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ABSTRACT

This research has been conducted to identify the factors related to
organizational factors and employees' performance effectiveness of Siam Makro
Public Company Limited.
The objectives of this study are 1) To diagnose the current situation,
functioning and performance of the company as a human social system; 2) To
determine the perception of employees' performance effectiveness in the company; 3)
To study the correlation between the organizational factors and employees'
performance effectiveness; 4) To identify the correlation between the demographic
profiles and employees' performance effectiveness and 5) To come up with
recommendations for appropriate OD intervention.
Two hypotheses tested in this research are 1) The correlation between the
organizational factors: interpersonal communication, leadership styles, compensation
and working condition and employees' performance effectiveness: accountability,
career advancement, time management and work result and 2) The correlation
between the demographic profiles and employees' performance effectiveness.
The research has used quantitative and the qualitative in analyzing the data.
Descriptive statistics (percentage and frequency) are used in describing of respondents
particularly the demographic profiles. Descriptive statistics (mean, standard deviation
and rating) are used in describing perceptions on organizational factors and
employees performance effectiveness. The correlation research is used to determine
the relationship between independent variables and dependent variables. The sample
size represents the total selected group for the study. The targeted sampling of from

employees in the organization is 132 persons because the number of employees is 200
nine core divisions.
The results of the study shows that most of the respondents' perceptions to
organizational factors in terms of; interpersonal communication, leadership styles,
compensation and working conditions affect employees' performance effectiveness
especially, perception of employees on working condition, which concerns the
company which does not provide a sufficiently healthy working environment, and
equipment to support work and comfortable working condition. The demographic
profiles in tem1 of marital status is important factor to employees' performance
effectiveness.
The recommendation is to conduct further research, which would lead to the
OD intervention plan that the researcher would propose to the organization in order to
develop the organization and increase the employees' effectiveness for successful
organization at the same time.

ACKNOWLEDGEMENT

This thesis is completed successfully with the support and kind cooperation
from many people who assisted me throughout the thesis.
Firstly, I would like to extend my gratitude to Dr. Salvacion E. Villavicencio
who is my advisor for giving the knowledge, skills, directions, guidance, suggestions,
inspiration and continuous encouragement to me during the course of this study.
Next, I particularly wish to express special gratitude to the thesis committee
members, Dr. Perla Rizalina M. Tayko who is to attend my research defense and Dr.
Luis Danai Kristhanin who kindly devoted his time to teach the SPSS program and
give me the valuable suggestions and comments.
Furthermore, my thanks also go to all MM lecturers who gave me their worthy
knowledge and skills. Additionally, I am indebted to my friends and all the
respondents of Siam Makro Pel. for their kind cooperation in providing me with
necessary data for this study.
Lastly, I am deeply grateful to my family, especially my mother and all my
friends. All of you are an inspiration to my life and thank you for everything you gave
me including understanding, love, encouragement and support.

Prapasri Kumviboul

St. Gabriers Library, Au

Table of Contents
Page
Table of Contents
List of Tables
List of Figures

v
vn

Chapter 1 Introduction
1.1
Generalities of the Study
1.1.1 Global Context
1.1.2 Thailand Context
1.1.3 Company Background
1.2
Objectives of the Study
1.3
Statement of Problem
1.4 Research Questions
1.5
Hypotheses
1.6 Definition of Terms
1. 7 Significance of the Study
1.8
Scope and Delimitation of the Study

1
1
1
2
3
6
7
7
8
12
12

Chapter 2
Review of Related Literature and Conceptual Framework
2.1
Organization as System
2.2
Growth Patterns of Organization
2.2.1 Growth Through Creativity
2.2.2 Growth Through Direction
2.2.3 Growth Through Delegation
2.2.4 Growth Through Coordination
2.2.5 Growth Through Collaboration
2.3
Organization as Development and Intervention
2.3.1 OD Sources
2.3.2 Organization Development Interventions
Organization as and Change Management
2.4
2.4.1 The Three Phases of Plan Change in Organizations
2.4.2 The Forces of Change
2.5
Demographic Factors
2.5.1 Gender
2.5.2 Age
2.5.3 Marital Status
2.5.4 Education Attainment
2.5 .5
Length of Service
2.6
Organizational Factors
2.6.1 Interpersonal Communication
" 2.6.2' Lead~tship~
2.6.3 Compensat10n
2.6.4 Working Condition

14
14
17
19
19
19
20
20
20
23
26
29
32
34
37
37
37
38
38
38
38
39
45
56
57

9

11

Table of Contents
Page
Chapter 2 Review of Related Literature and Conceptual Framework
2.7
Employees' Performance Effectiveness
2.7.1 Accountability
2.7.2 Career Advancement
2.7.3 Time Management
2.7.4 Work Result
2.8
Theoretical Framework
2.9
Conceptual Framework
2.10 Operationlization of Research Variables

58
58
58
59
59
60
61
63

Chapter 3 Methodology
3.1
Research Design
3.2
The Sample
3.3
The Instruments
3.3.1 Questionnaire
3.3.2 Informal Interview and Observation
3.3.3 Checklist
3.4
Reliability Analysis
Data Collection Techniques
3.5
Data Analysis Procedure
3.6

65
65
65
68
68
71
71
71
73
74

Chapter 4 Presentation and Analysis of Data
4.1
Demographic Profiles of Respondents
4.1.1 Gender
4.1.2 Age
4.1.3 Marital Status
4.1.4 Education Attainment
4.1.5 Length of Service
4.1.6 Employment Level
4.2
Respondents' Perceptions on Overall Organizational Factors
4.2.1 Respondents' Perceptions on Interpersonal Communication
4.2.1.1
Respondents' Perceptions on Accuracy
4.2.1.2
Respondents' Perceptions on Active Listening
4.2.1.3
Respondents' Perceptions on Credibility
4.2.1.4
Respondents' Perceptions on Empathy
4.2.1.5
Respondents' Perceptions on Trust
4.2.2 Respondents' Perceptions on Leadership Styles
4.2.2.1
Respondents' Perceptions on Directive
4.2.2.2
Respondents' Perceptions on Supportive
4.2.2.3
Respondents' Perceptions on Participative
4.2.2.4
Respondents' Perceptions on Achievement-Oriented
4.2.3 Respondents' Perceptions on Compensation
4.2.4 Respondents' Perceptions on Working Condition

77
77
77
78
78
79
79
80
80
81
82
83
84
85
86
86
87
88
88
89
90
91

lll

Table of Contents
Page
Chapter 4 Presentation and Analysis of Data
4.3
Respondents' Perceptions on Overall Employees' Performance
Effectiveness
4.3.l Respondents' Perceptions on Accountability
4.3.2 Respondents' Perceptions on Career Advancement
4.3.3 Respondents' Perceptions on Time Management
4.3.4 Respondents' Perceptions on Work Result
4.4
Correlation between Organizations Factors and Employees'
Performance Effectiveness
4.4.1 Hypothesis 1
- Sub-Hypothesis 1.1
- Sub-Hypothesis 1.2
- Sub-Hypothesis 1.3
- Sub-Hypothesis 1.4
4.5
Correlation between Demographic Profiles and Employees'
Performance Effectiveness
4.5.1 Hypothesis 2
Chapter 5 Summary, Conclusions and Recommendations
5.1
Summary of Finding
5.1.l Demographic Profiles of Respondents
5.1.2 Perceptions of Respondents on Organizational Factors
5.1.3 Perceptions of Respondents on Employees' Performance
Effectiveness
5.1. 4 Correlation of Organizational Factors and Employees'
Performance Effectiveness
5.1.5 Correlation of Demographic Profiles and Employees'
Performance Effectiveness
5.2
Conclusion of Findings
5.2.1 Demographic Profiles of Respondents
5.2.2 Perceptions of Respondents on Organizational Factors
5.2.3 Perceptions of Respondents on Employees' Performance
Effectiveness
5.2.4 Correlation between Organizational Factors and Employees'
Performance Effectiveness
5.2.5 Correlation between Demographic Profiles and Employees'
Performance Effectiveness
5.3
Rationale of ODI Proposal
5.4
Management Support
5.5
ODI Proposal
5.6
Recommendations
5.7
Further Research

92
93
94
94
95 .
96
97
98
100
102
104
106
106
112
112
112
113
113
113
114
114
115
115
116
117
117
117
118
118
119
122

IV

Table of Contents
Page
Bibliography
Appendix A Questionnaire
Appendix B Organization's Chart

v

List of Tables
Table-Number

1.1
2.14
2.15
3.1
3.2
3.3
3.5
4.1
4.2
4.3
4.4
4.5
4.6
4.7
4.8
4.9
4.10
4.11
4.12
4.13
4.14
4.15
4.16
4.17
4.18
4.19
4.20
4.21
4.22
4.23
4.24
4.25
4.26
4.27
4.28
4.29
4.30
4.31

Page

Performance Evaluation
Operationlization of Organizational Factors
Operationlization of Employees' Performance Effectiveness
The Sample Estimation
The Sampling Size in Each of Division
The Questionnaires Design
Action Plan
The Gender of Respondents
The Age of Respondents
The Marital Status of Respondents
The Education Attainment of Respondents
The Length of Service of Respondents
The Employment Level of Respondents
Perceptions on Overall Organizational Factors
Perceptions on Interpersonal Communication
Perceptions on Accuracy
Perceptions on Active Listening
Perceptions on Credibility
Perceptions on Empathy
Perceptions on Trust
Perceptions on Leadership Styles
Perceptions on Directive
Perceptions on Supportive
Perceptions on Participative
Perceptions on Achievement-Oriented
Perceptions on Compensation
Perceptions on Working Condition
Perceptions on Overall Employees' Performance Effectiveness
Perceptions on Accountability
Perceptions on Career Advancement
Perceptions on Time Management
Perceptions on Work Result
The Relationship between Organizational Factors and Employees'
Performance Effectiveness
The Relationship between Organizational Factors and Accountability
The Relationship between Organizational Factors and Career
Management
The Relationship between Organizational Factors and Time
Management
The Relationship between Organizational Factors and Work Result
Correlation between Gender and Employees' Performance
Effectiveness

6
63
64
67
68
70
75
77
78
78
79
79
80
81
81
82
83
84
85
86
86
87
88
88
89
90
91
92
93
94
94
95
97
99
101
103
105
107

Vl

List of Tables
Table-Number
4.32
4.33
4.34
4.35
4.36
4.37
4.38

Page

Correlation between Age and Employees' Performance Effectiveness 107.
Correlation between Marital Status and Employees' Performance
107
Effectiveness
Correlation between Education Attainment and Employees '
108
Performance Effectiveness
Correlation between Length of Service and Employees' Performance 108
Effectiveness
·
·
Correlation between Employment Level and Employees' Performance 109
Effectiveness
Summaried Correlation between Marital Status and Employees'
109
Performance Effectiveness
Summary of Research Findings
110

Vll

List of Figures
Figure-Number
An Open System and its Subsystems
Greiner' s Model of Organizational Growth
2.3
A General Model of Organization Development
2.4
Action Research Method
2.5 Diagnostic Foundations of Organization Development
2.6
The Process of Interpersonal Communication
Summarizes a Number of the Most-Researched Traits of Leaders
2.7
The Managerial Grid
2.8
Matching Leadership Style and Situation of
2.9
Fiedler's Contingency Theory
2.10 The Path-Goal Model
2.11 The Hersey-Blanchard Situational Leadership Model
2.12 Characteristics of Transactional and Transformational Leader
2.13 Conceptual Framework of the Study
3.4
Result Reliability Test
5.1
ODI Framework

2.1
2.2

Page
17
18
23

25
26
41
46
48

49
51
53
55
62
73
122

1

CHAPTER!
INTRODUCTION

1.1 Generalities of the Study
1.1.1 Global Context

SHV. Group S= Steenkolen (Black Coal), H= Handles (Trading) and V=
Vereeniging (Association) is the Dutch company that owns Makro.

Makro is

positioned as a cash and carry wholesaler for independent retailers and caterers as its
most important customer groups. As such, Makro forms an important part in the
distribution structure of the producer, especially to the small professional customer to
whom direct delivery is becoming less and less economically viable. At the same
time, it is clear that as the concentration and power of large-scale retailers increases,
not only producers, but also local governments start to give greater importance to the
protection of small retailers. Therefore, Makro is pleased to notice the growing
recognition of the added value .o f the Makro formula for these customer groups.
A lot of effort is taken to turn the organization into a customer focused one
and provide better service to customers. The concepts for both perishables and nonfood area were further refined. In the perishables area both assortment and selling
space will be substantially increased, while in non-food, Makro will adjust to serve
the needs of core customer groups. These new concepts will be implemented in all
stores worldwide.
The same positioning and strategy in both South America and Asia facilitates
benchmarking, the exchange of best practices and co-operation in areas such as joint

2

buying, management development and training. Furthermore, in both groups a start
has been made with internet based purchase auctions.
At the end of 2004, Makro South America had 81 stores, split as follows:
Argentina 13, Brazil 43, Colombia 8 and Venezuela 17. The Makro South America
head office is located in Sao Paulo, Brazil. The number of stores in Makro Asia is 65.
The split by country is Thailand 29, Indonesia 13, Malaysia 8, Philippines 11 and
China 4.

The head office of Makro Asia is in Bangkok, Thailand to give close

support to the growing number of activities in the region (http://www.makroasia.com,
2005, February 16).
1.1.2 Thailand Context

The Makro concept has been successfully introduced in Asia since 1989 with
the opening of the first store in Bangkok, Thailand. Makro was the first to introduce
barcode scanning into the Thai market and paves the way for modern distribution and
trade concept throughout the region. Furthermore, the company has expanded rapidly
in Asia by opening more stores and moving into new markets. Resulting in a leading
position in the cash and carry distribution sector.
The main difference between a hypermarket and a wholesaler is their customer
base. A wholesaler caters to mainly small business entities such as small retailers,
caterers (small restaurant, hotels, canteens and cafeteria) and service providers
(offices and the situations), while hypermarkets aim to serve the end users. Makro is
Thailand's largest wholesale store operator.
Presently, Siam Makro Public Company Limited in Thailand operates 29
Makro stores, 8 in Bangkok and 21 in the provinces. In addition, the company has
two subsidiaries: Makro Office Centre Company Limited and Makro Properties
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Limited which operate business as follows: Makro Office Centre Co., Ltd is a
specialized retailing operation, a category killer supplying office supplies, office
automation products and office services such as copying and printing, on a selfservice, mail order and delivery basis, and Makro Properties Ltd is a land investment
company, purchasing the land on which some Makro stores are located on a lease
basis.
1.1.3 Company Background

Siam Makro Public Company Limited was incorporated in Thailand on 7 May
1988. The company's principal business is the operation of Cash and Carry Trade
Centres throughout Thailand, under the name "Makro", selling food and non-food
products to registered members, predominantly small and medium size businesses,
including small retailers, hotels, restaurants, caterers, and professional and service
sectors and institutions. The head office is now located at 3498 2nd Floor, Lardprao
Road, Bangkapi, Bangkok. The number of employee is about 200. There are 9
divisions in the head office as follows: Management, Dry Food, Fresh Food, NonFood, Human Resources, Finance & Account, Information System Development,
Supply Chain and Operation.
People are the important factors in the organization that influences
development. Therefore, the company's strategy is to invest in people. Investing in
people means trusting people, giving people responsibility, stimulating creativity and
initiative, coaching and training people and rewarding excellence. This organization is
big so it is in the growth through coordination stage for the growth pattern because the
top management takes on the role of coordinating different divisions and motivating
divisional managers to take a companywide perspective. The leaders have a role in
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developing the organization because employees are supported by the leaders. The
styles of leadership influence the working of subordinates. In some divisions the
leaders do not delegate the task or manage the task for subordinates as it would make
the organization be in the red tape.
Additionally, the communication between the leaders and subordinates is the
key component for persuading people in achieving the organization goals.
Communication is broad. Sometimes the perception between the leaders and
subordinates is misunderstood and it leads to employees' performance effectiveness.
For example, the supervisors communicate to the subordinates by internal-mail which
is one way communication because the subordinates might not open or understand the
information. The information is unbelievable and ambiguous therefore subordinates
could not work for goals and targets. It lacks a two-way communication, accuracy,
active listening, credibility, empathy and trust.
The working condition is one factor that influences the employees'
performance effectiveness. The small area is not suitable for 200 employees in the
organization. For example, there are many people including suppliers, who contact the
office everyday so it is necessary to provide meeting rooms for them but it does not
have enough rooms. It makes subordinates feel bad to work because some information
or discussion might be confidential. Furthermore, the equipments are not enough for
subordinates such as the photocopy machine. It is always out of order as there are
only three machines in the organization. It makes subordinates uncomfortable since
the equipment affects employees' performance effectiveness.
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During 2004-2005, the company expects to continue the expansion
programme that focuses on domestic and international markets. The employees feel
that they have more responsibility, when compared with the increased number of
stores. Therefore, employees just work for passing the time day by day and lack
enthusiasm; most subordinates just do their jobs as assigned by the company. They
would not like to be responsible for the tasks which are not their direct job
responsibility. Some employees could not carry out their assignments in the working
hours; therefore, compensation and fringe benefits is an important factor to motivate
factors subordinates to willingly work. For example, a one-month bonus is what
employees get from the company usually. They feel that they do not receive
reasonable benefits according to their responsibility. Additionally, when the
organization is growing it needs to increase the number of employees. Therefore,
there is a limitation in this organization. All of this makes the organization have a
discontinuous development situation. The result is ineffective performance of
employees.
The company has the performance appraisal that evaluates an employee's
current or past performance in relation to the person's performance standards before
evaluating their performance in order to give promotion and make salary increase
decisions every year. The graphic rating scale method is used for appraising; this is
the simplest and the most popular technique. Figure 1.1 is the average percentage in
the organization for 2 years showing the performance improvement.
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Table 1.1: Performance Evaluation

Year

%Performance Evaluation of
Employee

2004

69%

2003

70%

Source: Siam Makro Public Company Limited

Rating Scale:
100-90 points

Outstanding

90-80

Very Good

80-70

Good

70-60

Improvement Needed

Below60

Not Rated

The important factors are used for appra1smg m two levels (middle
management and staff or non-managerial level) as follows: leadership, selfdevelopment, initiative, effectiveness, punctuality, faithfulness, responsibility etc.

