research and
has asked for the appointment with individuals for holding the interview. The
researcher interviewed the six full time staffs.
Before distributing the questionnaire, the researcher distributed the
questionnaires to similar education center for pilot test. In addition, the questionnaires
were distributed to all full-time and part-time staffs and after that they were collected
and analyzed.
The procedure for the data collection:
-

Observation

-

Pilot testing for questionnaires

-

Distributing the questionnaires

-

Collecting the questionnaires

-

Analyzing

3.6 Data Analysis
The researcher used the quantitative approach for the data analysis. Frequency
and percentage were used to measure the demographic profile. Average Mean and
Standard Deviation were used to measure the Likert’s scale questionnaires.
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Chapter 4
Presentation and Analysis of Data
This chapter presents the research finings and the analysis of primary data
from the questionnaires and interview. The data analysis part is divided into two
major parts as follows: 1) demographic profile & descriptive statistics in the form of
frequency tables; 2) discussion of the results from the informal interview. The
analysis of data was done in both quantitative and qualitative terms to answer the
research questions.
The Demographic Profiles of Respondents
The demographic profiles of the respondents included gender, age, marital
status, current position, education attainment, length of service for the employees and
gender, age, marital status, education attainment for the students. The analysis shows
the frequencies and percentage to determine the respondents’ demographic profiles.
Altogether thirteen employees and fifty four students are included in the
questionnaires survey.
4.1 Demographic Profile for the employees
4.1.1 Gender

Frequency
Valid

Percent

Valid Percent

Cumulative
Percent

Male

4

30.8

30.8

30.8

Female

9

69.2

69.2

100.0

13

100.0

100.0

Total

50

Gender
Male
30.8%

There

were

4

(30.8%)

male

Female

respondents and 9 (69.2%) of female

69.2%

respondents within
question,

for

a

this research
total

of

13

respondents. The majority of respondents were distinctively female with 69.2%.
4.1.2 Age

Frequency
Valid

Percent

Valid Percent

Cumulative
Percent

24yrs and below

3

23.1

23.1

23.1

25-32 yrs

3

23.1

23.1

46.2

41-48 yrs

4

30.8

30.8

76.9

49 yrs and
above
Total

3

23.1

23.1

100.0

13

100.0

100.0

Age

49 yrs and above

24yrs and below

23.1%

23.1%

25-32 yrs
41-48 yrs

23.1%

30.8%

There are 3 respondents which
is 23.1% are 24 years old and
below, 3 respondents (23.1%)

are between 25-32 years old, 4 respondents (30.8%) are between 41-48 years old, 3
respondents (23.1%) are 49 years old and above.
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4.1.3 Marital Status

Frequency
Valid

Percent

Valid Percent

Cumulative
Percent

Single

8

61.5

61.5

61.5

married

5

38.5

38.5

100.0

13

100.0

100.0

Total

Marital Status
married
38.5%

Single
61.5%

There are 8 respondents (61.5%) are single and 5 respondents (38.5%) are married.
4.1.4 Current Position

Frequency
Valid

Director
Program
Coordinator
Manager

Percent

Valid Percent

Cumulative
Percent

2

15.4

15.4

15.4

1

7.7

7.7

23.1
30.8

1

7.7

7.7

Staff

4

30.8

30.8

61.5

Other

5

38.5

38.5

100.0

Total

13

100.0

100.0

Current Position
Others
38.5%
Director
15.4%
Program Coordinator
7.7%
Manager
7.7%

Staff
30.8%
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Regarding the current position of the respondents, 2 (15.4%) is director, 1 (7.7%)
program coordinator, 1 respondent (7.7%) is Manager, 4 (30.8%) of staffs, and the
rest 5 respondents (38.5%) are others.
4.1.5 Education Attainment

Frequency
Valid

Percent

Valid Percent

Cumulative
Percent

2nd Year of University

1

7.7

7.7

7.7

Bachelor's degree

7

53.8

53.8

61.5

5

38.5

38.5

100.0

13

100.0

100.0

Master's degree or
higher
Total

Education Attainment
Master's degree or h
38.5%

2nd Year of Universi
7.7%

Bachelor's degree

Most of the respondents of

53.8%

the employees have finished
bachelor’s degree which is 7
(53.8%) of the respondents. 5
(38.5%) of the respondents hold Master’s degree or higher and the rest 1 (7.7%) is 2nd
year of the university studies.
4.1.6 Length of Service

Frequency
Valid

Missing
Total

Percent

Valid Percent

Cumulative
Percent

1 yr. below

3

23.1

25.0

25.0

2-3 yrs

3

23.1

25.0

50.0

4-5 yrs

1

7.7

8.3

58.3

6-7 yrs

1

7.7

8.3

66.7

8 yrs and above

4

30.8

33.3

100.0

Total

12

92.3

100.0

999

1

7.7

13

100.0
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Length of Service
Missing
7.7%

1 yr. below
23.1%

8 yrs and above
30.8%

Regarding

the

length

of

2-3 yrs

service, the results showed that

23.1%
6-7 yrs
4-5 yrs

7.7%

1 year and below is 3(23.1%),

7.7%

between 2 to 3 years is 3
(23.1%), between 4 to 5 years is 1 (7.7%), between 6 to 7 years is 1 (7.7%) and 8
years and above has 4 (30.8%) and the rest 1 has missed to answer the questions and it
was 1(7.7%) of the respondents.

4.2 Descriptive analysis on Knowledge Management, Job Competencies and Job
Satisfaction

4.2.1 Knowledge Management

N

Minimum

Maximum

Mean

Std. Deviation

Rating

I clearly know the steps of working
process

13

2

4

3.00

.577

The information I need for my job is
always available

13

2

4

2.85

.555

I believe that the information should
be kept properly for new comers

13

3

4

3.54

.519

Strongly Agree

I believe that I need to develop
myself for the improvement of
organization

13

3

4

3.62

.506

Strongly Agree

Strong discipline is needed for
information keeping

13

3

4

3.31

We had the special/immediate
meeting when the new information
comes in

12

2

4

3.00

.603

11

1

4

2.91

.701

12

2

3

2.92

.289

My seniors teach me when I get
difficulty in my work place

Most of the knowledge that I got is
from my observation

Agree
Agree

54

.480

Strongly Agree

Agree

Agree

Agree

Our organization provides us
training programs

11

1

4

2.91

.701

Agree

We have updated news available in
the workplace programs

13

1

4

2.62

.768

Agree

3.07

.570

Average

Agree

According to the descriptive analysis under the heading of Knowledge
management, the overall mean score (3.07) is at the agree position. It shows that the
staffs from AMS understand that the knowledge management is required for the
organization. Among them, the highest means score (3.62) is at the question, “I
believe that I need to develop myself for the improvement of organization”. It
indicated that the staffs from AMS willingly accept for their improvement in order to
accomplish the organizational goals and improvement for the organization. The
second largest mean score is (3.54), under the questions of “I believe that the
information should be kept properly for new comers” showed that managing the
information and keeping the information which will become the organizational
knowledge is essentials for the organization’s sustainability. And the third largest
mean score which is (3.31) for the questions, “strong discipline is needed for
information keeping” pointed that the proper ways of keeping information and
managing for the organizational knowledge has to be done in the organization
development intervention (ODI). The lowest mean score is at the question, “We have
updated news available in the workplace programs” meant that interconnection
between the staffs is needed and specific information sharing channel is needed for
ODI. Looking at the rest of the questions, the range of the mean score is at the agree
level showed that the characteristics of knowledge management can be found in the
organization but still need to be improved or make it strong within the organization.
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4.2.2 (A) Job Competencies (Customer Services)

N
I always think for the students'
feeling

Minimum

Maximum

Mean

Std. Deviation

Rating

13

2

4

3.00

.408

13

2

4

3.15

.689

13

3

4

3.23

.439

13

2

3

2.77

.439

I'm always willing to help my
students

13

3

4

3.54

.519

Strongly agree

I can handle the students' complain
very well

12

2

3

2.83

.389

Agree

3.09

.407

Agree

I know my courses/services and
can explain very well

I always listen to the students'
feedback
I always respond the students'
questions immediately

Average

Agree
Agree

Agree
Agree

According to the statistical indication for the job competencies (customer
service), the average mean score is 3.09 at the agree stage. It showed that the staffs
value the work which is service oriented. The highest mean score is 3.54 (strongly
agree) on the question, “I’m always willing to help my students showed the same
objective” mentioned. On the other hand, the lowest mean score is 2.77 for the
question; “I always respond to the students’ questions immediately” showed that the
ability responding to the customers’ need immediately is the obstacles for them to
perform. The second largest mean score is at the question, “I always listen to the
students’ feedback” showed that they’d like to know the course or services
effectiveness from the students so that they need to strengthen the competencies in
order to react on the feedbacks. According to the average score, the staffs are service
oriented at the same time, high demanding along with the changing environment,
condition, the staffs need to be proactive.
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4.2.2 (B) Job Competencies (Problem Solving)
Descriptive Statistics

N
Sometimes, I don’t know which is
the problem

Minimum

Maximum

Mean

Std. Deviation

11

2

3

2.55

.522

11

2

4

2.73

.647

12

3

4

3.33

.492

12

3

4

3.17

.389

12

1

3

2.33

.651

I’m satisfied with my problem
solving skill

12

2

4

2.67

.651

Valid N (listwise)

11
2.80

.559

When the problem comes, I solve it
immediately

When the problem comes, I try to
think the root cause of the problem

When the problems comes, I set up
many options to solve it

When the problem comes, I always
ask my superiors to solve

Rating
Agree
Agree

Strongly agree

Agree

Disagree

Agree

Average

Agree

As for, Job Competencies (Problem Solving) based on the statistical analysis,
the average mean score is 2.8 but still in the agree level. It showed that the staffs have
the control over their decision. The highest mean score (3.33) indicated that they tried
to think the root cause of the problem means that they are responsible for their
decision and analyze the problem accordingly. The least mean score (2.33) shows
disagree level, indicated that the staffs are willing to make decision without getting
help from the superiors all the time. From the observation of the researcher, the ODI
for problem solving skills is needed to strengthen the skills.
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4.2.3 (A) Job Satisfaction (Working Condition)

N

Minimum

Maximum

Mean

Std. Deviation

Rating

13

3

4

3.31

.480

13

2

4

3.00

.408

The amount of freedom I have to
perform in my job the way I want
is relatively high

12

1

3

2.58

.669

Agree

My work schedule fits to my
personal schedule

13

2

3

2.62

.506

Agree

Sometimes, I feel anxious
because of my work physical
setting

11

1

3

2.36

.674

Disagree

Valid N (listwise)

11
2.77

.547

Agree

My work is very interesting
The depth of knowledge required
for my job is relatively high

Average

Strongly Agree
Agree

According to the table showed above, the average mean score is 2.77, agree
level means that they slightly agree that their working condition is satisfactory stage
because the mean score is slightly higher than the disagree level. The highest mean
score is 3.31, strongly agree at the question, “my work is very interesting” and the
second mean score 3.00 under the question, “the depth of knowledge required for my
job is relatively high” meant that the staffs think that their work is challenging. The
least score is 2.36, at the question, “Sometimes, I feel anxious because of my work
physical setting” and they are satisfied with their work physical setting.
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4.2.3 (B) Job Satisfaction (Supervision & Coworkers)