1.2 Objectives of the Study
The objectives of the study are as follows:
1.2.1 To conduct a diagnosis of the current situation, functioning and
performance of the company as a human social system.
1.2.2 To examine the perception of organizational factors in the company.
1.2.3 To determine the perception of employees' performance effectiveness in
the company.
1.2.4 To study the correlation between the organizational factors and

employees' performance effectiveness.
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1.2.5 To identify the correlation between the demographic profiles and
employees' performance effectiveness.
1.2.6

To come up with recommendations for appropriate OD intervention.

1.3 Statement of the Problem
The main concern of the study is on the relationship between the
organizational factors and employees' performance effectiveness.
1.4 Research Questions
The researcher would like to seek answers to the following questions:
1.4.1

What are the demographic profiles of the respondents in terms of:

1.4.1.1 Gender
1.4.1.2 Age
1.4.1.3 Marital Status
1.4.1.4 Education Attainment
1.4.1.5 Length of Service
1.4.1.6 Employment Level
1.4.2

What are the perceptions of respondents on organizational factors in

terms of:
1.4.2.1 Interpersonal Communication
1.4.2.1.1 Accuracy
1.4.2.1.2 Active Listening
1.4.2.1.3 Credibility
1.4.2.1.4 Empathy
1.4.2.1.5 Trust
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1.4.2.2 Leadership Styles
1.4.2.2.1 Directive
1.4.2.2.2 Supportive
1.4.2.2.3 Participative
1.4.2.2.4 Achievement-Oriented
1.4.2.3 Compensation
1.4.2.4 Working Condition
1.4.3 What are the perceptions of respondents on employees' performance
effectiveness in terms of:
1.4.3.1 Accountability
1.4.3 .2 Career Advancement
1.4.3.3 Time Management
1.4.3.4 Work Result
1.4.4 Is there a correlation between the organizational factors and
employees' performance effectiveness?
1.4.5

Is there a correlation between the demographic profiles and

employees' performance effectiveness?
1.5 Hypotheses
Ho 1: There is no significant correlation between the organizational factors:
interpersonal communication, leadership styles, compensation and working condition
and employees' performance effectiveness: accountability, career advancement, time
management and work result.
Hal: There is significant correlation between the organizational factors:

interpersonal communication, leadership styles, compensation and working condition
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and employees' performance effectiveness: accountability, career advancement, time
management and work result.
Ho2: There is no significant correlation between the demographic profiles and
employees' performance effectiveness.
Ha2: There is significant correlation between the demographic profiles and
employees' performance effectiveness.
1.6 Definition of Terms

To clarify the understanding and uniformity of this study, the following terms
are applied in the research and defined as follows;
Accountability is defined as the expectation that each employee will accept

credit or blame for results achieved in performing assigned tasks (Hellriegel &
Slocum, 1996).
Accuracy refers to communicating with competency, accurately and

unambiguously with others in each group. Thus it is a key factor in communication
ability (Rassbery & Linsay, 1994).
Achievement-oriented leadership style refers to a characteristic leadership

style that sets high goals and one that shows confidence in the ability of employees to
excel (Dubrin, 2001).
Active listening is a process of putting together into some meaningful whole

the listener's understanding of the speaker's total message, the verbal and the nonverbal, the content and the feeling (Devito, 1995).
Career advancement refers to the promotion of job, job change that leads to

higher pay, greater authority and reward devotes (Hellriegel & Solcum, 1996).

10

Compensation refers to every type of rewards such as base salary, bonus,

incentive payment, medical insurance, group life insurance, provident fund etc. which
employees receive for working in an organization (Mathis & Jackson 2000).
Credibility refers to the degree which a receiver perceives the speaker to be

believable, competent (Rassberry & Lindsay, 1994).
Demographic profiles refer to age, gender, marital status, educational

attainment, length of service, employment level (Schermerhorn, et al., 1994)
Directive leadership style is a characteristic leadership style which uses

orders, commands or authorities generally obeyed in order to avoid punishment
(Shriberg et al., 1997).
Educational attainment is a level of basic instruction or training in schools

some one achieved (Greenberg & Baron, 1997)
Empathy is ability to recognize and identify with another's feelings or

sympathy (Mhonyai, 2002).
Employees'performance effectiveness refers to the measure of task or goal

accomplishment by an individual or group at work (Schermerhorn, 1999).
Employment levels are the respondents who are working in Siain Makro

Public Company by classifying into two levels as follows: middle management and
staff or non-managerial level (Greenberg & Baron, 1997).
Gender is the state of being female or male (Robbins, 1998).
Interpersonal

communication

is

effective

communication

between

individuals, especially between a manager and subordinates. It is critical to achieving
organizational objectives and as a result to effectively managing people (Rue &
Byars, 1995).

St. Gabriel's Library, Au
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Leadership styles are the ability to influence people to willingly follow one's

guidance or adhere to one's decision. Obtaining followers and influencing them in
setting and achieving objectives makes a leader (Rue & Byars, 1995).
Length of service is the number of years an employee works in a company

(Robbins, 1998).
Organizational factors refer to the factors in organization for example,

interpersonal communication, leadership styles, compensation and working conditions
that influence employees' performance effectiveness (Sumpaopul, 1999).
Participative leadership style refers to characteristics of leadership that

shares information, power and influence between leaders and subordinates (Dubrin,
2001).
Supportive leadership style is a leadership style of an individual or an

atmosphere in a group that is characterized by openness, absence of fear and a
genuine feeling of equality (Dubrin, 2001 ).
Time management is timeliness that is used for evaluating employee

performance. If the organization thinks a task is important, employees are typically
motivated to perform that task, perform it on time and perform it well (Mathis &
Jackson, 2000).
Trust refers to the belief among employees that their immediate leaders and

the organization will treat them fairly (Mhonyai, 2002).
Working conditions are the state of factors in working area such as light,

sound, furniture decoration, weather, cleanliness, place etc. (Draftee, et al., 1998).
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Work result refers to the outcome that is measured by the effect of
productivity, quality and timeliness for evaluating employee performance (Whetten &
Cameron, 2002).
1. 7 Significance of the Study
This research could be helpful to organizations that have employees who are
capable. The organization would increase the productivity to be successful. The better
working environment would enhance the quality of life in the workplace and thereby
prevent the trouble such as turnover rate and reduce ineffective performance.
The finding of the study is of benefit to the management in the organization
for preparing appropriate action plan, policy, and strategy with which to improve
organizational effectiveness as a whole; for example improving communication and
alignment, developing managers to be effective leaders and building stronger teams.
This study helps employees to learn and to understand the organization for
building the morale that might result in the high job performance and the prevention
of turnover.
This study is meaningful to clients for gammg the best outcomes of
organization because employees deliver the effective performance.
1.8 Scope and Delimitation of the Study
This research was confined to the study of factors that impact the organization.
These will be the independent variables and the determinants of employees'
performance effectiveness would be the dependent variables in Siam Makro Public
Company Limited's (Head Office).
The respondents are the employees who have worked in the head office, which
is located in Bangkok.

This research study concentrates only on the employees
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working within the company excluding Managing Director, Division Director and the
sub-contract employees, by categorizing into two levels: middle management and
staff or non-managerial level under the nine core divisions only. The nine core
divisions consist of Management, Dry Food, Fresh Food, Non-Food, Human
Resources, Finance and Account, Information System Development, Supply Chain
and Operation.
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CHAPTER2
REVIEW OF RELATED LITERATURE AND CONCEPTUAL
FRAMEWORK
This research has aimed at studying the relationship between organizational
factors and employees' performance effectiveness.

There are many interesting

literatures about communication and leadership that the researcher has reviewed and
summarized as a conceptual framework for this study. Furthermore, the literatures are
about the organization as a system, growth patterns of organization, development,
intervention, and change management that play a role in the company.
2.1 Organization as System
An organization was defined as two or more people working together

cooperatively within identifiable boundaries to accomplish a common goal or
objective (Nelson and Quick, 1997). Organizations are human systems of cooperation
and coordination assembled within identifiable boundaries to pursue shared goals or
objectives.
Systems theory provides a simple way to model organizations by focusing on
the structure and relationships or interdependence among parts of the organization. A
systems approach conveys the idea that organization is made up of parts and that the
parts interact with each other to accomplish the organization's goals.
Daft (1995) said that one significant development in the study of organizations
is the distinction between closed and open system. A close system would not depend
on its environment, it would be autonomously enclosed, and sealed off from the
outside world. Although a true closed system cannot exist, early organization studies
focus on internal system. Early management concepts, including scientific
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management, leadership style and industrial

engmeenng are closed-system

approaches because they took the environment for granted and assumed their
organization could be made more effective through internal design, the management
of a closed system would be quite easy.

The environment would be stable and

predictable and would not intervene to cause problems. The primary management
issue would be to run things efficiently. An open system must interact with the
environment to survive. It both consumes resources and exports resources to the
environment. It cannot seal itself of£ It must continuously change and adapt to the
environment. Open systems can be enormously complex. Internal efficiency is just
one issue and sometimes a minor one. The organization has to find and obtain need
resources, interpret and act on environment changes, dispose of outputs, control and
coordinate internal activities in the face of environmental disturbances and
uncertainly. Every system that has to interact with the environment to survive is an
open system.
Cumming & Worley (1997) stated that to understand the whole organization,
it should be viewed as a system.

A system is a set of interacting elements that

acquires inputs from the environment, transform them and discharges outputs to the
external environment. The need for inputs and outputs reflects dependency on the
environment. Interacting elements mean that people and departments depend upon
one another and must work together.
Inputs to an organization system include employees, raw materials, physical
resources, information and financial resources. The transformation process changes
these inputs into something of value that can be exported back to the environment.
Outputs include specific products and services for customers and clients.

Outputs

16

may also include employee satisfaction, pollution and other by-products of the
transformation process (Buchanan & Huczynski, 1997).
According to Daft (1995), an organization was composed of several
subsystems. The specific functions required for organization survival are performed
by departments that act as systems. Organizational subsystems perform five essential
functions: boundary spanning, production, maintenance, adaptation and management.
Boundary Spanning, boundary

subsystems handle

input

and output

transaction; in other words, they are responsible for exchanges with the environment,
on the input side, boundary departments acquire needed supplies and materials, on the
output side, they create demand and market outputs. Boundary departments work
directly with the external environment.
Production, the production subsystem produces the product and service
outputs of the organization. This is where the primary transformation takes place.
This subsystem is the production department in a manufacturing firm, the teachers
and classes in a university and the medical activities in a hospital.
Maintenance, the maintenance subsystem is responsible for the smooth
operation and upkeep of the organization. Maintenance includes the cleaning and
painting of buildings and the repair and servicing of machines. Maintenance activities
also try to meet human needs such as morale, compensation and physical comfort.
Adaptation, the adaptive subsystem is responsible for organizational change.
The adaptive subsystem scans the environment for problems, opportunities and
technological developments. It is responsible for creating innovations and for helping
the organization change and adapt.
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Management, management is a distinct subsystem, responsible for directing
and coordinating the other subsystems of the organization. Management provides
direction, strategy, goals and policies for the entire organization in addition, the
managerial subsystem is responsible for developing organization structure and
directing tasks within each subsystem.
In ongoing organizations, the five subsystems are interconnected and often

overlap. Departments often have multiple roles. Marketing is primarily a boundary
spanner but may also sense problems or opportunities for innovation.

Managers

coordinate and direct the entire subsystem but they are also involved in maintenance,
boundary spanning and adaptation.

People and resources in one subsystem may

perform other functions in organizations.

Environment:
Raw materials ,......._._"""
People
Information
resources
Financial resources

Subsystems

Input

Boundary
spanning

Transformation
process

Output

Production, maintenance
adaptation, management

Boundary
spanning

Products
and
Services

Figure 2.1: An Open System and its Subsystems
Source: Daft, Richard L. (1995) , Organization theory and design (5th edition), p .12

2.2 Growth Patterns of Organization

As Jones (2001) stated:
Organizations encounter a predictable series of problems that
must be managed if organizations are to grow and survive in a
competitive environment (Jones, 2001, p.340).
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Greiner' s model in 1970 is one of the best known of these life cycle models of
organizational growth. It consists of five sequential growth stages during the course
of organizational evolution and that each stage ends in a crisis due to a major problem
that the organization encounters. Each of the stages would advance from one stage to
the next. An organization has to successfully manage and solve the organizational
problem associated with each crisis.
Large

Stage 1

Stage 2

Stage 3

Stage 4

Stage 5

.

Size of
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5. Growth
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1. Crisis of
leadership '-:
2. Growth through d irection

1. Growth through creativity

Small

Mature

Young

Age of Organization

Figure 2.2: Greiner's Model of Organizational. Growth
Source: Jon es, Gareth R. (2001), Organizational theory: Text and cases (3rd edition), p .341

According to Jones (2001), the five sequential growth stages of organization
were as follows:
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2.2.1 Growth Through Creativity

This is the first stage in the growth cycle. The creativity stage includes the
birth of an organization in which the owners develop the skills and abilities to create
and introduce new products for new niche markets. As the owners create completely
new procedures and adjust existing procedures, a great deal of organizational learning
occurs. The organization learns which products and procedures work and continually
adjust its activities so that it could continue to expand. (Jones, 2001 ).

Crisis of leadership comes from the owner taking control of the management
of the organization, significant problems would arise (Jones, 2001).
2.2.2 Growth Through Direction

The crisis of leadership ends with the recruitment of a strong top-management
team to lead the organization through the next stage of organizational growth. The
new top-management team takes responsibility for directing the company's strategy
and lower-level managers assume key functional responsibilities (Whetten &
Cameron 2002).

Crisis of autonomy because of the running of professional managers' show
and many organizations experience (Whetten & Cameron 2002).
2.2.3 Growth Through Delegation

Rothwell & Gary 1995 mentioned to solve the crisis of autonomy, most
organizations delegate authority to lower-level managers in all functions and link their
increased control over organizational activities to a reward structure that recognizes
their contribution. It allows each department or division to expand to meet its own
needs and goals and organizational growth often proceeds at a rapid pace. Crisis

of

control, results from top-managers competing with functional manager of corporate-

St. Gabriel's Library, Au

20

level managers who compete with divisional managers for control of organizational
resources (Rothwell & Gary, 1995).
2.2.4 Growth Through Coordination

Harvey & Brown (2001) explained that organizations could solve the crisis of
control by finding the right balance between centralized control from the top of the
organization and decentralized control at the functional or divisional level.

Top

management takes on the role of coordinating different divisions and motivating
divisional managers to take a companywide perspective.
Crisis of red tape, is the failure for managing this process in the organization.

Achieving growth through coordination is a complex process that has to be managed
continuously if organizations are to be successful (Glanz, 1996).
2.2.5 Growth Through Collaboration
In this stage, Gibson & lvancevich (1997) identified that growth through

collaboration becomes the way to solve the crisis of red tape and push the
organization up the growth curve. Growth through collaboration emphasizes greater
spontaneity in management action through teams and the skillful confrontation of
interpersonal differences. Social control and self-discipline take over from formal
control. Greiner advocates the use of the product team and matrix structures.
2.3 Organization as Development and Intervention

Lussier (1990) said that organizational development is an ongoing planned
process of change used as a means of improving the organization's effectiveness in
solving problems and achieving its objectives.

The first step in organizational

development is diagnosis of the problems. Indicators that problems exist such as
conflict, decreasing productivity and/or profits, excessive absenteeism or turnover,
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lead management to call in a change agent to study the problems and needs. A
change agent is the person responsible for the OD programme. The change agent can
use a variety of methods to diagnose problems. Some methods include reviewing
records, observation, interviewing, individuals and work groups, holding meetings
and using questionnaires.
Cumming & Worley (1997) mentioned that organization development is an
effort to increase an organization's ability to improve itself as a human and effective
system. In addition, it is the process of improving organizations. The process is
carefully planned and implemented to benefit the organization, its employees and its
stakeholders. The client organization may be an entire company, public agency, nonprofit organization, volunteer group or a small part of a larger organization.
The change process supports improvement of the organization or group as a
whole. The client and consultant work together to gather data, define issues and
determine a suitable course of action.

The organization is assessed to create an

understanding of the current situation and to identify opportunities for change that
will meet business objectives.
Organization development differs from traditional consulting because client
involvement is encouraged throughout the entire process. The ways in which people
communicate and work together are addressed concurrently with technical or
procedural issues that need resolution.
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Organization development is a top-management supported,
long-range effort to improve an organization's problemsolving and renewal processes, particularly through a more
effective and collaborative diagnosis and management of
organization culture with special emphasis on formal work
team, temporary team, and intergroup culture with the
assistance of a consultant and the use of the theory and
technology of applied behavioral science including action
research. (Carrell, Jennings & Heavrin, 1997, p.177)
Cook, et al., (1997) declared that organization development encompasses a
wide variety of planned-change interventions, built on participative values that seek to
improve organizational effectiveness and employee well being. Organizational
effectiveness

includes

productivity

(efficiency

and

effectiveness),

people's

satisfaction with the quality of their work life and the ability of the organization to
revitalize and develop itself over time.

Organization development focuses on

changing an entire system in contrast to only one or a few components. A system
might include a group, department, division, organization or even a group of
organizations. In addition, it focuses on helping people and organizations learn how to
diagnose and solve their own problems in contrast to relying on others for solutions.
The difference between focusing on changing just one component and changing a
whole system can be illustrated by comparing management development to
organization development.
While Schermerhorn (1999) explained the general model of OD and shows its
relationship to Lewin's three phases of planned change. To begin the OD process
successfully, any consultant or facilitator must establish a working relationship with
members of the client system. The next step is diagnosis, gathering and analyzing
data to assess the situation and set appropriate change objectives. This helps with
unfreezing as well as pinpointing appropriate directions for action. Diagnosis leads to
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active intervention, wherein change objectives are pursued through a variety of
specific interventions, a number of which will be discussed shortly. Essential to any
OD effort is evaluation that examine the process to determine if things are proceeding
as desired and if further action is needed. Eventually, the OD consultant or facilitator
should achieve a terminal relationship that leaves the client able to function on its
own. If OD has been done well, the system and its members should be prepared to
manage their ongoing need for self-renewal and development better.