N
I can get the feedback from my
supervisor immediately

Minimum

Maximum

Mean

Std. Deviation

Rating
Agree

12

2

3

2.75

.452

13

2

4

3.00

.577

My supervisor is the role model for
me

13

2

4

2.92

.494

Agree

I enjoy my relationship with my
colleagues

13

3

4

3.23

.439

Agree

I like the social interacting with my
colleagues

13

3

4

3.23

.439

Strongly Agree

My colleagues in my working place
were always ready for me when I
need some help

13

3

3

3.00

.000

Agree

Valid N (listwise)

12
3.02

.400

My supervisor always encourage
me and advise me

Average

Agree

Agree

Describing the statistical table above, the average mean score is 3.02 at the
agree level indicated that the staffs are satisfied with social interaction with their
supervisors and co-workers. The highest mean score (3.23) is at the question, “I like
the social interacting with my colleagues”, meant that the social environment for the
organization is relatively satisfactory for the staffs. The least mean score is at the
question, “I can get the feedback from my supervisor immediately”, pointed out that
the supervisor’s feedback which can be the motivation for the staffs as well as the
process of knowledge management characteristics are still needed to be done in ODI.
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4.2.3 (C) Job Satisfaction (Pay and Job Advancement)

N
I have the opportunity for personal
development

Minimum

Maximum

Mean

Std. Deviation

Rating

13

2

4

3.15

.555

Agree

There are opportunities for
advancement with my current
employer

12

2

3

2.83

.389

Agree

I'm trying to change the job

13

1

3

2.15

.555

Disagree

I am happy with my current salary

11

2

3

2.45

.522

Disagree

12

2

4

2.75

.622

2.67

.529

I am satisfied with the bonuses or
incentives available to me

Valid N (listwise)

Agree

11

Average

Agree

According to the descriptive statistics for the Job Satisfaction (Pay and Job
Advancement), the average mean score is 2.67 at the slightly agree level. The highest
mean score is 3.15 at the agree level for the question, “I have the opportunity for
personal development” showed that while working at AMS, they have opportunities
to learn based on the strength that AMS is processing. The least mean score is 2.15 at
the disagree level for the question, “I’m trying to change the job” and the second least
mean is 2.45 at the disagree level for the question”; “I am happy with my current
salary” showed that the staffs are not satisfied with the current salary for the job.
Proper ODI for human resource issues are needed according to the growth of AMS.
4.3 Demographic Profile for Students

Frequency
Valid

Male

13

Female

41

Total

54

Percent

Valid Percent

24.1

Cumulative
Percent

24.1

24.1

75.9

75.9

100.0

100.0

100.0
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Gender
Male

According to the results shown above, 41
respondents (75.9%) of the students are
female and 13 respondents (24.1%) of the

Female

students are male.
Age

Frequency
Valid

18 yrs. and
below
19-25 yrs

Percent

Cumulative
Percent

Valid Percent

34

63.0

63.0

63.0

17

31.5

31.5

94.4

26-32 yrs

1

1.9

1.9

96.3

33-40 yrs

1

1.9

1.9

98.1

1

1.9

1.9

100.0

54

100.0

100.0

41 yrs. and
above
Total

Age
41 yrs. and above
33-40 yrs
26-32 yrs
19-25 yrs

Regarding
18 yrs. and below

the

age,

majority are under 18
years and below which
shows

34

students,

63.0% of the respondents. 17 respondents (31.5%) are the between 19 and 25 years
old, between 26 and 32 years old is 1 (1.9%), between 33 to 40 years old is 1 (1.9%)
and 41 years and above is 1 respondent (1.9%).
Marital Status

Frequency
Valid

Single
Married
Total

Percent

Valid Percent

Cumulative
Percent

53

98.1

98.1

98.1

1

1.9

1.9

100.0

54

100.0

100.0

61

Marital Status
Married

In term of marital status, 53 respondents
(98.1%) are single and 1 respondent (1.9%)
is married.
Single

Education Attainment

Frequency
Valid

High School
1st Year of
University
2nd Year of
University
Bachelor's Degree
Master's Degree or
Higher
Total

Percent

Valid Percent

Cumulative
Percent

40

74.1

74.1

74.1

6

11.1

11.1

85.2

3

5.6

5.6

90.7

4

7.4

7.4

98.1

1

1.9

1.9

100.0

54

100.0

100.0

Education Attainment
Master's Degree or H
Bachelor's Degree
2nd Year of Universi
1st Year of Universi

Regarding the education
attainment, 40
respondents (74.1%) are
High School

high school, 6
respondents (11.1%) is
1st year of University, 3

respondents (5.6%) are 2nd year University, 4 respondents (7.4%) are Bachelor’s
Degree and 1 respondent (1.9%) is the master’s degree and higher.
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4.4 Descriptive Statistics of students’ perceptive on customer service
Descriptive Statistics

N

Minimum

Maximum

Mean

Std. Deviation

Rating

I am happy to attend the classes at
AMS

54

2

4

3.22

.502

Agree

The staff are very helpful and
courteous

54

1

4

3.15

.492

Agree

I'm always satisfied on the staffs'
answers

53

1

4

2.91

.714

Agree

The working process of AMS is
very fast

54

1

4

2.65

.649

Agree

Staffs are knowledgeable

54

1

4

2.89

.502

Agree

I will encourage my friends to
attend the classes at AMS

53

2

4

3.28

.533

Strongly Agree

AMS always listens to students'
need

54

2

4

2.96

.672

Agree

Valid N (listwise)