Establish a
change
relationship

....
-,..
Create links
with
members of
client system

Diagnosis

Intervention

Evaluation

Gathering and
analyzing
data, setting
change
objectives

Taking
collaborative
action to
implement
desired
change

Following up
to reinforce
and support
change

~

~

Achieve a
terminal
relationship

__..,_______
Withdraw to
leave
members of
client system
self reliant

Figure 2.3: A General Model of Organization Development
Source: Schermerhorn, John R. (1999), Management (6th edition), p.391

Greenberg & Baron (1997) stated that OD processes have emerged from four
primary sources originating in both the United States and Europe.
2.3.1 OD Sources
The first source was the development of sensitivity training groups by the
National Training Laboratories (NTL) as a way of giving individuals feedback about
themselves in unstructured situations.
A second source was the development of survey research and feedback. The
thrust of this approach is to survey people at various levels in organizations to as
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certain their attitudes towards work, supervision, working conditions, pay, benefits
and other related job factors. The results are then fed back to managers.
Thirdly, the source was the development of sociotechnical systems.

This

approach combines the existing interest in human satisfaction at work with the
technical aspects that increase efficiency and productivity such as reward systems,
work flows, the physical work environment and management styles.
A fourth source of OD was action research which combines research findings
with action applications to help organizational members change and become more
effective.

Action research emphasizes the collaboration of social scientists and

organizational members in designing and measuring efforts to improve organizational
effectiveness. The heart of the OD process was action research.

Before a change

agent intervenes, a client system is at least symptomatically aware of a problem. It
was important for the change agent to thoroughly diagnose and analyze problems so
that the data can be fed back to participants. Then they can collaboratively decide on
an action plan. After implementation, outcomes are evaluated to determine if any
further actions are needed (Greenberg & Baron 1997).
According to Cook, et al., (1997), the definition of action research is given as
follows:
"Action research is data collection, analysis and problem
diagnosis, the results of which are provided to the client system
to help decide on plans for improvement"(p.550).
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Sensing and identifying the problem

Engaging an OD Practitioner

Collection Data

Feeding Data Back to Client Group

Joint Diagnosis of Problem

Implementing the Action Plan

Evaluating Results and Deciding on
Further Steps

Figure 2.4: Action Research Method
Source: Cook, Hunsaker & Coffey (1997),Management and organization behavior(2nd edition), p.551

Schermerhorn, et al., (1994) described the organization development
intervention as activities initiated by the consultant or manager to facilitate planned
change and to assist the client system in developing its own problem-solving
capabilities.

As with the diagnostic frameworks presented, the major OD

interventions can be categorized in respect of their major impact at the organizational,
group and individual levels of action.
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Figure 2.5: Diagnostic Foundations of Organization Development
Source: Schermerhorn, Hunt & Osborn (1994), Managing organizational behavior (5th edition), p.676

2.3.2 Organization Development Interventions

Schermerhorn (1999) further identified that the organization development
intervention is structured activity that is used to help people work together to
accomplish change.
According to Nelson & Quick (1997), the OD interventions designed for
system-wide application includes:
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2.3.2.1 Survey Feedback
It was one of the oldest and most popular OD interventions that began with the
collection of data via Questionnaire from organization members or a representative
sample of them. The role of the OD practitioner was to collect the data and manage
the feedback sessions: the role of the client system was to assume responsibility for
collaboratively analyzing the data and taking constructive action to improve
organizational effectiveness based on the data's implications (lvancevich & Matteson,
2002).

2.3.2.2 Product and Service Quality Programs
Buchanan & Huczynski (1997) stated that are programs that embeds product
and service quality excellence into the organizational culture. They assumed key
roles in the organization development efforts of many companies. For example, the
success or failure of a service company may depend on the quality of customer
service it provides. The quality revolution consisted of programs that entail two steps.
The first step was to raise aspirations about the product and service quality, both
within the company and among its customers. The second step was to embed product
and service quality excellence in the organizational culture, using continual
improvement tools such as benchmarking to change habits attitudes, skills and
knowledge.
2.3.2.3 Structural Redesign
It involved realigning the structure of the organization or major subsystems n

order to improve performance. In addition, it was an important OD intervention that
can be used to help maintain the best fit between organizational structures and
situational demands (Gibson & lvancevich, 1997).
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2.3.2.4 Process Consultation
According to Nelson & Quick, 1997, an OD method that helped managers
and employees improve the processes that are used in organizations. The processes
most often targeted are communication, conflict resolution, decision-making, group
interaction and leadership.
2.3.2.5 Management by Objectives (MBO)
It was a process of joint goal setting between the supervisors and subordinates

that is formalized throughout an organization and across hierarchical levels.

The

intention was to try to link the activities of all individuals and subunits into
meaningful means end chains that will ensure the accomplishment of maJor
organizational performance objectives (Nelson & Quick, 1997).
2.3.2.6 Team Building
It can improve the effectiveness of work groups. Team building usually began

with a diagnostic process through which team members identify problems and
continue with the team's planning actions to take in order to resolve those problems.
2.3.2.7 Force Field Analysis
It was a technique that diagrams the current level of performance, the

hindering forces toward change and the driving forces toward change.

It was

particularly useful for group problem solving. After agreeing on the diagram the
solution often became clear to the group.
2.3.2.8 (;rid 0])
It was a six-phase program designed to improve management and

organizational effectiveness. The six phases include phase 1: Training, teams of five
to nine managers, ideally from different functional areas are formed. During a week-
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long seminar, each team member assesses his or her leadership style by determining
where on the grid they are. They worked at becoming 9,9 managers by developing
skills in the areas of team building, communication and problem solving. Phase 2:
Team Development, managers returned to the job and try to use their new skills as 9,9

managers. Phase 3: Intergroup Development, work groups improved their ability to
cooperate and coordinate their efforts.

Phase 4: Organizational Goal Setting,

management developed an organization model it should strive to become. Phase 5:
Goal Attainment, the necessary changed to become the model organization were

determined and implemented. Phase 6: Stabilization, the first five phases were
evaluated to determine and stabilize positive changes and to identify areas for
improvement or alteration (Lussier, 1990).
2.4 Organization as Change Management

Change was not something to be taken lightly. The issue of change was one of
the greatest challenges in the workplace today. Change management was defined as
the continuous process of aligning an organization with its marketplace and doing it
more responsively and effectively than its competitors. For an organization to be
aligned, the key management levers strategy, operations, culture and reward must be
synchronized continuously. Since change was unavoidable and an ongoing process,
these management levers must constantly be altered also. (Aronovitz, C. Toni Change
management) (http://www.gsu.edu/mstswh/coureses/it7000/papers/change2html.)
Change management was about how to get users to accept a new business
process and the technology that enables it. The gliiding principal of change
management is that human beings make companies work, not technology. Technology
is just a tool, and users have to be excited about it, believe in it, be trained in it, and be
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supported in it. Change management is about making sure all of those things are
included from the beginning as part of the project (Cook, et al., 1997).
According to Gibson, et al., (1997), to design a successful strategy of change,
managers must become skillful at diagnosing the forces pressing for change and the
resistances to change. The change problem might be large or small in scope and scale.
It might focus on individuals or groups, one or more divisions or departments, the

entire organization, or one or more aspects of the organization's environment. For
example, is the company facing an immediate threat to its survival? It is important
that managers effectively diagnose the external and internal forces that threaten the
company's survival. Secondly, managers must assess and implement strategies for
combating these forces.
Change management experts focus attention, specifically, on resistances to
change both organizationally and those of individuals within the organization. The
change management model operates under the premise that people and organizations
are innately adverse to change. The general argument is that when confronted by rapid
change, people and organizations get frustrated, freeze up, get rigid and rebel against
the changes.
Managers must be adept at addressing the unavoidable resistance of staff to a
change. Change management argues that the most effective way to make needed
changes is to identify existing resistances to change and to focus efforts on removing
or reducing as many as possible. Consultants working in this arena assist
organizations to effectively address and overcome the forces that are commonly
associated with individual and organizational resistance to change (Puccinelli, 1998).
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Individual sources of resistance to

change reside in basic human

characteristics such as perceptions, personalities and needs. The following
summarizes five reasons: habit, security economic factors, fear of unknown and
selective information processing (Gibson, et al., 1997).
Organizational resistance consists of six major sources: structural inertia,
limited focus of change, group inertia, threat to expertise, threat to established power
relationships and threat to established resources allocations.
Robbins (1998) suggests the six tactics (education and communication,
participation, facilitation, negotiation, manipulation and coercion) for using by change
agents in dealing with resistance to change as following:
Education

and

communication,

resistance

can

be

reduced

through

communicating with employees to help them see the logic of a change. This tactic
basically assumes that the source of resistance lies in misinformation or poor
commination.
Participation, it is difficult for individuals to resist a change decision in which
they participate. Prior to making a change, those opposed can be brought into the
decision process.
Facilitation and support, when employee fear and anxiety are high, employee
counseling and therapy, new-skills training or a short paid leave of absence may
facilitate adjustment.
Negotiation, it is as a tactic may be necessary when resistance comes from a
powerful source.
Manipulation and co-operation, manipulation refers to covert influence
attempts.

Twisting and distorting facts to make them appear more attractive,
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withholding undesirable information and creating false rumors to get employees to
accept a change.
Coercion, it is the application of directs threats or force upon the resisters.
The other examples of coercion are threats of transfer, loss of promotion, negative
performance evaluation and a poor letter of recommendation (Robbins, 1998).
Greenberg & Baron (1997), declared the three phases of plan change m
organizations as follows:

2.4.1 The Three Phases of Plan Change in Organizations
2.4.1.1 Unfreezing
The first phase involves reducing the forces maintaining the organization's
behavior at the present level. During this period the organization and the individuals
within it are saying goodbye to their old way of doing things. Change leaders are
telling people to let go of what feels to them like their whole world of experience,
their sense of identity, even "reality" itself. Unfreezing can be successfully
accomplished by introducing information that shows discrepancies between behaviors
desired by the organizational members and those behaviors they currently exhibit. It is
important that the staff has had input in identifying the discrepancies and desired
changes. Staff must also be included in planning and carrying out specific actions to
correct the identified problems (Greenberg & Baron , 1997).

2.4.1.2 Moving
The second phase involved making the change which involves letting go of
old ways of doing things and initiating relationships for new ones and shifting the
behavior of the organization or department to a new level. It involved developing new
behaviors, values, and attitudes. Although the staff may have let go of their old ways
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they will find themselves unable to start anew. This "neutral" zone is full of
uncertainties and confusion. Simply coping with it takes most of the staffs energy.
Since the neutral zone is so uncomfortable the staff is driven to get out of it. If a
change is going to be successful, organizations and its people should spend more time
in the neutral zone so that they can become acclimatized to the new way of doing
things. In other words, people cannot do new things which a new situation requires
until they come to grips with what is being asked (Greenberg & Baron, 1997).
2.4.1.3 Refreezing

The third phase stabilized the organization at a new state of equilibrium. This
stage was also referred to, as moving forward which can be disconcerting for the staff
because it puts one's sense of competence and value at risk. In organizations that had
a history of punishing mistakes, people hang back during the final phase or change,
waiting to see how others are going to handle the new beginning. This phase can be
successfully accomplished through the use of supporting mechanisms that reinforce
the new organizational state, such as organizational culture, norms, policies and
structures (Greenberg & Baron, 1997).
Change management experts argued that the way in which leaders present
their case for change can make a world of difference in the kind of reaction that
results. By involving others (i.e., the staff--those affected by the change) in decisionmaking managers can avoid bruising egos, and increase staff members' levels of selfesteem.
Henderson and McAdam (1998) mentioned to change management helps
companies predict, institute, guide, facilitate, and evaluate change. Change
management is the focus of the change project or initiative, whether it is to bring
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about alterations at the individual, group or organizational level. The concept behind
change and change management is that these changes or alterations refer to proactive
business improvements. Unfortunately, the underlying assumption that all change is
good is incorrect; therefore, companies, organizations, and institutions must
understand the forces that drive change, how their employees will react to change, and
the underlying principles of change, and use them to develop a comprehensive change
management framework that will ensure a successful change project.
Organizational change is any alteration of activities in an
organization ... [that] may be the result of changes in the
structure of the organization, transfer of tasks, new product
introduction, or changes in attitude of group members or
process, or any number of events inside and outside of an
organization. (Carson, Terry C. (1999), Organizational
change and strategies for turbulent environments)
(http://www.dcpress.com/page21.html)
2.4.2 The Forces of Change

There are external and internal forces of change for every organization.
2.4.2.1. External Forces

The external forces of change can be technological breakthroughs that either
enhance or destroy the competence of firms in an industry. (Carson, Terry C. (1999).
Organizational change and strategies for turbulent environments)
(http://www.dcpress.com/page21.html)
Puccinelli (1998) pointed that advancements in technology can either help an
organization progress or can leave them lagging behind the competition that has been
able to learn and utilize newer technologies to their benefit. New and innovative
technologies, along with process improvements, add value to organizations and
introduce change. Economic factors such as interest rates and inflation can wreak
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ravage on organizations despite their own internal economic systems. Organizations
must also be aware of legal-political elements that develop under the legal and
governmental systems within which an organization must function. Furthermore,
organizations must be prepared to face socio-cultural elements that will influence who
works for them and who buys their products as America becomes more culturally
diverse and the members of the job market shift. All of these factors bring shifts in
norms, values, beliefs and behaviors" with which every organization must cope.
Lastly, organizations must cope with the "international element" of change that results
from developments in countries outside the firm's home country that may potentially
affect the organization.
2.4.2.2 Internal Forces

Organizational culture was the general conditions within organizations, and
consists of shared values, norms, beliefs, and assumptions that unite members of an
organization. Most change in an organization took place within the organization's
culture and managers must recognize that external and internal forces can be highly
interrelated. The managers cannot allow strong internal cultural beliefs to blind them
from potentially important external forces and that they must be able to operate
outside the cultural norm of their organization in times of change. Both external and
internal forces of changes must be assessed, monitored, and evaluated to avoid or
reduce the impact of threats and to determine the strengths and weaknesses of an
organization as they encounter and deal with change.
According to Schermerhorn (1996), there were three kinds of change. First,
adaptive change involved reimplementation of a change in the same organizational
unit at a later time or imitation of a similar change in a different unit and was not
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considered particularly threatening. Second, innovative change involved changes that
are generally unfamiliar, and as such, create greater uncertainty and fear in
organizations. Lastly, radically innovative change was the most intimidating type of
change and as such is the most resisted type of change in organizations.
Dauphinais and Price (1998) suggested that when introducing radical change
to an organization, the business strategy typically works on a one-to-three year cycle
but changing corporate values, and culture may take between 5 and 15 years. This
supports the critical principle of change management: organizations did not change;
people do. Organizations must realize that in order to implement change they must
consider the change from the viewpoint of those who are affected by the change.
To resist from change, fear was the primary obstacle. People also resist change
because of vested interests, lack of trust or misunderstanding, differences in
assessment of the situation, limited resources, and interorganizational agreements.
The other factors of resistance to change were the individual's predisposition to
change, fear of failure, peer pressure, loss of status or job security, disruption of
cultural traditions or group relations, personality conflicts, poor reward systems, and
the insensitive manner of change introduction or difficult timing. To combat this
resistance, organizations must know how to effectively introduce and manage the
change they wish to institute (Puccinelli, 1998).
Initiating change: commonly, change was initiated by the heads or CEOs of an
organization and many believe that the CEO must win the hearts and minds of
employees with broad-gauged communications programs, focus groups, videos,
newsletters, and so on (Dauphinais and Price, 1998). However, the CEO would be
more effective to win over union leaders, opinion leaders, and rainmakers who bring
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in a lot of revenue and allow them to then win over the rest of the organization's
individuals. But first, regardless of who initiated the change, the introduction of the
change must be handled correctly. First, issues such as identifying a need for change,
aligning the new cultural values with the structure of the organization and determining
the proper individuals to be included on the change management team are examined.
Second, the organization will need to determine and find the proper individuals to
champion the change management effort. The third step involved measurement and
adjustment so that the change management effort can be constantly reevaluated,
refined, and realigned.

2.5 Demographic Factors
Schermerhorn, et al., (1994) mentioned that demographics are the vital
statistics that describe a population are the background variable that help shape what a
person has become. They are sometimes called biographic characteristics.

2.5.1

Gender
Robbins (1998) mentioned the important differences between men and women

that will affect their job performance. There are for instance, no consistent malefemale differences in problem-solving ability, an analytical skills, competitive drive,
motivation, sociability or learning ability.

2.5.2

Age
Robbins (1998) stated that the relationship between age and job performance

is likely to be an issue of increasing importance during the next decade. For instance,
there is a widespread belief that job performance declines with increasing age. It is
often assumed that an individual's skill particularly speed, agility, strength and
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coordination decay over time and that prolonged job boredom and lack of intellectual
stimulation all contribute to reduced productivity.
2.5.3

Marital Status

The effect of marital status on productivity: marnage imposes increased
responsibilities that may make a steady job more valuable and important.

But

consistent research indicates that married employees have fewer absences, undergo
less turnover and are more satisfied with their job than their unmarried coworkers
(Robbins, 1998).
2.5.4

Education Attainment
It is a level of basic instruction or training in schools some one achieved. The

difference of background in education is affected on organizational factors because
the level of perception could be different and related to employees' performance
effectiveness (Greenberg & Baron, 1997). The higher an employee's education level,
the more likely these are to be dissatisfaction. It is on the basis that employees with a
higher education background would expect more in terms of financial compensation
and benefits.
2.5.5

Length of Service
An employee's satisfaction with an organization is closely related to length of

service.

Robbins (1998) stated that there is significant difference in overall job

satisfaction based on tenure in company and positive, monatomic relationship
between satisfaction with the work itself and pay that leads to effective performance.
2.6 Organizational Factors

There were various factors within the organization that affect the employees in
the organization which are based on the possibility analysis to determine their
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predictive ability for affecting effectiveness of employees' performance m this
organization (Sumpaopul, 1999).
2.6.1 Interpersonal Communications

Lussier (1990) found that seventy-five percent of each workday is consumed
by talking and listening. Seventy-five percent of what employees hear, they hear
imprecisely. Seventy-five percent of what they hear accurately, they forget within
three weeks. Communication, the skill they need the most at work and is the skill
they most lack. The majority of problems are caused by poor communication by
people who are unable or unwilling to communicate. One of the jobs is to manage the
communication process. Work at developing the communication skills and analyze
communications with the department to identify where improvements can be made.
Interpersonal communications are indispensable to leadership success and
effective performance. The ability to communicate well, both orally and in writing, is
a critical managerial skill and a foundation of effective leadership.