52
3.01

.581

Average

Describing the statistical table above from the perceptive of the students under
the topic, customer service, the average mean score is 3.01 which is at agree level.
The highest mean score is 3.28 which is strongly agree for the question, “I will
encourage my friends to attend the classes at AMS”, indicated the strength of the
words of mouth. The least mean scores went to the question, “the working process of
AMS is very fast” at the slightly agree level (2.65) showed that AMS should respond
to the students’ needs in a professional manner.
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Agree

4.5 Focus Group Interviews

No.
1

Training

Promote one-self

1. English

1. English Language

Language

Proficiency

Proficiency
2. Time
2. Time

Management

Satisfaction

Expect from work

Contribution to work

No

1. More students

Anything I can do

(need more

2. Experience

(Except teaching and
maintaining equipment)

competencie
3. Communication

s)

Management
3. Accounting
3. Accounting
2

1. English

1.Management

Language
Proficiency

Mostly

1. Good image

satisfied
2. Language

2. Experience
3. Communication

2. Reporting
3

1. English

Anything I can do

1. English Language

Satisfied

1. More Experience

Language

Not only teaching but also
other duties

2. Other knowledge

Proficiency
2. MBA
3. ELT
4

1. Reach the Goal

Anything I can do

2.Good salary to

(Except teaching and

2. Office

fulfill physiology

maintaining equipment)

Management

needs

1. Business

1. Strategic Planning

Satisfied

Management
2. Control emotion

3. Time
Management
4. English
Language
5. Grooming

5

1. Self

1. Self-discipline

Satisfied

1. Successful

Management

Business
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Anything I can do

2. Time

2. English Language

Management
3. Human
Resource
Management
4. English
Language
6.

7.

1. Syllabus

1. Knowledgeable

development

for different syllabi

training

internationally

1. Leadership

1. Language skills

Yes, So far

Improvement of the

Sharing knowledge for

organization

the development of the
organization

Satisfied

Good experience

training

Contribute the job with
best knowledge

2. Management
skills

The researcher interviewed the six respondents from both management level
and staff level. The seven respondents are asked to know the demographic profile.
The following questions were asked to individuals in order to know the
satisfaction level for their service provided, their sectors for competencies
improvement, the training programs for the staffs, expecting from the work for their
satisfaction and their contribution/commitment to their work.
1. Asking for demographic profile. (Gender, Age, Marital Status, Current
Position, Education Attainment, Length of Service)
2. What are your responsibilities?
3. Do you think you are match with your responsibilities? What kinds of training
programs are needed for you to do the work more productively?
4. In what part would you like to promote yourself?
5. Are you satisfied with your performance/ service provided?
6. Are you satisfied with your salary?
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7. What do you expect from the job?
8. How do you think you can contribute to the job?

The answers to the above questions are as follows:

The results are shown in 5 main categories, promote one-self to be more
productive in work, satisfaction for work and their performance, The training
programs that they would like to have, Expected from work for their satisfaction and
their contribution/commitment to the work.
The results from the focus group interview showed that the staffs from AMS
willingly like to promote themselves to perform well in their work. They specifically
mentioned in which field they would like to promote themselves and all of them
answer the promoting language proficiency as AMS is holding the international
courses and many foreign lecturers were coming to AMS. In order for the
communication process to become smoother and effective, English language
proficiency training as well as self-study plan is needed. Individuals answered
differently focusing on their job responsibilities (job related training programs)
according to their job description.
When asked “What kind of training programs would you like to get”, and by
categorizing the answers are to get the training for the English language proficiency,
Business management (Reporting, accounting, office management, human resource
management, and leadership), Self-management programs (time management) and
soft-skills training. Some of the staffs showed their interest training programs. They
said that they had some training courses such as English proficiency class for two
months already and this type of training programs have to be done again effectively.
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For their satisfaction of their performance, most of them are satisfied with
their performance and some stated that they were not satisfied because they need
more job related competencies to perform well and some answer the good pay/salary
is needed to fulfill their physiology needs.
All of the staffs have good expectation for the organization and they are ready
to perform any jobs assigned to them within their range of capabilities. The
respondents are willing to attend the seminars organized by other institutions and the
organization need to have proper plan to send them and the staffs willing to promote
themselves by this way.
In order to gain further insight, the researcher did a group discussion
with the following questions:
1. What are the future visions, next steps for AMS?
2. What competencies would you like to get from the staffs in order to get to the
vision?
3. What are the strongest competencies that the staffs contribute to AMS, you
may answer it by each job description?
4. What kind of training would you like to give to your staffs in order to advance
their competencies?
5. Regarding the customer service, are you satisfied with the services provided
by AMS and why?
6. In which part would you like to improve the customer service and how can
you do it through your staffs?
7. What training programs will benefit for the staffs to perform well in customer
service?
8. In which ways the staffs have good problem solving skills?
9. Why you do you think problem solving skills are important for the staffs?
10. What training programs will benefit the staffs for nourishing problem solving
skills?
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11. What do you perceive by knowledge management?
12. What knowledge management characteristics would you like to be in your
organization?

According to the questions discussed, the results were categorized into two
main topics, Job Competencies and Knowledge Management.
Job Competencies
The further step of AMS is aiming at introducing International level courses in
Myanmar. Language Proficiency will be generally necessary for staff. Moreover,
according to their job they need to have specific knowledge in their own fields. Staff
contribute their best knowledge in their own field such as accounting, relationship,
teaching etc. To advance their competencies, the following training courses should be
given to staff; Office Management, Data Management, Technologies concerned,
accounting software, and Leadership Management.
Customer service: The staff are mostly satisfied with customer services because they
try their best to fulfill students’ needs. They would like to improve in giving complete
information to the students. In so doing, staff must be informative. They must have
every necessary information in hand so as to provide the customers with useful and
necessary information. Data collection, using internet, information management are
the main contributors to the staff for processing excellent customer service.
Problem solving: The staff solve the relating problems based on their experience and
asking the suggestions from their superior. Problem solving skill is very important
because they will face the problems in everyday working life and have to make
adjustment everyday. Management & Leadership Training are needed.
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Knowledge Management
Knowledge Management is the handing over the knowledge from the leaders
to the next generation. We want to have the characteristics of knowledge management
such as sharing knowledge, accepting, understanding and applying knowledge in their
jobs.
4.6 Organization Development Intervention
Pre-ODI
Job Competencies
- Vulnerable information daily
decision making in work
- Weak in English Language
proficiency
- Need to strengthen the job
related competencies
- Need for management skills to
perform in daily work
- Need for communication skills
to perform in daily work
- Need for deepen in customer
service

Proposed ODI

Expected Results

- Provide complete information
needed

- Abundant information
providing to customers

- Provide media Resources
(Internet, Library)

- Good English language
skills

- Provide English Proficiency
course

- Achieve in daily work

- Provide management courses
(Management skills, leadership
development, personal confidence
building, motivation skills, time
management, information
management)

- Significant in Customer
service

- Provide communication courses
(communication skills, dealing
with conflicts, assertiveness skills)
- Provide the customer services
courses (telephone excellence,
managing stress, writing effective
emails)

Knowledge Management
1. Value the Knowledge
management process
2. Need for knowledge sharing

- Introduce systematic record
keeping system

- Functional knowledge
transferring process

- Specific information flow by
providing individual notice box,
Task check list and planning board

- Updating information flow

- Sharing by social gathering to
strengthen the openness
Job Satisfaction

- Assign one for HR position

1. Overall satisfied in Job

- Improve the two way
communication between superiors

2. Need for future satisfaction in
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- Well planned organization

term of (pay & incentives, staff
training, monitoring the
performance, job enrichment,
maintain the organizational
culture)

and the employees

According to the conceptual framework, in the diagnosis stage, there are three
main variables which need to be changed. They are deficit in Job Competencies, Low
in knowledge management (Knowledge sharing), Low in Job Satisfaction and
respective sub-titles.
OD intervention for Deficit in Job Competencies
To nourish the customer service, completed information about the services/
courses should be provided to the staffs as well as the staffs make an effort to know
about the services/courses. Being knowledgeable about the product/service is one of
the competencies for the customer service. They need to provide the media resources
such as internet, library where the staffs can be easily reachable for searching
information and broaden their knowledge. English proficiency courses are highly
needed for the staffs. Staffs interaction club has to be developed three days a week
after the working hours. The club is highly recommended to be monitored by the
academic director for preparing the learning materials. In class, there will always be
assignments for writing of one topic each day and conversations and discussing topics
in class. Afterward, English language will be used as official language. The Capacity
building training programs such as management/leadership, Communication and
customer service courses below need to be provided.
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Management/Leadership

Communication

Customer services

1. Management skills

1. Communication skills

1. Telephone excellence

2. Leadership development

2. Dealing with conflicts

2. Managing stress

3. Personal confidence
building

3. Assertiveness skills

3. Writing Effective Emails

4. Motivation Skills
5. Time Management
6. Information Management

For the above courses, resource person can be outsider or insider. Job related
training programs are highly recommended for the staffs to attend such as syllabus
development course, accounting course, computer course. Although the courses are
provided by the organization, there should be two sided effort for the programs to be
successful and applied in the organization.
OD intervention for Low in Knowledge Management
There is low in knowledge management in terms of knowledge sharing. For
strengthening the knowledge sharing, proposed ODI is to have the systematic record
keeping system should be strictly followed. Preparing for specific information flow
for acknowledgement to the staffs what is new information is in the organization not
only at the staff meetings. The information flow may be preparing the boxes for each
staff and every new information possessed by one staff can be posted in their own box
to be seen by others. Prepare the task checklist and planning board in the office with
the time scales so that every work can be checked by everyone in the organization.
Meeting for sharing is the program for the social gathering and delivering the
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experiences passed over from the seniors and question and answer program can be
included and this can create the openness.
Organization Development intervention for low in Job Satisfaction
Although there is an overall satisfaction in the job, the organization should be
aware of the future employee satisfaction as the organization is growing bigger and
bigger. A good plan for taking care of the employees is needed. One of the ODI for
the low in Job Satisfaction is to assign one position who takes care of the HR issues
such as pay and incentives, staff training programs, monitor the performance, Job
enrichment and maintain the organizational culture. Improve internal communication
by giving two-way communications between the superiors and the employees.
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Action Plan for Training
No.