Through

communication people exchange and share information with one another and
influence one another's attitudes, behavior and understandings.

Communication

allows managers to establish and maintain interpersonal relationships, listen to others
and otherwise gain the information needed to create an inspirational workplace. No
manager can handle conflict, negotiate successfully and succeed at leadership without
being a good communicator (Lussier, 1990).
As Tubbs (2003) stated:
"Interpersonal communication is the basic unit of
communication. Although it may occur among three or more
individuals in some special circumstances, our communication
model depicts this context as occurring between two people
(Tubbs, 2003, p.17)."
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As Devito ( 1995) mentioned that:
"Interpersonal communication is a process, it is not static, it is
ongoing. Everything involved in interpersonal communication
is in a stage of flux: you are changing, the people you
communicate with are changing and your environment is
changing (Devito, 1995,p.27)."
Communication is an interpersonal process of sending and receiving symbols
with messages attached to them. The key elements in the communication process are
shown in figure 2.6. Schermerhorn, (1999) stated that the communication process
consists of a sender, who is responsible for encoding an intended message into
meaningful symbols, both verbal and nonverbal.

The message is sent through a

communication channel to a receiver, who then decodes or interprets its meaning.

This interpretation, importantly, may or may not match the sender's original
intentions. Feedback, when present, reverses the process and conveys the receiver's
response back to the sender.
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Figure 2.6: The Process of Interpersonal Communication
Source: Schermerhorn, John R. (1999), Management (6th edition), p .328

Robbins (1998) stated that barriers to effective communication are as follows:
• Filtering refers to a sender manipulating the information so that it will be
seen more favorably by the receiver. The major determinant of filtering is the number
of levels in an organization's structure. The more vertical levels in the organization's
hierarchy, the more opportunities there are for filtering.
• Selective perception, the receiver in the communication process selectively
see and hear based on their needs, motivations, experience, background and other
personal characteristics. Receivers also project their interests and expectations into
communications as they decode them.
• Defensiveness, when people feel that they are being threatened, they tend to
react in ways that reduce their ability to achieve mutual understanding.
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• Language, words mean different things to different people. Age, education
and cultural background are three of the more obvious variables that influence the
language a person uses and the definitions he or she gives to words.
Arredondo (2000) declared the effective communication would occur when
the intended message of the sender and the interpreted meaning of the receiver are one
and the same. Although, this should be the goal in any communication attempt, it is
.
.
.
not always achieved. Efficient communication occurs at minimum cost in terms of
resources expended. Time, in particular, is an important resource in the
communication process. For example, managers often leave voice mail messages and
interact by Email rather than visit their subordinates personally.
One problem is that efficient communication is not always effective. A lowcost approach such as an Email note to a distribution list may save time but it does not
always result in everyone getting the same meaning from the message. Without
opportunities to ask questions and clarify the message, erroneous interpretations are
possible. In the same way, an effective communication may not always be efficient.
If a work team leader visit each team member individually to explain a new change in

procedures, this may guarantee that everyone truly understands the change. But it
may also be very costly in the demands it makes on the leader's time.
meeting would be more efficient.

A team

In these and other ways, potential tradeoffs

between effectiveness and efficiency must be recognized in communication. There are
five important factors of perception and ability in interpersonal communication
(Tubbs, 2003).
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2.6.1.1 Accuracy
Rassbery & Linsay (1994) mentioned that communicators have varying skills
as writers, speakers, readers, listeners, thinkers and problem solvers. Therefore, these
skills affect their abilities to analyze motives, mediate conflict and act as change
agents. These impact both the content of the message and the relationships between
the people sending and receiving message.
Accuracy results when employees understand clearly. It requires that they ask
questions when the words and actions that they hear and see are unclear or
incomplete. Additionally, it refers to communicating with competency, accurately
and unambiguously with others in each group. Therefore, accuracy is a key factor in
communication ability.
2.6.1.2 Active Listening
Wongjarouskul, (2001) mentioned that listening is at least as important as
talking. As one sage wisely writes, " Nature gave people two ears but only one
tongue'', which is a gentle hint that they should listen more than talk.
Additionally, it is the process of taking action to help the source of message
say exactly what really means. There are five rules for becoming an active listener:

listen for message content, try to hear exactly what content is being conveyed in the
message. Listen for feeling, try to identify how the source feels about the content in
the message. Respond to feelings, let the source know that people's feelings are being
recognized. Note all cues, be sensitive to nonverbal and verbal messages, and be alert
for mixed messages. Paraphrase and restate, state back to the source what people
think people are hearing (Devito, 1995).
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2.6.1.3 Credibility

According to Mhonyai (2002), the definition of credibility is given as follows:
"Credibility is one of primary keys to persuasion and
communication expertise. Each one achieves credibility
through other people's perceptions. Certain sources of
credibility such as trustworthiness, may be perceived, while
other such as competence are not (p.38)."
Arredondo (2000) mentioned that credibility is also determined by not only
what the saying is but by how you conduct yourself.
2.6.1.4 Empathy

"It is a mistake to think we listen only with our ears. It is much
more important to listen with the mind, the eyes, the body and
the heart. Unless you truly want to understand the other
person, you will never be able to listen (Glanz, 1996, p.157)."
As Tubbs (2003) defined that:
"Empathy is perception and communication by resonance, by
identification, by experiencing in ourselves some reflection of
the emotional tone that is being experienced by the other
person.... Empathy continues throughout life as the basic
mode of significant communication between adults (p.154)".
It is the ability to put oneself in the other person' s role and to assume that

individual's viewpoints and emotions.

Empathy involves being receiver-oriented

rather than communicator-oriented. The form of the communication should depend
largely on what is known about the receiver. Mhonyai (2002) mentioned that an
effective response, more appropriate to someone else's situation than to one's own.
Therefore, it is important for leaders to posses this quality.
2.6.1.5 Trust

Arredondo (2000) stated that the lack of trust could be attributed in part to
more than a decade of downsizings and layoffs. Many employees feel that they can
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no longer trust that they will have a job from one year to the next. Sometimes,
interpersonal trust is typically limited to a specific area of interaction or interpersonal
behavior. It is important that leader interact in trustworthy ways. Employees may not
trust the organization but leaders want them to trust leaders. When subordinates feel
they can trust the leaders, they are inclined to be honest with leaders in tum.

They

are more willing to give the leader their support. When the leaders need subordinates
to perform above and beyond the call of duty, most will come through for the leaders
if they trust the leaders.
2.6.2 Leadership Styles

Shriberg, et al., (1997) mentioned that leadership is the process of inspiring
others to work hard to accomplish important task, is one of the most popular
management topics. Leadership Styles is the recurring pattern of behaviors exhibited
by a leader, worked best.
The theories of leadership begin with the trait approach, it focuses on
identifying intellectual, emotional, physical and other personal traits of effective
leaders (lvancevich & Matteson, 2002). This approach assumes that a finite number
of individual traits of effective leaders could be found by the personnel testing. The
traits of leaders have been studied by observation of behavior in-group situations, by
choice of associates (voting), by nomination or rating by observers and by analysis of
biographical data.
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Traits Associated with Leadership Effectiveness
Intelligence

Personality

•Judgment

* Adaptability

- Ability to enlist cooperation

• Decisiveness

*Alertness

- Cooperativeness

•Knowledge

* Creativity

- Popularity and prestige

• Fluency of speech

* Personal integrity

- Sociability (interpersonal skills)

* Self-confidence

- Social participation

Abilities

Emotional balance and control

- Tact, diplomacy

Independence (nonconformity)

Figure 2. 7: Summarizes a Number of the Most-Researched Traits of Leaders
Source: lvancevich and Matteson (2002), Organizational behavior and management(6th edition), p.429

The next theory is behavioral approaches by Rensis Likert studies how best to
manage the efforts of individuals to achieve desire performance and satisfaction
objectives (Shriberg, et al., 1997). The purpose of most leadership research of the
Likert-inspired team at the University of Michigan is to discover the principles and
methods of effective leadership. Through interviewing leaders and followers,
researchers identify two distinct styles of leadership refer to as job-centered leader
that focuses on completing the task and uses close supervision so that subordinates
perform their tasks using specified procedures. This kind of leader relies on coercion,
reward and legitimate power to influence the behavior and performance of followers.
The employee-centered leader focuses on the people doing the work and believes in

delegating decision making and aiding followers in satisfying their needs by creating
a supportive work environment.

It is concerned with followers' personal

advancement, growth and achievement.
According to Edwin Fleishman and his associates at Ohio State University,
their research program yielded a two-factor theory of leadership: initiating structure
involves behavior in which the leader organizes and defines the relationships in the
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group, tends to establish well-defined patterns and channels of communication and
spells out ways of getting the job done. The leader with a high initiating structure
tendency focuses on goals and results. Consideration involves behavior-indicating
friendship, mutual trust, respect, warmth and rapport between the leader and the
followers.

The leader with a high consideration overview supports open

communication and participation (Dubrin, 2001 ).
Blake and Mouton had also developed a method of classifying the leadership
style of an individual. Rue and Byars (1995) stated the managerial grid that is a twodimensional framework rating a leader on the basis of concern for people and concern
for production. It identified five basic styles of management, using the managerial
grid. Authority-obedience (9,1) assumes that efficiency in operations results from
properly arranging the conditions at work with minimum interference form other
people. The opposite view, country club management (1,9) assumes that proper
attention to human needs leads to a comfortable organizational atmosphere and
workplace. Team management (9,9) combines a high degree of concern for people
with a high degree of concern for production. The other two styles are Impoverished
management (1,1) and organization man management (5,5). The managerial grid is

intended to serve as a framework for managers to learn what their leadership style is
and to develop a plan to move toward a (9,9) team management style ofleadership.
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Figure 2.8: The Managerial Grid
Source: Rasberry & Lindsay (1994), Effective Managerial Communication (2nd edition), p.441

The situational theories of leadership suggest that leadership effectiveness is a
function of various aspects of the leadership situation. It begins with Fred Fiedler for
the contingency leadership model which attempts to understand the conditions for
leadership success in widely varying situations. Schermerhorn (1999) indicated that
Fiedler's contingency model, the good leadership depends on a match between
leadership style and situational demands. The amount of control a situation allows the
leader is a critical issue in determining the correct style-situation fit.

Three

contingency variables are used to diagnose situational control. The quality of leadermember relation (good or poor) measures the degree to which the group supports the

leader such as the degree of confidence, trust and respect. The degree of task
structure (high or low) measures the extent to which task goals, procedures and
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guidelines are clearly spelled out. The amount of position power (strong or weak)
measures the degree to which the position gives the leader power to reward and
punish subordinates such as hiring, firing, discipline, promotion and salary increases.
Combinations of situational characteristics
Leader
Member
Relations

Good

Good

Good

Good

Poor

Poor

Poor

Task
structure

High

High

Low

Low

High

High

Low

Low

Position
power

Strong

Weak

Strong

Weak

Strong

Weak

Strong

Weak

Situational
control

Preferred
leadership
styles

I

Very high

Poor

Very low

!I! ! ! I! ! ! !
I
I
I
T

T

T

R

R

~ = Task-oriented style

~

R

T

T

= Relationship-oriented style

Figure 2.9: Matching Leadership Style and Situation of Fiedler's Contingency Theory
Source: Schermerhorn, John R. (1 999)l Management (6th edition), p .270

The figure 2.9 showed eight leadership situations that result from
different combinations of these variables.

They ranged from the most favorable

situation of high control (good leader-member relations, high task structure, strong
position power), to the least favorable situation of low control (poor leader-member
relations, low task structure, weak position power).
According to Dubrin (2001), path-goal theory by Robert House, a leader' s
behavior is acceptable to subordinates to the degree that it is viewed by them as an
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immediate source of satisfaction or as a means of future satisfaction. A leader's
behavior is motivational to the degree that it makes subordinate's need satisfaction
contingent on effective performance and provides the coaching, guidance, support and
reward that are necessary for effective performance. House identifies four leadership
behaviors. The directive leader lets subordinates know what is expected of them,
schedules work to be done and gives specific guidance as to how to accomplish tasks,
maintaining definite standards of performance. The supportive leader is friendly and
shows concern for the needs of subordinates. The participative leader consults with
subordinates and uses their suggestions before making decision. The achievementoriented leader sets challenging goals, expecting the highest levels of performance,

emphasizing continuous improvement in performance and displaying confidence in
meeting high standards. In contrast to Fiedler' s view of a leader's behavior. House
assumes that leaders are flexible. Path-goal theory implies that the same leader can
display any or all of these behaviors depending on the situation.
Path-goal theory, the important contingency for making good path-goal
leadership choices include the work environment (tasks, authority and group) and
subordinate personal characteristics (ability, experience and locus of control). For
example, when job assignments are unclear, the effective manager provides directive
leadership to clarify task objectives and expected rewards.

When worker self-

confidence is low, the effective manager provides supportive leadership to clarify
individual abilities and offers needed task assistance. When performance incentives
are poor, the effective manager provides participative leadership to identify individual
needs and appropriate rewards. When task challenge is insufficient, the effective
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manager provides achievement-oriented leadership to raise performance aspiration
(Shriberg, et al., 1997).
Environmental
Contingency
Factors
• Task structure
•Formal authority
system
•Work group

Leadership Behavior/ Styles
*Directive
*Supportive
*Achievement-oriented
* Participative

Follower/
Subordinates

Outcomes

• Perceptions
• Motivation

• Performance
• Satisfaction

Subordinate
Contingency
Factors
• Locus of control
• Experience
• Perceived ability

Figure 2.10: The Path-Goal Model
Source: Robbins, Stephen P. (1998), Organizational behavior: Concepts, controversies and
applications (8th edition), p.362

Ivancevich & Matteson (2002) declared that Hersey-Blanchard situational
theory, for successful leaders adjust their styles depending on the readiness of
followers to perform in a given situation. Readiness is based on how able, willing and
confident followers are to perform required tasks. The possible leadership styles that

52

result from different combinations of task-oriented and relationship-oriented
behaviors are as follows:
• Delegating, allowing the group to make and take responsibility for task
decisions; a low-task, low-relationship style. lbis style works best in high-readiness
situation of able, willing and confident followers.
• Participating, emphasizing shared ideas and participative decisions on task
directions; a low-task, high-relationship style. It is appropriate for low to moderate
readiness.
• Selling, explaining task directions in a supportive and persuasive way; a
high-task, high-relationship style. It works best for moderate to high readiness.
• Telling, giving specific task directions and closely supervising work; a
high-task, low-relationship style. It works best at the other extreme of low readiness.
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Able but
unwilling or
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v
Follower Directed

R2

Rl

Unable but
willing or
\onfident

Unable and
unwilling or
insecure/

v
Leader Directed

Figure 2.11: The Hersey-Blanchard Situational Leadership Model
Source: Jvancevich & Matteson (2002), Organizational behavior and management (6th edition), p.440

The figure 2.11, by determining followers' readiness levels, a manger can
choose from among leadership styles. Suppose that a manager determines that his
recently hired followers are unsure of themselves and insecure about how to perform
the job. The followers are at the Rl readiness state. By moving virtually from Rl to
the leadership style development curve. An Rl follower requires a leader who is high
on task orientation, gives direct instructions and is low in support behavior. Task
behavior is more needed than supportive behavior. Maybe the S 1 style could support
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over any of the others and a participative S3 style is the best. However, asking an
insecure follower to participate may result in more insecurity about making a mistake
or saying something that's considered dumb. Sometimes, the delegative S4 style of
leadership is willing to do the job. The four leadership styles are now called S 1directing, S2-coaching, S3-supporting and S4-delegating. Readiness is now called the
development level of followers (Nelson, et al., 1997).
Charismatic leadership theory is defined that extension of attribution theory,
where followers make attributions of heroic or extraordinary leadership abilities when
they observe certain behavior (Cascio, 199 5). This characteristic has an idealized
goal that they want to achieve, a strong personal commitment to their goal, is
perceived as unconventional, is assertive and self-confident and is perceived as agents
of radical change rather than managers of the status quo.
Robbins (1998) mentioned that transactional leaders guide or motivate their
followers in the direction of established goals by clarifying role and task
requirements. Transformational leaders who provide individualized consideration and
intellectual stimulation and who possess charisma. Transformational leadership is
built on top of transactional leadership. It produces levels of subordinate effort and
performance that go beyond what would occur with a transactional approach alone.
Besides, it is more than charisma.
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Transactional Leader

Trans(ormational Leader

- Contingent Reward: Contracts exchange of
rewards for effort, promises rewards for good
performance, recognizes accomplishments.

Charisma: Provides vision and sense of mission,
instill pride, gains respect and trust.

- Management by Exception (active): Watches
and searches for deviations from rules and
standard, takes corrective action.

Inspiration: Communications high expectations,
uses symbols to focus efforts, expresses
Important purposes in simple ways.

- Management by Exception (passive):
Intervenes only if standards are not met.

- Intellectual Stimulation: Promotes intelligence,
Rationality and careful problem solving.

- Laissez-Faire: Abdicates responsibilities, avoids - Individualized Consideration: Gives personal
making decision.
attention, treats each employee individually,
coaches, advises.