Objective

Program

Target Group

Period

1

To develop the English
Language proficiency

English Language
Class

All full time
staffs

3 days per
week

2

To build up the management
skills

Management Skill
course

All full time
staffs

1

3

To build up the leadership skills

Leadership
development course

All full time
staffs

1

4

To know the concept of
confidence and take action

Personal confidence
course

All full time
staffs

1

5

To become self-motivated staff
and know the concept of
motivation

Motivation skills
course

All full time
staffs

1

6

To know the concept of Time
management

Time management
course

All full time
staffs

1

7

To master in information
management

Information
management course

All full time
staffs

1

8

To communicate effectively

Communication
skills course

All full time
staffs

1

9

To manage the conflicts

Dealing with
conflicts course

All full time
staffs

1

10

To become an assertive person

Assertive skills
course

All full time
staffs

1

11

To manage the phone call
effectively

Telephone
excellence course

All full time
staffs

1

12

To manage the stress

Managing stress
course

All full time
staffs

1

13

To become an effective report

Writing effective
course

All full time
staffs

1
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Chapter 5
Summary, conclusion and recommendation
This chapter presents the summary of findings based on the questionnaires,
interview and observation; it outlives the answers to the research questions and
recommendations for the future research.
Summary
This research was a study on job competencies, knowledge management and job
satisfaction and proposed the ODI by using the case of AMS in Myanmar. The
researcher distributed the questionnaires to thirteen full-time staffs and part-time
lecturers. The summary findings from the statistical data are as follow:
Demographic Profile
Demographic profile questionnaires for staffs have six questions for the staffs
in terms of gender, age, marital status, current position, education attainment and
length of service.
Gender: 69.2% (9 respondents) of the staffs from AMS are female and the rest
30.8% (4 staffs) are male.
Age: In terms of age, 6 persons are under 32 years old and 7 persons are 41
years old and above.
Marital Status: most of the staffs, 61.5% (8 staffs) are single and 38.5% (5
staffs) of the staffs are married.
Current position: 2 (15.4%) are directors, 2 (15.4%) are managers, 4 (30.8%)
staffs and 5 persons (38.5%) others (part-time teaching staffs).
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Education Attainment: most of the staffs have finished Bachelor’s degree and
the second largest education group is the ones who finished the master’s degree or
higher and 1 respondent is the 2nd year of University.
Length of Service: 3 of the respondents are 1 year and below, 3 respondents
are between 2 and 3 years, 1 respondent is between 4 to 5 years, 1respondent is
between 6 to 7 years and the rest 4 respondents are 8 years and above. Nearly half of
the staffs are under 3 years experience and another half is above 4 years of
experience.
Demographic profile for students
The questionnaires compose with four questions for assessing the
demographic profile of the students.
Gender: out of 54 students, 75.9%, 41 respondents are female and 24.1%, 13
respondents are male. One fourth of the students are male and the rest three fourth are
female.
Age: 34 students are 18 years old and below, 17 students are between 19 to 25
years old, 1 student each are between 26 and 32 years old, between 33 and 40 years
old and between 41 years old and above respectively. 63% of the students are under
18 years old and 31% of the students are between 19-25 years old and 6% are above
33 years old.
Marital Status: 53 students which is 98.1% are single and 1 student (1.9%) is
married.
Education Attainment: Most of the students, 74.1% (40 respondents) have
finished high school level, 6 respondents (11.1%) is 1st year of university students,
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3respondents (5.6%) are 2nd year of university students, 4 respondents (7.4%) got the
bachelor’s degree and 1 respondent (1.9%) got the master’s degree or higher.
Descriptive analysis
Knowledge Management: For the knowledge management, the average means
score was 3.07 with the standard deviation .570 at the agree level. There is 3 strongly
agree level. The highest mean score is 3.62 with the standard deviation, .506 for the
question, “I believe that I need to develop myself for the improvement of
organization”. The second highest mean score is 3.54 with the standard deviation,
.519 for the question, “I believe that the information should be kept properly for new
comers”. The third highest mean score is 3.31 with the standard deviation, .480 for the
question “Strong discipline is needed for information keeping”. The least mean score
is still at the agree level for the question “We have updated news available in the
workplace programs” with the mean score 2.62 and the standard deviation .768.
Job Competencies (customer service): For the Job Competencies (Customer
Service), the average mean score was 3.09 with the standard deviation .407 at the
agree level. The highest mean score went to the question “I’m always willing to help
my students” with the mean score 3.54 with the standard deviation .519 at the strongly
agree level. The lowest mean score is 2.77 with the standard deviation, .439 for the
question “I always respond the students’ questions immediately”.
Job Competencies (Problem Solving): For the Job Competencies (Problem
solving), the average mean score was 2.80 with the standard deviation .599 at the
agree level. The highest mean score was 3.33 with the standard deviation .492 for the
question “When the problem comes, I try to think the root cause of the problem” at
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the strongly agree level. The least mean score was 2.33 with the standard deviation
.651 for the question “When the problem comes, I always ask my superiors to solve”.
Job Satisfaction (Working Condition): For the Job Satisfaction (working
condition), the average mean score was 2.77 with the standard deviation .547 at the
agree level. The highest mean score was 3.31 with the standard deviation .480 for the
question “my work is very interesting” at the strongly agree level. The least mean
score was 2.36 with the standard deviation .674 for the question “Sometimes, I feel
anxious because of my work physical setting” at the disagree level.
Job Satisfaction (Supervision and Coworkers): For the Job Satisfaction
(Supervision and Coworker), the average mean score was 3.02 with the standard
deviation .400 at the agree level. The highest mean score was 3.23 with the standard
deviation .439 for the question “I like the social interacting with my colleagues” at the
strongly agree level. The least mean score was 2.75 with the standard deviation .452
for the question “I can get the feedback from my supervisor immediately”.
Job Satisfaction (Pay and Job Advancement): For the Job Satisfaction (Pay
and Job Advancement), the average mean score was 2.67 with the standard deviation
.529 at the slightly agree level. The highest mean score was 3.15 with the standard
deviation .555 at the agree level. There are two disagree stages for the two questions,
“I’m trying to change the job” and “I am happy with my current salary” with the mean
score 2.15 (standard deviation .555) and the mean score 2.45 (standard deviation .522)
respectively.
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Descriptive Statistics from Students for the customer service
Customer Service: For the perception of customer service from the students,
the average mean score was 3.01 with the standard deviation .581 at the agree level.
The highest mean score was 3.28 with the standard deviation .533 for the question “I
will encourage my friends to attend the classes at AMS” at the strongly agree stage.
The least mean score was 2.65 with the standard deviation .649 for the question “ The
working process of AMS is very fast”.
5.3 Conclusion
The main purpose of this research is to analyze the current situation of the company in
terms of Job Competencies, Knowledge Management and Job Satisfaction. The
second point is to suggest the appropriate OD interventions for the Job Competencies,
Knowledge Management and Job Satisfaction.
Job Competencies
Regarding the competencies for the customer service, the staffs are service
oriented, and willing to help the students. The staffs have the opportunity to face the
problem and they understand how to face the problems and need support from the
organization in terms of providing the complete information needed to strengthen
their decision making. The competencies for staff need to develop in order to face the
unnoticed challenges for the staffs to be proactive.
Knowledge Management
Regarding the topic, knowledge management, showed that the staffs are aware
of the knowledge management within the organization and welcomed that the strong
discipline is needed for the process of knowledge management and information
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keeping. They stated that they need to develop the organization to be sustainable as
well as for the development for themselves.
Job Satisfaction
Regarding to job satisfaction (working condition), the staffs believed that their
work is so interesting, and generally, they are satisfied with their working condition.
The staffs are satisfied with the social interacting with their colleagues, but the
feedback from the supervisor immediately is at the low point. The staffs showed that
they are not satisfied with the salary.
5.4 Recommendation
1.

Although the organization does not consist many staffs, the functions are large

enough for the staffs to perform. The supporting environment yet needs to be
promoted to be successful by using OD interventions with the existing strength of the
organization and invaluable contribution of the employees.
2.

The researcher can find the empowerment in the organization looking at the

organizational structure. The organization is using flat organization structure with not
much hierarchal order. Most of the full-time staffs at AMS are in the management
level and they have specific job description, yet they still interrelate with each other.
Never the less, from analysis, the researcher found that the staffs have their own
decision making which can come up with the creative ideas. The limitation is that the
management has to be aware of the conflict because of the age gap while using the
empowerment strategy.
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3.

There are not many staffs but the functions are broad, work overload can

happen so that the recommendation of ODI is to nourish the staffs to perform the
work effectively and efficiently without detailed instructions.
4. The staff training programs provided are within the organizational financial
constraints.
5.4 Future Research
This study focuses on the employee job competencies, knowledge
management and job satisfaction. The recommendations for future research are:
1. A study on the relationship of organizational culture and empowerment.
2. A study on the relationship of the demographic profile and empowerment.

80

Epilogue
It is a precious experience for me to study in Thailand especially in the MMOD
program at Assumption University. It is like a short journey but along the journey, I’ve
got much knowledge and experiences through the professors and friends.
While walking along the journey, the time has arrived for me to do the research.
While doing the research, I’ve experienced that life is about where happiness and sadness
comes alternatively and feels God is always beside me.
By doing the research, I have has learned not only from the books, journals, online
sources, but also from the practical experiences. Learning by doing is the best learning
style.

Interview Guide Line
Individual
1. Asking for demographic profile. (Gender, Age, Marital Status, Current Position,
Education Attainment, Length of Service)
2. What are your responsibilities?
3. Do you think you are match with your responsibilities? What kinds of training
programs are needed for you to do the work more productively?
4. In what part would you like to promote yourself?
5. Are you satisfied with your performance/ service provided?
6. Are you satisfied with your salary?
7. What do you expect from the job?
8. How do you think you can contribute to the job?

Group Discussion
1. What are the future visions, next steps for AMS?
2. What competencies would you like to get from the staffs in order to get to the
vision?
3. What are the strongest competencies that the staffs contribute to AMS, you may
answer it by each job description?
4. What kind of training would you like to give to your staffs in order to advance
their competencies?
5. Regarding the customer service, are you satisfied with the services provided by
AMS and why?

6. In which part would you like to improve the customer service and how can you do
it through your staffs?
7. What training programs will benefit for the staffs to perform well in customer
service?
8. In which ways the staffs have good problem solving skills?
9. Why you do you think problem solving skills are important for the staffs?
10. What training programs will benefit the staffs for nourishing problem solving
skills?
11. What do you perceive by knowledge management?
12. What knowledge management characteristics would you like to be in your
organization?

Observation Check List
1. The employees’ behaviors
- Interest of the employees
- Individual strength & weakness
2. Organization behaviors
- Interrelationship
- Organization structure
- working process
3. The physical setting of the company
4. Customers’ services
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Appendix

Questionnaires for the staffs
Part I
Demographic Profile

Please mark (√) for your answer.
1. Gender
□ Male

□ Female

2. Age
□ 24 yrs. and below
□ 41-48 yrs.

□ 25-32 yrs.

□ 33-40 yrs.

□ 49 yrs. and above

3. Marital Status
□ Single

□ Married

4. Current position
□ Director

□ Program Coordinator

□ Manager

□ Staff

□ Other

5. Education Attainment
□ High school □ 1st Year of University □ 2nd Year of University
□ 3rd Year of University □ Bachelor’s degree □ Master’s degree or higher

6. Length of Service
□ 1 yr. below □ 2-3 yrs. □ 4-5 yrs. □ 6-7 yrs. □ 8 yrs. And above

Part II

Knowledge Management

Read each statement carefully and indicate how suitable it is for you.

1- Strongly Disagree
2- Disagree
3- Agree
4- Strongly Agree
No.

Questions

1.

I clearly know the steps of working process

2

The information I need for my job is always available

3

I believe that the information should be kept properly for new comers

4

I believe I need to develop myself for the improvement of organization

5

Strong discipline is needed for information keeping

6

We hold the special/immediate meeting when the new information comes in

7

My seniors teach me when I get difficulty in my work place

8

Most of the knowledge that I got is from my observation

9

Our organization provides us training programs

1

2

3

4

10

We have updated news available in the workplace all the time

Part II

Job Competency

No.