Figure 2.12: Characteristics of Transactional and Transformational Leader
Source: Robbins, Stephen P. (1998), Organizational behavior: Concepts, controversies and
applications (8th edition), p.374

Schermerhorn (1999) said that visionary leadership is the ability to create and
articulate a realistic, credible, attractive vision of the future for an organization of
organizational unit that grows out of and improves upon the present.
Effective leaders were flexible and comfortable with all four leadership styles
for sub variables as follows:
1) Directive leader lets subordinates know what is expected of them,
schedules work to be done and gives specific guidance as to how to accomplish tasks.
2) Supportive leader includes having courteous and friendly interaction,
expressing genuine concern for the follower's well-being and individual needs and
remaining open and approachable to followers.
3) Participative leader engages in the behaviors that are consultative and
group behaviors.
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4) Achievement-oriented leader means a leader who is both demanding and
supporting in interactions with his/her followers (Howell & Costley 2001 ).
2.6.3 Compensation

Mathis & Jackson (2000) defined to compensation is an important factor
affecting how and why people choose to work at one organization over others.
Employers must be reasonably competitive with several types of compensation in
order to hire, keep and reward performance of individuals in the organization.
There were two types of compensation as follows :
2.6.3.l Direct Compensation

It consists of base pay and variable pay that are the most common forms of
direct compensation. The basic compensation that an employee receives usually as a
wage or salary is called base pay. Many organizations use two base pay categories,
hourly and salaried which are identified according to the way pay is distributed and
the nature of the jobs. Hourly pay is the most common means of payment based on
time, employees who are paid hourly are said to receive wages which are payments
directly calculated on the amount of time worked. In contrast, people who are paid
salaries receive payments that are consistent from period to period despite the number
of hours worked. Being salaried typically has carried higher status for employees
than being paid wages.

Another type of direct pay is variable pay which is

compensation linked directly to performance accomplishments. The most common
types of variable pay for most employees are bonuses and incentive program
payments. For executives, it is common to have longer-term rewards such as stock
options (Mathis & Jackson, 2000).
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2.6.3.2 Indirect Compensation

A benefit is an indirect reward such as health insurance, vacation pay,
retirement pension,

educational assistance,

employee service

and

workers'

compensation given to an employee or group of employees as a part of organizational
membership (Mathis & Jackson, 2000).
2.6.4 Working Condition

Drafke, et al., (1998) described that the working condition is composed of two
main elements: the physical work environment and the mental work environment.
The physical work environment is composed of the building, equipment, layout, decor
and other structural element of the workplace.

The mental work environment is

composed of the psychological atmosphere created by the work, the management and
organizational culture and the people in the workplace. The physical and mental work
environments combine to affect everyone in the organization. However, each person
in the organization is affected by the working environment differently because each
person's own behavior influences how others treat that person. A poor physical work
environment can decrease efficiency, cause fatigue, decrease morale, decrease
productivity, cause lost time and increase costs, absenteeism and turnover. Most
employees value pleasant working conditions because the work environment is the
occupational home of them.

The organization must attempt to create a work

environment that is conducive to employee satisfaction. In case the organization fails
to consider this aspect, it may result in employee disenchantment and supervisory
complications.
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2. 7 Employees 'Performance Effectiveness
Performance refers to an employee's accomplishment of assigned tasks.
Schermerhorn (1999) declared performance effectiveness is a measure of task output
or goal accomplishment.
2.7.1 Accountability
According to Hellriegel and Slocam (1996), the definition of accountability is
given as follows:
Accountability is the expectation that each employee will
accept credit or blame for results achieved in performing
assigned tasks. Employees are expected to report the results of
their work. This feedback enables management to determine
whether effective decisions are being made and whether tasks
are being performed properly. No supervisor can check
everything an employee does. Therefore guidelines are
established within which responsibilities are carried out. The
employee is accountable for performance within these limits
(Hellriegel and Slocam, 1996: 318).
Accountability is the point at which authority and responsibility meet. It is
essential for obtaining effective performance.
2. 7.2 Career Advancement
The employees seek growth and increased responsibility through the
continued development and utilization of these skills. Advancement may be pursued
through internal career paths within a given organization or through external career
paths that involve taking advantage of opportunities that require a change in
employers (Schermerhorn, et al., 1994). Besides, compensation, career path is one
important factor in retaining employees to stay with the company, the traditional
career path is one in which employees progress vertically upward in the organization
from one specific job to the next. The assumption is that each proceeding job is an

59

essential preparation for the next higher level job. Therefore, employee must move,
step by step, from one job to the next to gain need experience and preparation.
2.7.3 Time Management

According to Mathis & Jackson

(2000), time management referred to

techniques designed to enable people to get more done in less time with better result.
Time is one of employee's most valuable resources. Employees are usually expected
to get more done in a day than can be done in a moral working day. The more they
can get done while maintaining effective relations, the greater are their chances of
career success.
There were four major parts to the time management system as follows:
- Priorities, setting priorities on a to-do list helps increase performance.
- Objectives, objectives state what employees want to accomplish within a
given period of time.

The supervisor should set weekly objectives, following the

guidelines.
- Plans, plans state how employees will achieve their objectives. They list
the necessary activities to be performed.
- Schedules, schedules state when the activities planned will be carried out.
The supervisor should schedule each workday.
Chewsakul (2003) cited the time management is important in the workplace,
not only to accomplish more of the things that employees wish and need to do but also
to control the many activities and pressure that try to waste you time.
2.7.4 Work Result

The performance depends largely on the performance of individual employees.
There are many ways to think about of performance required of employees for the
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organization to be successful: productivity and quality. Productivity is a measure of
the quantity and quality of work done, considering the cost of the resources it took to
do the work. Improving productivity means getting more out of what is put in, it does
not mean increasing production through the addition of resources such as time,
money, material or people. It is doing better with what people have.

Improving

productivity is not working harder, it is working smarter.
Prapasri (2003) mentioned quantity is a measure of the output of goods and
services relative to the input of labor, material and equipment.
2.8 Theoretical Framework

Based on the various theoretical frameworks and studies represented in the
literature review, seven models will be used as the references. The process of
interpersonal communication (Schermerhorn, John R., 1999, p.328) is the first; a trait
approach (Ivancevich and Matteson, 2002, p.429) is the second; third is model of
Blake and Mouton' s the managerial grid (Rasberry & Lindsay, 1994, p.441 ); fourth is
model of Fred Fiedler's contingency theory; fifth is model of Robert House's pathgoal model; sixth is model of Hersey-Blanchard's situational leadership model lastly
is the characteristics of transactional and transformational leader (Robbins, Stephen
P., 1998. p.374)
Organizational Factors
Organizational factors have been divided to four factors: 1) Interpersonal
communication, consists of accuracy, active listening, credibility, empathy and trust.
2) Leadership styles, consists of directive, supportive, participative, and achievementoriented styles. 3) Compensation, consists of direct compensation which is about
direct compensation (base pay: wage and salary and variable pay: bonuses and
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incentive program payments) and indirect compensation (health insurance, vacation
pay, retirement pension, educational assistance, employee service and workers'
payments), 4) Working conditions.
Employees' Performance Effectiveness
It consists of a variety of employees' performance effectiveness. There are

four main factors: 1) accountability 2) career advancement 3) time management 4)
work result. All of these factors are involved to employees that work in organization.
2.9 Conceptual Framework

This conceptual framework showed the relationship between organizational
factors and employees' performance effectiveness. This conceptual framework
presents of the set of sub-variables, which were illustrated in figure 2.13. This was
the basic for conduct of study. The researcher had focused the following variables for
this study.
The first independent variables were demographic profile of respondents (age,
gender, marital status, education attainment, length of service, employment level).
The second independent variables were organizational factors (interpersonal
communications, leadership styles, compensation and working conditions).
The dependent variables were employees'

performance

(accountability, career advancement, time management and work result).

effectiveness
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Independent Variables

Dependent Variables

Organizational Factors
•

Interpersonal
Communication

•

Leadership Styles

Employees' Performance Effectiveness
•

Compensation
• Accountability

•

Working Conditions
• Career Advancement
• Time Management
• Work Result

Demographic Profile
•Age
•Gender
• Marital Status
• Education Attainment
• Length of Service
• Employment Level

Figure 2.13: Conceptual Framework of the Study
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2.10 Operationlization of Research Variables

As discussion of critical analysis and the genenc set of independent and
dependent

variables

of

dimension

of

organizational

factors

and

employees'performance effectiveness. The researcher drafted the operationalizations
of the variables were as follows.
Table 2.14: Operationlization of Organizational Factors

Organizational Factors

Variables

Interpersonal
Communication

Leadership Styles

Operationalized by

•

Accuracy (communicate with accuracy and
unambiguously)

•

Active listening (listener's understanding of speaker's
total message, non-verbal and verbal)

•

Credibility (believable competent)

•

Empathy (ability to recognize and identify the other's
feeling)

•

Trust (belief among leader, employee and
organization)

•

Directive leadership (leader makes decision, rules,
regulations and instructions)

•

Supportive leadership (leader shares ideas and
information)

•

Participative leadership (leader asks information from
others, encourages involvement in the group)

•

Achievement-oriented leadership (leader sets high but
realistic goals, pushes for continuous improvement)
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Variables
Operationalized by
Compensation

Working Condition

•

Clear and understandable pay policy

•

Direct compensation such as salary, bonus and
incentive program payment

•

Indirect compensation such as medical insurance, paid
time off and retirement pensions

•

Comfortable work environment

•

Good work environment

•

Adequate equipment for achieving work

Table 2.15: Operationlization of Employees'Performance Effectiveness

Employees' Performance Effectiveness

Operationalized by

Variables

Accountability

•

Responsibility for assigned task

Career Advancement

•

Growth and development in career

•

Clear path for career advancement

•

Job done on time

•

Job done in less time with better result

•

Quality of work

•

Quantity of work

Time Management

Work Result
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CHAPTER3
METHODOLOGY
This chapter discussed the method of research to be used, the sample, the
instruments, data collection and data analysis.

3.1 Research Design
The research was concentrated on the diagnosis stage, which was the first
stage of OD process that can be classified as action research because it has helped to
diagnose the problem, itself and find the major causes. The process of action research
consisted of five steps: diagnosis, analysis, feedback, action and evaluation. It began
by gathering information about problems, concerns and needed changes from
employees of the organization.

This diagnosis was analogous to the physician's

search to find what specifically ails a patient. The researcher asked questions,
interviewed employees, reviewed record and listened to the concerns of employees.
This researcher used both the quantitative, the qualitative methods in
analyzing the data. Descriptive statistics (frequency and percentage) were used in
describing of respondents particularly demographic profiles. This was also used in
describing perceptions on organizational factors and employees' performance
effectiveness.
The researcher collected the data and analyzed it within four months. Some
data were taken from documentary analysis and acquired from published material,
textbook, journal, Internet and annual accomplishment.
3.2 The Sample
The target respondents were the employees of Makro who have worked in all
divisions in the head office, which was located in Bangkok.

This research study
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concentrated only on the employees working in the organization excluding Managing
Director, Division Directors and the sub-contract employees because the researcher
studied

the

perception

of

employees

on

organizational

factors

and

employees'performance effectiveness at two levels. By categorizing respondents into
two levels as follows: staff or non-managerial level and middle management under the
nine core divisions only. The nine core divisions consisted of Management, Dry Food,
Fresh Food, Non-Food, Human Resources, Finance and Account, Information System
Development, Supply Chain and Operation.
The sampling was necessary because it was impossible to check the whole
population if the population size was large, it would be too time-consuming to obtain
the whole population. The sample size represented the total selected group for the
study.

The targeted sampling of employee in the organization was 132 persons

because the number of employees was 200. It could be useful to the researcher for
collection which was a subset of the population or part of the population that was
chosen for the study. The researcher determined the sample size by comparing the
total number to the RV. Krejcie & D.W. Morgan' s Sample Size Estimation shown in
figure 3.2 below.
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Table 3.1: the Sample Estimation

Population

Sample
Size

25
30
35
40
45
50
55
60
65
70
75
80
85
90
95
100
110
120
130
140
150
160
170
180
190

24
28
32
36
40
44
48
52
56
59
63
66
70
73
76
80
86
92
97
103
108
113
118
123
127

Population

Sample
Size

240
148
250
152
260
155
270
159
280
162
290
165
300
169
320
175
340
181
360
186
380
191
400
196
420
201
440
205
460
210
480
214
500
217
550
226
600
234
650
242
700
248
750
254
800
260
850
265
900
269
274
200
950
132
210
136
1000
278
220
140
1100
285
230
1200
144
291
(95% confidence level with 5% if tolerance rate)

Population

Sample
Size

1300
1400
1500
1600
1700
1800
1900
2000
2200
2400
2600
2800
3000
3500
4000
4500
5000
6000
7000
8000
9000
10000
15000
20000
30000
40000
50000
75000
100000

297
302
306
310
313
317
320
322
327
331
335
338
341
346
351
354
357
361
364
367
368
370
375
377
379
380
381
382
384

Source: R. V. Krejcie & D. W Morgan (1970), Determining sample size for research activities.
educational and psychological measurement, Vol.30, No.3, p.607-6!0.
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This was the number of target that was selected as respondents and can be
divided into division as follows:
Table 3.2: The Sampling Size in Each of Division

Division

No. of
employees

% of each division
to total employee

No. of Sample Size

Management

6

6/200* 100 = 3%

132*3% = 4

Dry Food

30

30/200* 100 = 15%

132*15% = 20

Fresh Food

18

18/200*100 = 9%

132*9% = 12

Non Food

29

29/200*100 = 14.5%

132* 14.5% = 19

Human Resources

13

13/200* 100 = 6.5%

132*6.5% = 8

Finance & Account

65

65/200* 100 = 32.5%

132*32.5% = 43

Information System
Development

18

18/200*100 = 9%

132*9% = 12

Supply Chain

4

4/200* 100 = 2%

132*2% = 3

Operation

17

17/200*100 = 8.5%

132*8.5% = 11

Total

200

100%

132

3.3 The Instruments
3.3.1 Questionnaire
The researcher used the questionnaire for research instrument.

In order to

provide better understanding of the respondents as well as receiving an accurate
feedback, the researcher prepared the questionnaires in English and translated it into
the Thai language. Before distributing the questionnaire, the researcher pilot tested or
pre-tested a similar company with 10 people. The reason for pilot testing was to test
their understanding of the wording and subsequences of the question. The
questionnaires distributed to 132 respondents and collected within 14 days after
distribution.
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The questionnaire for the research consisted of questions to be asked of the
respondents. Multiple choices and the five point Likert Scale were used in Part II and
Part III. There were three parts as stated below:
Part I: The demographic profile of the respondents in relation to the research
framework of this study consisted of gender, age, marital status, education
attainment, length of service, and employment level.
Part II: The respondents were asked to rate forty-five questions using the five
point Likert Scale: 1 =Strongly Disagree, 2 =Disagree, 3 =Undecided/ Neutral, 4 =
Agree, and 5 = Strongly Agree. These questions referred to their perceptions of the
characteristics of organizational factors.
Part III: The respondents were asked to rate sixteen questions using the five
point Likert Scale: 1 = Strongly Disagree, 2 =Disagree, 3 =Undecided/ Neutral, 4 =
Agree, and 5 = Strongly Agree. These questions referred to their perceptions of the
characteristics of employees' performance effectiveness.
The researcher developed the questionnaire in two parts part I (organizational
factors: interpersonal communication, leadership styles, compensation and working
condition) and Part II (employees' performance effectiveness: accountability, career
advancement, time management, and work result) from electronic sources and public
theses in the library.
To facilitate the respondents when doing the questionnaire, the researcher used
nominal data setting for Part I and used the five point Likert Scale for Part II and Part
III.

For personal profiles of the respondents, questions were asked by means of

multiple choice. The five point Likert Scale was used to measure characteristics of
organizational factors and employees' performance effectiveness. The used of Likert
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Scale in this study was for (1) evaluation and (2) showing the degree of preference on
an item.
In summary, all questions related to all sub variables in table 3.3
Table 3.3: The Questionnaires Design

Part

I

' Main Variable .•. .· ·
<'.~.

Qu,stion

..·f"

Demographic Profiles of
Respondents

~<!•:

- Gender
-Age
- Marital status

1-6

- Education Attainment
- Length of Service
- Employment Level
II

Organizational Factors

- Interpersonal
Communication
• Accuracy
• Active Listening
• Credibility
• Empathy
• Trust

III

Employees 'performance
effectiveness

1-4
5-8
9-12
13-16
17-20

- Leadership Styles
• Directive
• Supportive
• Participative
• AchievementOriented

21-24
25-28
29-32
33-36

- Compensation

37-41

- Working Condition

42-45

- Accountability

1-4

- Career Advancement

5-8

- Time Management

9-12

- Work Result

13-16
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3.3.2 Informal Interview and Observation
These were questions for the employees in the nine divisions with at least 2
representatives of each division for expressing their opinion freely approximately 18
employees. The researcher conducted informal interviews and observations on the
following questions:- Do you think that your organization has any problem? What are the problems
that are taking place?
- What is cause/ factor of the problem?
- How do you solve them?
- Is there anything else that you want to suggest to the organization for
increasing the employees' performance effectiveness?
3.3.3 Checklist
The researcher used information to gain access to documents, need for the study,
such as annual report, newsletter, textbook, and the Internet.
3.4 Reliability Analysis
This was the reliability test for 10 people in the research as shown in the
following page.
REL I A B I L I T Y AN A L Y S I S - S C A L E (A L P H A)
Reliability Coefficients
N of Cases=
Alpha=

10.0

.9596

Item-total Statistics

N of Items= 61

St.. G~hriel's l.ihrarv. Au

Scale
Mean
ifltem
Deleted
P2 1 1
P2 1 2
P2 1 3
P2 1 4
P2 1 5
P2 1 6
P2 1 7
P2 1 8
P2 1 9
P2 1 IO
P2 1 11
P2 1 12
P2 1 13
P2 1 14
P2 1 15
P2 1 16
P2 1 17
P2 1 18
P2 1 19
P2 1 20
P2 2 21
P2 2 22
P2 2 23
P2 2 24
P2 2 25
P2 2 26
P2 2 27
P2 2 28
P2 2 29
P2 2 30
P2 2 31
P2 2 32
P2 2 31
P2 2 32
P2 2 33
P2 2 34
P2 2 35
P2 2 36
P2 2 37
P2 2 38
P2 2 39
P2_2_40
P2 2 41
P2 2 42
P2 2 43
P2 2 44
P2 2 45
P3 1
P3 2
P3 3
P3 4

207.8125
207.7188
207.5625
207.3125
207.9063
208.0938
207.9688
207.9688
207.6875
207.1563
207.6250
207.8750
208.0000
207.7500
207.6250
207.9375
207.5625
207.5625
208.0313
207.5625
208.3438
207.8438
208.1563
208.5313
207.9063
207.7500
207.9375
207.8125
207.6250
208.1875
207.7813
207.8125
207.7813
207 .8125
207.3750
207.5313
207.8750
207.7813
208.2500
208.2813
208.1563
207.7813
208.0000
208.2500
208.4375
208.5625
208.2813
207.2500
207.2188
207.1563
206.9375

Scale
Variance
ifltem
Deleted

Corrected
ItemTotal
Correlation

918.9315
937.9506
963.4153
937.3831
918.7974
914.2813
940.7409
930.7409
933.5121
956.5877
925.9194
928.1774
91 2.3871
32.5161
23 .0806
921.2218
947.5444
937.5444
914.9990
942.9637
1005.9103
950.6522
1017.1683
990.3216
930.6038
940.5161
924.5121
922.6089
932.3065
929.3831
925.0151
926.6734
925.0151
926.6734
956.9516
959.7409
935.6613
930.3700
950.3871
951.2409
948.4587
956.6280
948.2581
941.8710
934.6411
924.8992
933.5635
976.1935
972.6280
972.4587
972.3831

.7871
.5552
.2072
.6708
.7761
.8121
.5084
.6822
.7133
.3479
.7474
.6103
.8605
.7291
.8166
.8293
.4968
.7121
.8490
.6073
-.4068
.4972
-.5097
-.2364
.7461
.5678
.7768
.8459
.8404
.7863
.7565
.8344
.7565
.8344
.4181
.3426
.7075
.8314
.4021
.3568
.4288
.3372
.4929
.5266
.6164
.7280
.7878
-.0218
.0977
.1287
.1068
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Alpha
if Item
Deleted
.9579
.9588
.9600
.9585
.9579
.9577
.9590
.9583
.9583
.9595
.9581
.9586
.9575
.9582
.9578
.9577
.9590
.9584
.9576
.9587
.9631
.9591
.9640
.9619
.9581
.9588
.9580
.9577
.9580
.9580
.9580
.9579
.9580
.9579
.9593
.9595
.9583
.9579
.9594
.9596
.9593
.9596
.9591
.9589
.9586
.9581
.9581
.9602
.9599
.9599
.9599
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Scale
Mean
ifltem
Deleted
P3
P3
P3
P3
P3
P3
P3
P3
P3
P3
P3
P3

5
6
7
8
9
10
11
12
13
14
15
16

207.9063
208.1250
207.4688
207.9688
207.4688
207.6875
207.2500
207.4063
207.5938
207.4063
207.7188
207.4688

Scale
Variance
if Item
Deleted
928.9909
936.5000
952.7732
924.1603
958.0635
971.0605
968.9677
956.7006
948.3780
967.9909
955 .5635
953 .6764

Corrected
ItemTotal
Correlation
.6820
.6196
.4835
.7872
.3476
.0715
.2060
.3681
.5840
.2336
.4754
.5313

Alpha
if Item
Deleted
.9583
.9586
.9591
.9579
.9595
.9604
.9598
.9594
.9588
.9597
.9592
.9590

Figure 3.4: Result Reliability Test

3.5 Data Collection Techniques
For the data gathering process of this study, there were two types of data;
primary and secondary. The primary data was collected from the informal interview
and observation with the employees in the organization. The data was also obtained
from respondents by using questionnaire as the research instrument. The secondary
data was gathered from books, journals, annual report, newspaper, published theses,

the internet and other references of the library of Assumption University, Siam Makro
Pel.
The researcher conducted according to the following steps: (1) The
questionnaire was written in both Thai to ensure minimal interpretation errors by the
respondents and the English version was distributed to the target sampling at head
office of Siam Makro Pel. (2) The researcher asked for permission from the Human
Resources Manager to distribute and to collect back the questionnaires from all
employees in head office of Siam Makro Pel. (3) The questionnaire pre-tested with 10
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people being tested. (4) Informal interview and observation were conducted for the
employees in each division.
3.6 Data Analysis Procedure

The researcher used the quantitative analysis to be computed and a descriptive
statistics method used. For the questionnaire survey data was collected, encoded and
processed by Statistical Package for Social Science (SPSS), statistical software for
evaluation and analysis of the data.
Question 1: Descriptive Statistics of Frequency Distribution and Percentage

was used to describe the demographic profile of the respondents consisted of gender,
age, marital status, education attainment, length of service, employment level.
Question 2-3: Descriptive Statistics are used for indicating the perception of

the respondents provide according to the characteristics of organizational factors and
employees'performance effectiveness. The arbitrary level was given below and the
descriptive rating is used in defining responses into levels:
Arbitrary Level

Descriptive Rating

4.20-5.00

Strongly Agree

3.40-4.19

Agree

2.60-3.39

Undecided/ Neutral

1.80-2.59

Disagree

1.00- 1.79

Strongly D'isagree

Source: Prapasri, Pornsap (2003)
An organization diagnosis ofstaffperformance: A case study ofABC Company

Question 4: This question was established to find out the correlation between

the respondents' perception on organizational factors and employees'performance
effectiveness. Bivariate Correlation test (Pearson correlation) used to analyze the data.
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As the significant level of this study was set at 0.05, the null hypothesis would be
rejected when sig. (2-tailed) or p-value was less than a and the correlation resulted
from the test was interpreted according to Correlation Coefficient Range as follows:-

Correlation Coefficients

Correlation Level

-1.00

Perfect negative correlation

-0.95

Strong negative correlation

-0.50

Moderate negative correlation

-0. 10

Weak negative correlation

0.00

No Correlation

+0.10

Weak positive correlation

+0.50

Moderate positive correlation

+0.95

Strong positive correlation

+l.00

Perfect positive correlation

Source: Pichitchaikun, Ornsiri (2004) Behavior change and work attitude of employees:
The case study of TOT Corporate customer service department

Question 5: Pearson Correlation test was used to analyze the correlation
between the respondents' demographic profiles and employees' performance
effectiveness.
The researcher had a thesis action plan as follows:Tab/e 3.5 Action Plan
Activities

Month (2005)
January

•
•

February
March

April

•
•
•
•
•
•
•
•

Submit the draft to Advisors
Submit the title for approval
Revise the chapter 1-2
Start review literature
Refine the chapter 2 (continue)
Write conceptual framework
Plan methodology of thesis
Review and finish chapterl-3 and questionnaire
Submit draft chapter 1-3 for Advisor's recommendation
Submit completed Thesis Proposal to committee
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Month (2005)

Activities

May

•
•

June

•

July-August
September

October
November

December

•
•
•
•
•
•
•
•
•
•
•
•
•

Prepare the presentation
Thesis Proposal Presentation
Revise thesis from feedback of Thesis Proposal' s
committee
Distribute questionnaire to respondents
Collection of questionnaire
Use statistical process of collected data
Analyze the data collection
Write chapter 4-5
Submit thesis to the Editor
Submit thesis to committee for Thesis Final Oral Defense
Prepare thesis. final defense
Thesis Final Defense
Revise the thesis from feedback of committee and advisor' s
recommendations
Submit thesis to advisor
Submit revised thesis for final fonnat checking
Submit thesis to graduate office
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CHAPTER4
PRESENTATION AND ANALYSIS OF DATA
This chapter presented the findings of research question and hypotheses. The
result of data analysis was based on the perception of employees working in the
organization.
4.1 Demographic Profiles of Respondents
Research Question 1: What are the demographic profiles of the respondents?

The demographic profiles in this research consisted of gender, age, marital
status, education attainment, length of service and employment level. The analysis
was used by frequency distribution and percentage as follows:
4.1.1 Gender
Table 4.1: The Gender of Respondents

Gender

Frequency

Percent

Male

37

28.0

Female

95

72.0

Total

132

100.0

The majority of the respondents in the study were female which represented
95 respondents or 72% while 37 respondents or 28% of the total respondents were
male.
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4.1.2 Age
Table 4.2: The Age of Respondents

Age

Frequency

Percent

23-27 years

13

9.8

28-32 years

54

40.9

33-37 years

35

26.5

38-42 years

18

13.6

42 years up

12

9.1

132

100.0

Total

The age of the respondents was divided into 6 groups.

There were 54

respondents or 40.9% of all respondents whose ages were in the 28-32 years old
range. Whereas 35 respondents or 26.5% of total respondents were in 33-37 years
old, 18 respondents or 13.6% were between 38-42 years old.
respondents or 9.8 % were in 23-27 years old.

A total of 13

The minority group was 12

respondents whose ages were 42 years up, representing only 9.1 %.
4.1.3 Marital Status
Table 4.3: The Marital Status of Respondents

Marital Status

Frequency

Percent

Single

92

69.7

Married

38

28.8

Divorced

2

1.5

132

100.0

Total

The majority of respondents were single with 92 respondents, represented by
69.7%, while the respondents were married with 38 respondents or 28.8% and only 2
respondents or 1.5% were divorced.
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4.1.4 Education Attainment
Table 4.4: The Education Attainment of Respondents

Education Attainment

Frequency

Percent

Diploma degree (Vocational Program) or under

9

6.8

Bachelor degree

84

63.6

Master degree

39

29.5

Total

132

100.0

There were 84 respondents who had Bachelor's degree, which formed the
majority at 63.6%, followed, by 39 respondents or 29.5% who graduated from
Master's degree and Diploma' s degree (Vocational Program) or under were 9
respondents or 6.8%.
4.1.5 Length of Service
Table 4.5: The Length of Service of Respondents

Length of Service

Frequency

Percent

0-3 years

47

35.6

4-7 years

42

31.8

8-11 years

30

22.7

12 years and above

13

9.8

132

100.0

Total

The majority of respondents worked for the company between 0-3 years. A
total of 47 respondents or 35.6% were in this range, followed 42 respondents or
31.8% who had worked for 4-7 years. There were 30 respondents or 22. 7% who had
worked for 8-11 years, while the length of service 12 years and above were 13
respondents, represented only 9.8%.
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4.1.6 Employment Level
Table 4.6: The Employment Level of Respondents

Employment Level

Frequency

Percent

Staff or non-managerial

92

69.7

Middle management

40

30.3

Total

132

100.0

Most of the respondents were staff or in non-managerial positions. A total of
92 respondents or 69. 7% were in this range. Whereas there were 40 respondents or
30.3% of all respondents who have been in the middle management, represented as
the minority group.
4.2 Respondents' Perceptions on Overall Organizational Factors.
Research Question 2: What are the perceptions of respondents on organizational
factors?

In this part, the descriptive statistics (mean, standard deviation and rating)
were used for indicating the perception of respondents provided according to
organizational factors.
The Arbitrary Level was given below and descriptive rating was used m
defining responses into levels:
Arbitrary Level

Descriptive Rating

4.20-5.00

Strongly Agree

3.40-4.19

Agree

2.60-3.39

Undecided/ Neutral

1.80-2.59

Disagree

1.00 - 1.79

Strongly Disagree
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Table 4. 7: Perceptions on Overall Organizational Factors

Factors

Mean

SD

Rating

Interpersonal Communication

3.41

0.71

Agree

Leadership Styles

3.27

0.50

Neutral

Compensation

2.91

0.81

Neutral

Working Condition

2.51

0.88

Disagree

Organizational Factors

3.02

0.56

Neutral

The perception of respondents towards organizational factors was rated at
"Neutral level" with an average mean of 3.02 and standard deviation of 0.56. This
implied that the respondents could not decide with organizational factors.

The

employees expressed an uncertain answer. There was only one factor where the
respondents rated their perceptions at an "Agree level" with the highest mean of 3.41,
which was interpersonal communication that consisted of accuracy, credibility and
trust expecting active listening. While, the working condition variable had the lowest
mean which was equal to 2.51 at "Disagree level".
4.2.1 Respondents' Perceptions on Interpersonal Communication
Table 4.8: Perceptions on Interpersonal Communication

Mean

SD

Rating

Accuracy

3.49

0.75

Agree

Active Listening

3.19

0.91

Neutral

Credibility

3.57

0.76

Agree

Empathy

3.31

0.92

Neutral

Trust

3.49

0.73

Agree

Interpersonal Communication

3.41

0.71

Agree

Variable

The overall perceptions of respondents on interpersonal communication
factors were "Agree level" with the average mean of 3.41 and standard deviation of

St. Gabriel's lJbrary..
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0.71, interpreting that the respondents agreed with their interpersonal communication.
The accuracy and trust were two factors that the respondents agreed with and they
were rated in the "Agree level" with the equal mean of 3 .49. In addition, the
credibility was only one factor with the highest mean of 3.57 and was rated in the
"Agree level"; the remaining two factors, active listening and empathy were perceived
as "Neutral level". Active listening was the one with the lowest mean 3.19.
The researcher's observation coincided with the employees' responses. For
them interpersonal communication between subordinates and leaders was an
important factor.

It can lead to employees' effective performance. They needed

factual information for doing jobs.
4.2.1.1 Respondents' Perceptions on Accuracy
Table 4.9: Perceptions on Accuracy

Item

Mean

SD

Rating

1. My leader communicates clearly about my task.

3.35

0.99

Neutral

2. My leader uses proper language to communicate.

3.45

1.01

Agree

3.55

0.84

Agree

3.61

0.92

Agree

3.49

0.75

Agree

3. I can understand his/her communication as
intended.
4. My leader always follows up his/her
communication by feedback.
Accuracy

The overall perceptions of respondents on accuracy for interpersonal
communication were "Agree level" with the average mean of 3.49 and standard
deviation of 0.75, meaning that the respondents were agreed on the accuracy of
communication from their leaders.

There was only one item that was within the

"Neutral level" which was concerning the clear communication of leaders with the
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lowest mean of 3.35. In addition, the item stating that "the leader follows up his/her
communication by feedback" was rated at the highest mean 3.61.
The researcher assumed from the informal interview and observation that the
employees needed their leader to follow up the communication by feedback because it
was check the understanding between the both sides. Whereas, the employees could
not ask the leaders when they did not understand about your task because they was
afraid of scold from the leaders.
4.2.1.2 Respondents' Perceptions on Active Listening
Table 4.10: Perceptions on Active Listening

Item

Mean

SD

Rating

3.30

1.07

Neutral

3.11

1.12

Neutral

3.20

1.02

Neutral

8. My leader uses eye contacts appropriately.

3.17

1.03

Neutral

Active Listening

3.19

0.91

Neutral

5. My leader is a good listener when others are
talking.
6. My leader usually listens to other's conversation
with an open-mind.
7. I feel that my leader listens to me carefully
without prior judgment.

The respondents' overall perceptions on active listening for interpersonal
communication fell in the "Neutral level" with an average mean of 3.19 and standard
deviation of 0.91, meaning that the respondents were undecided about the active
listening aspect of their leaders' communication. And the leader was a good listener
that was rated as the highest mean at 3.30. Whereas, the leader listened to the other's
conversation with an open-mind was rated at the lowest mean at 3 .11.
From the findings, the most of employees felt that undecided or neutral. The
researcher assumed from informal interview and observation. The employees did not
dare to express directly their feeling to the leaders' behavior on active listening.
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Additionally, employees asked the questions for the leaders listened to other's
conversation with an open-minded in the lowest mean.

4.2.1.3 Respondents' Perceptions on Credibility
Table 4.11: Perceptions

011

Credibility

Item
9. My leader always provides factual information.
10. My leader expresses self-confidence in ideas and
thoughts.
11. I believe that my leader is able to communicate
the information in a trustworthy manner.
12. My leader usually gives me helpful suggestions
or comments.

Credibility

Mean

SD

Rating

3.42

0.96

Agree

4.07

0.84

Agree

3.45

1.05

Agree

3.35

1.04

Neutral

3.57

0.76

Agree

The overall perceptions of respondents on credibility for interpersonal
communication were "Agree level" with the average mean of 3.57 and standard
deviation of 0.76. This meant that the respondents agreed with the credibility of their
leaders' communication.

There was only one item that fell in "Neutral level",

meaning that the respondents were undecided with their leaders helpful suggestions
and comments with the lowest mean of 3.35. While, the item stating "the leader
expresses self-confidence in ideas and thoughts" was the highest mean at 4.07.
The researcher diagnosed that the most leaders expressed self-confidence in
ideas and thought. It showed that the employees could believe on the information that
they perceived.
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4.2.1.4 Respondents' Perceptions on Empathy
Table 4.12: Perceptions on Empathy

Item
13. My leader is sympathetic when the subordinates
are worried or upset.
14. My leader lets me speak first and then
comments.
15. My leader pays close attention to what
subordinates say.
16. My leader shows acceptance of other's ideas and
suggestions.
Empathy

Mean

SD

Rating

3.20

1.11

Neutral

3.33

1.00

Neutral

3.48

0.99

Agree

3.22

1.01

Neutral

3.31

0.92

Neutral

The average mean and standard deviation were valued at 3.31 and 0.92, the
overall perceptions on empathy or respondents fell in the "Neutral level". This meant
that the respondents were undecided on the empathy shown by their leaders. There
was only one item, paying close attention to subordinates, which was perceived as
"Agree level" with the highest mean of 3.48. However, the respondents could not
decide about items concerning leaders' sympathy, opening chances for speaking and
leaders' acceptance of other's ideas and suggestions. The concern for leaders'
sympathy was the lowest mean at 3.20.
From the observation and informal interview, the researcher found that the
employees did not understand the leaders that they did not pay attention to them when
they had the problems. Employees could not discuss with them because they attended
the meeting the whole day. Additionally, the employees did not dare to consult when
they met the seriousness on face their leaders.
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4.2.1.5 Respondents' Perceptions on Trust
Table 4.13: Perceptions on Trust

Item
17. My leader gives my authority to solve problem
by myself.
18. I have freedom to access the information
whenever I need to know something.
19. My leader does not try to conceal important
facts from subordinates.
20. I feel that the information, I receive from my
leader is reliable.
Trust

Mean

SD

Rating

3.59

0.89

Agree

3.58

0.90

Agree

3.27

1.02

Neutral

3.53

0.89

Agree

3.49

0.73

Agree

The average mean and standard deviation were valued at 3.49 and 0.73. Thus,
the overall trust of respondents fell in the "Agree level".

This meant that the

respondents agreed with the trust factor in their leaders' communication. There was
only one item, " leader does not conceal important facts from subordinates", which
was perceived as "Neutral level" with the lowest mean of 3.27.

However, the

respondents agreed with all remaining items concerning solving problem by
subordinates, freedom to access the information and reliable information. The
authority of solving problem by subordinates had the highest mean of 3 .59.