Questions

Customer Services

11

I always think for the students' feeling

12

I know my courses/services and can explain very well

13

I’m always listen to the students’ feedback

14

I always response the students' questions immediately

15

I'm always willing to help my students

16

I can handle the students’ complain very well

Problem Solving skill

17

Sometimes, I don't know which is the problem.

18

When the problem comes, I solve it immediately

1

2

3

4

19

When the problem comes, I try to think the root cause of the problem

20

When the problem comes, I set up many options to solve it

21

When the problem comes, I always ask my superiors to solve

22

I'm satisfy with my problem solving skill

Part II

Job Satisfaction

No.

Questions

Working Condition

23

My work is very interesting

24

The depth of knowledge required for my job is relatively high

25

The amount of freedom I have to perform in my job the way I want is
relatively high

26

My work schedule fits to my personal schedule

27

Sometimes, I feel anxious because of my work physical setting

1

2

3

4

Supervision & Coworkers

28

I can get the feedback from my supervisor immediately

29

My supervisor always encourage me and advice me

30

My supervisor is the role model for me

31

I enjoy my relationship with my colleagues

32

I like the social interacting with my colleagues

33

My colleagues in my working place were always ready for me when I need
some help

Pay and Job advancement

34

I have the opportunity for personal development

35

There are opportunities for advancement with my current employer

36

I’m trying to change the job

37

I am happy with my current salary

38

I am satisfied with the bonuses or incentives available to me

Questionnaires for students

Demographic Profile
Please mark (√) for your answer.

1. Gender
□ Male

□ Female

2. Age
□ 18 yrs. and below
□ 33-40 yrs.

□ 19 -25 yrs.

□ 26 - 32 yrs.

□ 41 yrs. and above

3. Marital Status
□ Single

□ Married

4. Education attainment
□ High school □ 1st Year of University □ 2nd Year of University
□ 3rd Year of University □ Bachelor’s degree □ Master’s degree or higher

Read each statement carefully and indicate how suitable it is for you.

5- Strongly Disagree
6- Disagree
7- Agree
8- Strongly Agree
No.

Questions

1

I am happy to attend the classes at AMS

2

The staffs are very helpful and courteous

3

I'm always satisfy on the staffs' answers

4

The working process of AMS is very fast

5

Staffs are knowledgeable

6

I will encourage my friends to attend the classes at AMS

7

AMS is always listen to students' need

1

2

3

4

ar;cGef;rsm;
tydkif; 1
ukd,fa&;tcsuftvufrsm;

oifhtajzrsm;udk (√ )trSwfjcpfay;yg/

1/ vdif
□
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□

trsdK;orD;

2/ touf
□ 25-32ESpfMum;
24ESpf ESihfatmuf
48 Mum;
□ 49ESpf ESifhtxuf
□

□

33-40 Mum;

□

pDrHcefYcGJol □ 0efxrf; □

□

41-

3/ tdrfaxmifa&; tajctae
□

tdrfaxmifr&Sd

□

tdrfaxmif&Sd

4/ vuf&Sd&mxl;
'g&dkufwm
tjcm;

□

□

oifwef;rsm; wm0efcH

5/ ynmt&nftcsif;
□ yxrESpf wuúodkvf □ 'kwd,ESpf wuúodkvf
txufwef;atmif
wuúodkvf □ tajccHbJGY& □ r[mbGJY& ESifh txuf
□

□

wwd,ESpf

6/ vkyfouf
□

1ESpf eSifhatmuf □ 2-3 ESpf

□

4-5 ESpf

□

6-7 ESpf

□

8 ESpf ESifhtxuf

tydkif; 2

azmfjyyg pmaMumif;rsm;udkaocsmpGmzwfjyD;
azmfjyyg/

rdrdESifhrnfrQudkufnDaMumif;
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2 - oabmrwlyg
3 - oabmwlygonf
4 - tvGeftrif; oabmwlygonf

Knowledge Management

trSwfpOf

ar;cGef;

1/

vkyfief; tqifhqifhtajctaeudk uREkfyf &Sif;vif;aocsmpGmodygonf/

2/

uREkfyf vkyfief;ESihfygwfoufonfh owif;tcsuftvufrsm;udk vG,fulpGm
&Edkifonf/

3/

topf0ifa&mufvmrnfholrsm;twGufvG,fulap&ef owif;tcsuftvufrsm;udk
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4/
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5/
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6/
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uREkfyfwdkYwGifta&;ay: txl;tpnf;ta0;rsm;jyKvkyfonf/

7/

vkyfief;cGifwGiftcuftcJrsm;ESifhawGYMuHK&ygu
uREkfyfpDeD,mrsm;u oifjyay;onf/

8/
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avhvmjcif;rS&&Sdonfursm;onf/

1

2

3

4

9/

uREkfyfwdkYvkyfief;wGif uREkfyfwdkYtwGufydkYcsay;aom
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10/

vkyfief;cGifwGif aemufqHk;&aomowif;rsm;tpOftjrJ&Sdaeonf/

vkyfief;uRrf;usifrI pGrf;&nf

trSwfpOf

ar;cGef;rsm;

0efaqmifrI pGrf;&nf
1/

uREkfyf ausmif;om;rsm; cHpm;csufudktjrJwrf; pOf;pm;onf/

2/

uREkfyfwkdY
zGifhvSpfxm;aomoifwef;rsm;ESifh0efaqmifrIrsm;taMumif;udk
uREkfyf aocsmpGmodjrifjyD; &Sif;jyEdkifpGrf;&Sdonf/

3/
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6/
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