4.2.2 Respondents' Perceptions on Leadership Styles
Table 4.14: Perceptions on Leadership Styles

Variable

Mean

SD

Rating

Directive

3.03

0.63

Neutral

Supportive

3.30

0.82

Neutral

Participative

3.20

0.86

Neutral

Achievement-Oriented

3.55

0.65

Agree

Leadership Styles

3.27

0.50

Neutral
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The respondents' overall perceptions on leadership styles were within the
"Neutral level" with an average mean of 3.27 and standard deviation of 0.50, meaning
that the respondents could not decide with leadership styles. The achievementoriented style was only one factor for which the respondents rated their perceptions at
"Agree level'', with the highest mean of 3.55. All the remaining factors, directive,
supportive and participative were perceived as undecided. In addition, the directive
was the one with the lowest mean of 3.03. From the finding, the respondents could not
answer on the styles ofleadership that they satisfied in this situation.
4.2.2.1 Respondents' Perceptions on Directive
Table 4.15: Perceptions on Directive

Item

Mean

SD

Rating

3.02

1.13

Neutral

3.29

0.91

Neutral

3.09

1.14

Neutral

24. I have less autonomy in initiative creativities.

2.72

1.05

Neutral

Directive

3.03

0.63

Neutral

21. My leader always uses power of authority to
subordinates.
22. My leader provides specific guidance as to
what should be done and how.
23. My leader always uses decision making of
her/his own way.

As the average mean and standard deviation were valued at 3.03 and 0.63, the
overall perceptions on directive style of respondents were perceived as "Neutral
level". This implied that the respondents could not decide with the directive style.
The item stating " my leader provides specific guidance as to what should be done
and how" was rated at the highest mean, 3.29. In contrast, the statement concerning
giving the respondents autonomy in initiative and creativity was rated at the lowest
mean, 2.72.

From the observation, employees did not express directly their feeling

on supervisors because they were not sure of their security.
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4.2.2.2 Respondents' Perceptions on Supportive
Table 4.16: Perceptions on Supportive

Item

Mean

SD

Rating

25. My leader praises subordinates for their work.

3.27

1.00

Neutral

26. My leader gives suggestions, when
subordinates work processes are incorrect.

3.47

0.84

Agree

27. My leader is a good listener and advisor.

3.18

1.05

Neutral

28. My leader always helps his/her subordinates
when they encounter problems.

3.30

0.96

Neutral

Supportive

3.30

0.82

Neutral

The respondents' overall perceptions on supportive style fell within the
"Neutral level" with an average mean of 3.30 and standard deviation of 0.82, meaning
that the respondents were undecided on their leaders' supportive style. There was
only one item that was rated at the "Agree level", giving suggestion to the
respondents by working incorrectly, which had the highest mean of 3.47. Whereas,
the respondents rated their perceptions at "Neutral level", concerning the praise, the
good listener or advisor and help the respondents. The lowest mean was 3 .18 which
was the statement concerning the good listener and advisor.

4.2.2.3 Respondents' Perceptions on Participative
Table 4.17: Perceptions on Partcipative

Item
29. My leader consults with subordinates before
making decisions.
30. My leader takes subordinates suggestions
seriously.
31. My leader likes to use brainstorming as an
approach in solving problems during meetings.
32. My leader often guides me in solving my
problems.
Participative

Mean

SD

Rating

3.38

0.97

Neutral

2.94

0.92

Neutral

3.23

1.07

Neutral

3.23

0.96

Neutral

3.20

0.86

Neutral
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The overall perceptions of respondents on participative style fell in the
"Neutral level" with the average mean of 3.20 and standard deviation of 0.86, which
meant that the respondents could not decide whether their leaders used a participative
style or not. There were two items the respondents perceived as equal mean of 3.23,
which concerned using the brainstorming and guiding to solve problems. While the
item stating that "my leader consults with subordinates before making decisions" was
rated at the highest mean, 3.38. In contrast, the item stating that "my leader takes
subordinates suggestion seriously" was rated at the lowest mean, 2.94.
4.2.2.4 Respondents' Perceptions on Achievement-Oriented
Table 4.18: Perceptions on Achievement-Oriented

Item
33. My leader sets challenging goals.
34. My leader expects subordinates to perform at
their highest
35. My leader shows a high degree of confidence
in subordinates.
36. My leader has vision, realistic clear goal and
creativity.
Achievement-Oriented

Mean

SD

Rating

3.66

0.85

Agree

3.89

0.85

Agree

3.26

0.91

Neutral

3.41

0.92

Agree

3.55

0.65

Agree

The overall perceptions on achievement-oriented style of respondents were
perceived as "Agree level" with the average mean of 3.55 and standard deviation of
0.65. This implied that the respondents agreed with the achievement-oriented style
employed by their leaders in terms of setting challenging goals, expecting the
subordinate to highest performance and having vision, realistic clear goal and
creativity, which the item stating that "my leader expects subordinates to perform at
their highest was rated at the highest mean, 3.89. There was only one item that was
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rated at the "Neutral level", which concerned showing a high degree of confidence in
subordinates with the lowest mean of 3.26.
From the observation and informal interview, the subordinates satisfied their
leader who had challenging goals because the leaders were a good model that the
subordinate would like to be.
4.2.3 Respondents' Perceptions on Compensation
Table 4.19: Perceptions on Compensation

Item
37. I receive reasonable salary according to my
responsibility.

38. I am satisfied with the salary increase.
39. I am satisfied with the bonus and incentive
program payment.
40. Compensation fringe benefits was the
motivating factor that made me willing to work.
41. Benefits available are appropriate for my
needs and those of my family.
Compensation

Mean

SD

Rating

2.78

1.07

Neutral

2.67

1.15

Neutral

2.90

1.00

Neutral

3.31

1.10

Neutral

2.86

0.99

Neutral

2.91

0.81

Neutral

As the average mean and standard deviation were valued at 2.91 and 0.81, the
overall perceptions on compensation of respondents fell in the "Neutral level",
meaning that the respondents could not decide with compensation. In all terms for
perceptions on compensation involving pay policy, direct compensation and indirect
compensation and the item stating "I am satisfied with the salary increase" was rated
at the lowest mean of 2.67. Whereas, the item concerning compensation and fringe
benefits for motivating to work willingly was rated at the highest mean, 3.31.
From the observation and informal interview, employees would like to receive
reasonable salary according to their responsibility.
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4.2.4 Respondents' Perceptions on Working Condition
Table 4.20: Perceptions on Working Condition

Item

Mean

SD

Rating

2.60

1.00

Neutral

2.44

1.07

Disagree

2.28

1.09

Disagree

45. I feel safe on the job.

2.70

0.99

Neutral

Working Condition

2.51

0.88

Disagree

42. Company provides adequate equipment
to support work.
43. I feel comfortable with my working
conditions.
44. My company has a healthy working
environment.

The overall perceptions of respondents on working condition fell in the
"Disagree level" with the average mean of 2.51 and standard deviation of 0.88, which
meant that the respondents disagreed with working condition in organization. There
were two items which were rated at the "Disagree level", which concerned feeling
comfortable for working conditions and having a healthy working environment. In
addition, the item stating that "I feel safe on the job" was rated at the highest mean
2.70. There were two items that the respondents perceived as "Neutral level" which
concerned providing adequate equipment and feeling safe on the job. And the item
stating that "my company has a healthy working environment" was rated at the lowest
mean, 2.28.
From the observation and informal interview, employees in organization
would like to gain more comfort with their working condition such as meeting rooms.
There were many people including suppliers, who contact the office everyday so it
was necessary to provide meeting rooms for them but it did not have enough rooms.
It made subordinates feel bad to work because some information or discussion might

be confidential.
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4.3 Respondents' Perceptions on Overall Employees' Performance Effectiveness
Research Question 3: What are the perceptions of respondents on employees'
performance effectiveness?

In this part, the descriptive statistics were used to indicate the perception of
respondents according to employees' performance effectiveness.
Table 4.21: Perceptions on Overall Employees' Performance Effectiveness

Mean

SD

Rating

Accountability

4.12

0.51

Agree

Career Advancement

3.27

0.92

Neutral

Time Management

3.71

0.55

Agree

Work Result

3.52

0.61

Agree

Employees' Performance Effectiveness

3.66

0.46

Agree

Variable

The overall perception of respondents toward employees' performance
effectiveness was rated at "Agree level" with an average mean of 3.66 and standard
deviation of 0.46. This implied that the respondents agreed with the employees'
performance effectiveness. In contrast, there was only one factor that the respondents
rated at a "Neutral level" with the lowest mean of 3.27, which was career
advancement. In addition, the accountability was the highest mean, 4.12.
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4.3.1 Respondents' Perceptions on Accountability
Table 4.22: Perceptions on Accountability

Item

Mean

SD

Rating

1. My job description is very clear and I
know my responsibilities.

4.08

0.66

Agree

2. I demonstrate my job to other people.

4.08

0.60

Agree

4.13

0.60

Agree

4.20

0.61

Strongly
Agree

4.12

0.51

Agree

3. I assume the responsibility for both
positive and negative results of my job.
4. I assume the responsibility to work
over time if necessary.
Accountability

As the average mean and standard deviation were valued at 4.12 and 0.51, the
overall perceptions of respondents fell in the "Agree level" . This implied that the
respondents agreed with the accountability. There was only one item that the
respondents rated at an "Strongly Agree level" with the highest mean of 4.20, which
was responsibility to work over time. In addition, there were two items that the same
level and the lowest mean at 4.08, which were clear job description, responsibility and
demonstrate job to other people.
From the observation, employees could devote their time for responsible to
work overtime, especially, in finance & account, dry food, non-food, fresh food and
market department.
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4.3.2 Respondents' Perceptions on Career Advancement
Table 4.23: Perceptions on Career Advancement

Item

Mean

SD

Rating

5. I believe I have an opportunity for
professional growth and development.

3.39

1.11

Neutral

6. The chances for promotions are good.

2.97

1.16

Neutral

7. I can see the result of my work.

3.70

0.86

Agree

8. I have a clear path of career
advancement.

3.00

1.12

Neutral

Career Advancement

3.27

0.92

Neutral

The overall perceptions on career advancement of respondents were perceived
as "Neutral level" with the average mean of 3.27 and standard deviation of 0.92,
meaning that the respondents could not decide the career advancement system used in
the organization. There was only one item that the respondents rated at an "Agree
level" with the highest mean of 3. 70, which was seeing the result of work. In contrast,
the lowest mean was 2.97, which concerned the chances for promotions.
From the interview, most people in the company would like to be promoted in
work but they did not clear the path of career advancement.
4.3.3 Respondents' Perceptions on Time Management
Table 4.24: Perceptions on Time Management

Item
9. I always finish my job on time.

Mean

SD

Rating

3.74

0.78

Agree

10. I can manage to prioritize job very
well.
11. I can do several tasks at the same
time.
12. My organization stresses
performing the job on time.

3.59

0.90

Agree

3.86

0.73

Agree

3.66

0.83

Agree

Time Management

3.71

0.55

Agree

St. G.~brlef s IJhrarv-:-Au

95

The respondents' overall perceptions on time management were within the
"Agree level" with an average mean of 3.71 and standard deviation of 0.55. This
meant that the respondents agreed with the time management. And the item stating
that "I can do several tasks at the same time" was rated at the highest mean, 3.86.
Whereas, the item stating that "I can manage to prioritize job very well" was rated at
the lowest mean, 3.59.
From the observation, most people in the company could easily manage their
time because working hours is so long (08.00 am-06.00pm).
4.3.4 Respondents' Perceptions on Work Result
Table 4.25: Perceptions on Work Result

Item

13. My quantity of work always meets
the target.
14. I am productive with the resources
and time assigned to me.
15. I always produce a good quality of
work and never get complaints from my
team or supervisor.
16. My goals support company the
vision/goal and are also attainable with
the target date.
Work Result

Mean

SD

Rating

3.52

0.75

Agree

3.67

0.72

Agree

3.23

0.84

Neutral

3.67

0.79

Agree

3.52

0.61

Agree

As the average mean and standard deviation were valued at 3.52 and 0.61, the
overall perceptions of respondents fell in the "Agree level", meaning that the
respondents agreed with the work results. There were two items that were at the
highest mean of 3.67, which were concerning the productive with the resources, time
and the goal, vision to support company. Whereas, there was only item that was rated
at the "Neutral level" with the lowest mean of 3.23, producing a good quality of work
and never getting complains from subordinate's team and supervisors.
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4.4 Correlation between Organizational Factors and Employees' Performance
Effectiveness
Research Question 4: Is there correlation between the organizational factors and
employees' performance effectiveness?

This section was established to find out the correlation between organizational
factors and employees' performance effectiveness, which were stated as research
question 4 and hypothesis no. 1. The Bivariate Correlation Test (Pearson Correlation)
was employed to test this set of hypotheses.
As the significance level of this study was set at 0.05, the null hypothesis
would be rejected when Sig. (2-tailed) or p-value was less than a.
The correlation results from the test were interpreted according to Correlation
Coefficient Range as follows:
Correlation Coefficients

Correlation Level

-1.00

Perfect negative correlation

-0.95

Strong negative correlation

-0.50

Moderate negative correlation

-0.10

Weak negative correlation

0.00

No Correlation

+0.10

Weak positive correlation

+0.50

Moderate positive correlation

+0.95

Strong positive correlation

+1.00

Perfect positive correlation
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Hypothesis 1
Ho 1: There is no significant correlation between the organizational factors and
employees' performance effectiveness.
Hal:

There is significant correlation between the organizational factors and

employees' performance effectiveness.
Table 4.26: The Relationship between Organizational Factors and Employees'
Performance Effectiveness

Employees'
Performance
Effectiveness
Interpersonal
Communication

•

Accuracy

•

Active Listening

•

Credibility

•

Empathy

•

Trust

Leadership Styles

•

Directive

•

Supportive

•

Participative

•

Achievement-Oriented

Compensation
Workinz Condition

Organizational Factors

Pearson Correlation
Sig. (2-tailed)

.289(**)
0.001

Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)

.297(**)
0.001
.222(*)
0.010
.240(**)
0.006
.227(**)
0.009
.295(**)
0.001
.373(**)
0.000
-0.019
0.833
.295(**)
0.001
.326(**)
0.000
.367(**)
0.000
.195(*)
0.025
.336(**)
0.000
.376(**)
0.000

** Correlation is significant at the 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).
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Overall, the correlation coefficient between organizational factors and
employees' performance effectiveness was 0.376 at a weak positive correlation, and
its significant value was 0.000, was less than 0.05 at the level of significance, thus the

null hypothesis was rejected. It implied that there was significant relationship between
organizational factors and employees' performance effectiveness.
In detail, significant value of organizational factors sub-variables namely
interpersonal communication, leadership styles, compensation, and working condition
were equaled to 0.001 , 0.000, 0.025, and 0.000 respectively, which were less than
0.05 at the level of significance, thus the null hypothesis was rejected. It implied that
there was significant relationship between organizational factors sub-variables namely
interpersonal communication, leadership styles, compensation, and working condition
and employees' performance effectiveness. The correlation coefficient between
leadership styles and employees' performance effectiveness displayed the highest
value (r = 0.373); therefore, the level of correlation was fallen to a weak positive
correlation.
Sub-hypothesis 1.1

Ho 1.1: There is no significant correlation between organizational factors:
interpersonal communication, leadership styles, compensation, and working condition
and accountability.
Hal .1: There is significant correlation between organizational factors: interpersonal
communication, leadership styles, compensation, and working condition and
accountability.
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Table 4.27: The Relationship between Organizational Factors and Accountability

Accountability
Interpersonal
Communication

•

Accuracy

•

Active Listening

·•

Credibility

•

Empathy

•

Trust

Leadership Styles

•

Directive

•

Supportive

•

Participative

•

Achievement-Oriented

Compensation
Workinz Condition

Organizational Factors

Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)

0.102
0.243
0.136
0.119
0.101
0.251
0.071
0.417
0.032
0.716
0.120
0.170
.178(*)
0.041
0.094
0.283
0.113
0.195
0.053
0.548
.246(**)
0.004
0.140
0.110
0.101
0.249
0.162
0.064

* Correlation is significant at the 0.05 level (2-tailed).
accepted Ho except Leadership was rejected

Overall, the correlation coefficient between organizational factors and
accountability was 0.162 and its p-value was 0.064, which was greater than the level
of significant of 0.05. Thus, the null hypothesis was accepted. It implied that there
was no significant relationship between overall organizational factors and
accountability at the weak positive correlation.
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In detail, p-value of all organizational factors sup-variables namely
interpersonal communication, compensation and working condition were equaled to
0.243, 0.110, and 0.249 which were greater than the 0.05 significant level. Therefore,
the null hypothesis was accepted.
relationship

between

This implied that there was no significant

sub-variables

namely

interpersonal

communication,

compensation, working condition and accountability.
In contrast, the correlation coefficient between leadership styles and
accountability displayed the highest value (r=0.178) therefore, the level of correlation
fell to a weak positive correlation and p-value of leadership styles were 0.041 that was
less than the 0.05 significant level. This implied that there was only one significant
relationship between sub-variables namely leadership styles and accountability.
Sub-hypothesis 1.2

Ho 1.2: There is no significant correlation between organizational factors:
interpersonal communication, leadership styles, compensation, and working condition
and career advancement.
Hal .2: There is significant correlation between organizational factors: interpersonal
communication, leadership styles, compensation, and working conditions and career
advancement.
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Table 4.18: The Relationship between Organizational Factors and Career Advancement

Career
Advancement
Interpersonal
Communication

•

Accuracy

•

Active Listening

•

Credibility

•

Empathy

•

Trust

Leadership Styles

•

Directive

•

Supportive

•

Participative

•

Achievement-Oriented

Compensation
Workin~

Condition

Organizational Factors

Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)

.345(**)
0.000
.280(**)
0.001
.256(**)
0.003
.350(**)
0.000
.324(**)
0.000
.304(**)
0.000
.436(**)
0.000
-0.048
0.585
.369(**)
0.000
.445(**)
0.000
.338(**)
0.000
.297(**)
0.001
.398(**)
0.000
.468(**)
0.000

**Correlation is significant at the 0.01 level (2-tailed).

Overall, the correlation coefficient between organizational factors and career
advancement was 0.468 and its p-value was 0.000, which was less than the level of
significance of 0.05. Thus, the null hypothesis was rejected.
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It implied that there was a significant relationship between overall

organizational factors and career advancement with near a moderate positive
correlation.
In detail, p-value of all organizational factors sub-variables namely
interpersonal communication, leadership styles, compensation and working condition
were equaled to 0.000, 0.000, 0.001 and 0.000 which were less than the 0.05
significant level. Therefore, the null hypothesis was rejected. This implied that there
were significant relationships between all organizational factors sub-variables and
career advancement
The correlation coefficient between leadership styles and career advancement
displayed the highest value (r=0.436); thus, the level of correlation fell in the near
moderately positive correlation. By the way, the compensation and career
advancement correlation coefficient was 0.297 that was lowest in value compared
with others.

This could be interpreted that there was a relationship between

compensation and career advancement at a weak positive correlation.
Sub-hypothesis 1.3

Ho 1.3: There is no significant correlation between organizational factors:
interpersonal communication, leadership styles, compensation, and working condition
and time management.
Hal.3: There is significant correlation between organizational factors: interpersonal
communication, leadership styles, compensation, and working condition and time
management.
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Table 4.29: The Relationship between Organizational Factors and Time Management

Time
Management
Interpersonal
Communication

•

Accuracy

•

Active Listening

•

Credibility

•

Empathy

•

Trust

Leadership Styles

•

Directive

•

Supportive

•

Participative

•

Achievement-Oriented

Compensation
Workin;; Condition

Organizational Factors

Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)

0.053
0.546
0.107
0.222
0.028
0.753
-0.021
0.810
0.013
0.885
0.121
0.168
0.082
0.347
-0.004
0.964
0.082
0.349
0.048
0.588
0.092
0.296
0.026
0.768
0.145
0.098
0.101
0.250

* Correlation is significant at the 0.05 level (2-tailed).
accepted Ho
Overall, the correlation coefficient between organizational factors and time
management was 0.101 and its p-value was 0.250, which were greater than the level
of significance of 0.05. Therefore, the null hypothesis was accepted. It meant that
there were no significant relationships between overall organizational factors and time
management at the weak positive correlation.
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In detail, p-value of all organizational factors sub-variables namely
interpersonal communication, leadership styles, compensation and working condition
were equaled 0.546, 0.347, 0.768 and 0.098 respectively, the null hypothesis was
accepted because it was greater than the 0.05 significant level. This meant that there
were no significant relationships between time management and all organizational
factors sub-variables and the correlation coefficient between working condition and
time management showed the highest value (r=0.145); therefore, the level of
correlation fell in the weak positive correlation.
In contrast, the compensation and time management correlation coefficient
was 0.026, which was the lowest value compared with others. It could be interpreted
that there was relationship between compensation and time management at weak
positive correlation level.
Sub-hypothesis 1.4

Hol.4: There is no

significant correlation between organizational factors:

interpersonal communication, leadership styles, compensation, and working condition
and work result.
Hal.4: There is significant correlation between organizational factors: interpersonal
communication, leadership styles, compensation, and working condition and work
result.
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Table 4.30: The Relationship between Organizational Factors and Work Result

Work Result
Interpersonal
Communication

•

Accuracy

•

Active Listening

•

Credibility

•

Empathy

•

Trust

Leadership Styles

•

Directive

•

Supportive

•

Participative

•

Achievement-Oriented

Compensation
Working Condition

Organizational Factors

Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)
Pearson Correlation
Sig. (2-tailed)

.225(**)
0.010
.268(**)
0.002
.179(*)
0.040
0.160
0.067
0.161
0.064
.229(**)
0.008
.253(**)
0.003
-0.060
0.492
0.171
0.050
.234(**)
0.007
.314(**)
0.000
0.004
0.960
.204(*)
0.019
.209(*)
0.016

** Correlation is significant at the 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).
rejected Ho except Compensation was accepted

Overall, the correlation coefficient between organizational factors and work
result was 0.209 and its p-value was 0.016, which was less than the level of
significance of 0.05. Therefore, the null hypothesis was rejected. It showed that there
was a significant relationship between overall organizational factors and work result
at weak positive correlation levels.
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In detail, p-value of all organizational factors sub-variables namely
interpersonal communication, leadership styles and working conditions were equal to
0.010, 0.003 and 0.019 respectively which were less than the significant level of0.05;
thus, the null hypothesis was rejected excepting compensation was equal to 0.960,
which was greater than the 0.05 significant level.

This meant that there were

significant relationships between work result and all organizational factors subvariables except compensation. In addition, the correlation coefficient between
leadership styles and work result showed the highest value (r=0.253), and the
correlation coefficient between compensation and work result showed the lowest
value (r=0.004), the two levels of correlation showed weak positive correlation.
4.5 Correlation between Demographic Profiles and Employees' Performance
Effectiveness.
Research Question 5: Is there correlation between the demographic profiles and
employees' performance effectiveness?

The 5th question of the research focused on the correlation between
demographic profiles and employees' job performance effectiveness. In determining
the correlation of these independent variables and dependent variables, chi-square was
used to test the following hypothesis:
Hypothesis 2

Ho2:

There is no significant correlation between the demographic profiles

and employees' performance effectiveness.
Ha2:

There is significant correlation between the demographic profiles and

employees' performance effectiveness.
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Table 4.31: Correlation between Gender and Employees' Peiformance Effectiveness

Gender

Employees' Performance
Effectiveness
Pearson Correlation
-0.035
Sig. (2-tailed)
0.694
N
132

From the table 4.31, it showed that the significant value of 0.694 which are
more than 0.05 which meant that there was no significant correlation between the
gender and employees' performance effectiveness. Thus, the null hypothesis was
accepted.
Table 4.32: Correlation between Age and Employees' Performance Effectiveness

Age

Employees' Performance
Effectiveness
Pearson Correlation
0.059
Sig. (2-tailed)
0.501
N
132

The result from the table 4.32 indicated that there was no significant
relationship between age and employees' performance effectiveness. The significant
value of 0.501 which was more than 0.05. Thus, the null hypothesis was accepted.
Table 4.33: Correlation between Marital Status and Employees' Performance Effectiveness

Marital Status

Employees' Performance
Effectiveness
Pearson Correlation
0.184(*)
Sig. (2-tailed)
0.035
132
N

Correlation is significant at the 0.05 level (2-tailed).

The significant value of marital status was equaled to 0.035 which was less
than the 0.05 significant level. Therefore, it implied that marital status had significant
relationship with employees' performance effectiveness. The null hypothesis was
rejected.

108

The

correlation

coefficient between

marital

status

and

employees'

performance effective displayed the value 0.184; thus, the level of correlation fell in
the weak positive correlation.
Table 4.34: Correlation between Education Attainment and Employees' Petformance
Effectiveness

Employees' Performance
Effectiveness
Pearson Correlation
0.040
Sig. (2-tailed)
0.652
N
132

Education Attainment

The table 4.34 showed that significant value was 0.652 which was greater than
the level of significant of 0.05. Therefore, the null hypothesis was accepted. It meant
that there was no significant relationship between education attainment and
employees' performance effectiveness.
Table 4.35: Correlation between Length of Service and Employees' Petformance
Effectiveness

Length of Service

Pearson Correlation
Sig. (2-tailed)
N

Employees' Performance
Effectiveness
-0.043
0.623
132

From the table 4.35, the result of significant value was 0.623 which was
greater than the level of significant of 0.05. Thus, the null hypothesis was accepted. It
implied that there was no significant relationship between length of service and
employees' performance effectiveness.
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Table 4.36: Correlation between Employment Level and Employees' Performance
Effectiveness

Employment Level

Pearson Correlation
Sig. (2-tailed)
N

Employees' Performance
Effectiveness
0.134
0.127
132

From the table 4.36, the significant value of 0.127 which was greater than the
level of significant of 0.05. Therefore, the null hypothesis was accepted. It implied
that there was no significant relationship between employment level and employees'
performance effectiveness.
Table 4.37: Summarized Correlation between marital status and Employees' Performance
Effectiveness: Accountability, Career Advancement, Time Management and Work Result

Marital Status

Employees' Performance
Effectiveness

Accountability

Career
Advancement

Time
Management

0.149

-0.036

0.203(*)

0.303(**)

Sig. (2-tailed)

.089

0.685

0.019

0.000

N

132

132

132

132

0.669(**)

0.721(**)

.702(**)

.755(**)

0.000

0.000

0.000

.000

132

132

132

132

Pearson
Correlation

Pearson
Correlation
Sig. (2-tailed)
N

Work
Result

* Correlat10n 1s significant at the 0.05 level (2-tailed).
** Correlation is significant at the 0.01 level (2-tailed).

From the result shown in the table 4.37, the significant value of marital status
and time management was 0.019. Furthermore, the significant value of marital status
and work result was 0.000 which were less than the significant level of 0.05. It
revealed that respondents with marital status (single and married) had significant
relationship between time management and work result.
The correlation coefficient between marital status and time management
displayed the value 0.203 and work result was 0.303; thus, the level of correlation fell
in the weak positive correlation.
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Table 4.38: Summary of Research Findings
No.

1.

2.

3.

4.

Research Questions/ Hypotheses

Statistic
Methods

Demographic Profiles:
• Gender
• Age
• Marital Status
• Education Attainment
• Length of Service
• Employment Level

Frequency
&
Percentage

Perception of Respondents on
Organizational Factors:
• Interpersonal Communication
• Leadership Styles
• Compensation
• Working Condition

Mean
&
Standard
Deviation
&Raing

Perception of Respondents on
Employees' Performance
Effectiveness:
• Accountability
• Career Advancement
• Time Management
• Work Result
Hol: There is no significant
correlation between the
organizational factors and
employees' performance
effectiveness:• Ho 1.1 There is no significant
correlation between
organizational factors;
interpersonal communication,
leadership styles, compensation,
working condition and
accountability
• Ho 1.2 There is no significant
correlation between organizational
factors; interpersonal
communication, leadership styles,
compensation , working condition
and career advancement
• Ho 1.3 There is no significant
correlation between organizational
factors; interpersonal
communication,
leadership styles, compensation,
working condition and time
management

Results

Significant
(2-tailed)

n/a

•
•
•
•
•
•

Female: 72%
28-32 : 40.9%
Single : 69. 7%
B.: 63.6%
0-3: 35.6%
Staff: 69.7%

• Neutral Level

n/a

•
•
•
•

Agree Level
Neutral Level
Neutral Level
Disagree Level

• Agree Level

Mean
&
Standard
Deviation
& Rating

n/a

0.000

0.064

Bivariate
Correlation
Test
(Pearson)

0.000

0.250

•
•
•
•

Agree Level
Neutral Level
Agree Level
Agree Level

•Reject Ho

St. Gabriel's Library. -Au
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No.

Research Questions/ Hypotheses

Statistic
Methods

Significant
(2-tailed)

4.

• Ho 1.4 There is no significant
correlation between
organizational factors ;
interpersonal communication,
leadership styles, compensation,
working condition and work result

Bivariate
Correlation
Test
(Pearson)

0.016

5.

Ho2: There is no significant
correlation between the
demographic profiles and
employees' performance
effectiveness;
• Gender
• Age
• Marital Status
• Education Attainment
• Length of Service
• Employment Level

Pearson
Correlation
Test

0.694
0.501
0.035
0.652
0.623
0.127

Results

•Accept Ho
•Accept Ho
• Reject Ho
•Accept Ho
• Accept Ho
• Accept Ho

Table 4.3 8 showed the summary of the overall findings of each research
question and hypotheses. The results showed that there was significant relationship
between organizational factors and employees' performance effectiveness.
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CHAPTERS
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

This chapter consisted of three major parts. The first part was summary and
conclusion of the findings of the research. The second part was the recommendation
and the last was the suggestion as an OD proposal for further research.
5.1 Summary of Findings

The main purpose of this research focused on the relationship between
organizational factors, which were interpersonal communication, leadership styles,
compensation and working conditions that were the main independent variables and
employees' performance effectiveness including accountability, career advancement,
time management and work result which were the dependent variables.
This research result was conducted from 132 respondents, consisting of both
staff or non-managerial and middle management who worked in nine core divisions at
Siam Makro Public Company Limited (Head Office). Based on the results of the
survey, analysis, finding and interpretation of data, the researcher summarized as
follows:
5.1.1 Demographic Profiles of Respondents

Most of the respondents were female 95 persons or 72%. In the age range was
of 28-32 years old had 54 persons or 40.9%. The majority of respondents were single
92 persons or 69.7% who held the bachelor's degree 84 persons or 63.6% as the basis
requirement and they had been working for 0-3 years which was 47 persons or 35.6%.
In addition, most of the respondents were staff or non-managerial level, 92 persons or
69.7%.
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5.1.2 Perceptions of Respondents on Organizational Factors

The organizational factors that the researcher studied composed of
interpersonal communication, leadership styles, compensation and working conditions
which was considered as the problem area at this time. According to the research
result of employees' perception toward organizational factors were mostly neutral. It
was the leadership styles and compensation factors. However, the result showed some
affect to the employees at the interpersonal communication which was only one factor
that rated in agree level and fell in the highest mean of 3.41. Whereas, the working
condition variable had the lowest mean which was equal to 2.51 at disagree level.
5.1.3 Perceptions of Respondents on Employees' Performance Effectiveness

In this section, employees' performance effectiveness was determined based
on the factors of their accountability, career advancement, time management and
work result. The result showed that most of the employees agreed to these three
variables which the accountability variable was the highest mean of 4.12 excepting
career advancement variable that fell in neutral with the lowest mean of 3.27.
5.1.4 Correlation of Organizational Factors and Employees' Performance
Effectiveness

The results from testing hypothesis of correlation between organizational
factors and employees' performance effectiveness, there was significant correlation
between organizational factors and employees' performance effectiveness.

The

significant value of organizational factors sub-variables namely interpersonal
communication, leadership styles, compensation, and working condition were equaled
to 0.001, 0.000, 0.025, and 0.000 respectively, which were less than 0.05 at the level
of significance, thus the null hypothesis was rejected. Especially, organizational
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factors in terms of interpersonal communication, leadership styles, compensation and
working condition had significant effect on the employees' performance effectiveness
in terms of career advancement with significant value of 0.000 and work result with
significant value of 0.016. In contrast, organizational factors in terms of interpersonal
communication, leadership styles, compensation and working conditions had no
significant effect on the employees' performance effectiveness in terms of
accountability with significant value of 0.064 and time management with significant
value of 0.250.

5.1.5 Correlation of Demographic Profiles and Employees' Performance
Effectiveness
Overall, there was no significant relationship between demographic profiles in
terms of gender, age, marital status, education attainment, length of service and
employment level

and employees'

performance effectiveness

in terms of

accountability, career advancement, time management and work result. Nevertheless,
the finding showed that marital status had a significant relationship with time
management and work result. Since the significant value of marital status on time
management was equaled to 0.019 and marital status on work result was equaled to
0.000.

5.2 Conclusion of Findings
In this study, there were five primary domains of focus in the data findings.
The first is the demographic profiles of employees in the nine-core division of Siam
Makro Pel. (Head office).

The second examined the employees' perception on

organizational factors on four variables in terms of; 1) interpersonal communication
which consisted of accuracy, active listening, credibility, empathy and trust, 2)
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leadership styles which consisted of directive, supportive, participative and
achievement-oriented. 3) compensation and 4) working condition. The third
determined the perception of employees on employees' performance effectiveness in
terms of; accountability, career advancement, time management and work result. The
fourth studied the relationship in employees' perception on organizational factors and
employees' performance effectiveness. Lastly, identified the relationship in the
perception of employees on the demographic profiles and employees' performance
effectiveness.
5.2.1 Demographic Profiles of Respondents

The profiles of employees showed that the majority of respondents were
predominantly female, between the young adult 28-32 years old. They were single,
had bachelor degree level of education, had been working for a period of between 0-3
years and were staff or non-managerial level of employment for Siam Makro Public
Company Limited (Head office). Therefore, the company needed the ideas, opinions
and suggestions from people in the range of target group.
5.2.2 Perception of Respondents on Organizational Factors

From the findings, the majority of respondents did not actually want to reveal
the organizational factors of their organization. The overall organizational factors
were neutral or undecided in the rating. This accounted for the "undecided" answer
on two out of four factors on leadership styles and compensation. The leadership
styles consisted of four styles; the directive, the supportive and the participative were
perceived as undecided excepting the achievement-oriented styles was only one which
the respondents rated their perceptions at agree level. The lowest rating in leadership
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styles was given to the directive style. This may be accounted by the fact that Siam
Makro Pel. had a very strong functionary organization structure.
In addition, in terms of interpersonal communication was perceived as agree
that consisted of accuracy, credibility and trust, excepting active listening with the
lowest mean and empathy was perceived as neutral or undecided. Employees'
responses indicated that they were not sure about two out of five factors, especially
one in which the supervisor listened to the other's conversation with an open-minded.

It appeared that employees of Siam Makro Pel. in nine core divisions agreed that the
interpersonal communication, although they felt dissatisfied with their supervisors'
lack of active listening and empathy in communication.
In contrast, the working condition was only one factor where the respondents'
perception disagreed. Especially, employees of Siam Makro Pel. in nine divisions
feel uncomfortable with their working conditions and their company had a healthy
working environment. Based on observation, it was the major factor that employees
always mention to it.

5.2.3 Perception of Respondents on Employees' Performance Effectiveness
The result of this study on the perception of respondents toward employees'
performance effectiveness

agreed with three

variables;

accountability,

time

management and work result, excepting career advancement that was perceived as
neutral or undecided. Therefore, this meant that employees of Siam Makro Pel. in
nine divisions were satisfied with accountability, time management and work result.
The career advancement was only one variable that the respondents were not certain
for employees' performance effectiveness. Researcher assumed that they did not
know the career path so they cannot decide the result of their work.
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5.2.4 Correlation between Organizational Factors and Employees' Performance
Effectiveness.

From the study, it was seen that the organizational factors had significant
relationship with employees' performance effectiveness and were a weak positive
correlation.

The

organizational factors

sub

variables

namely

interpersonal

communication, leadership styles, compensation and working conditions that had
significant relationship with career advancement and work result for employees'
performance effectiveness. From the observation and informal interview, employees
emphasized on the career path and work result because they believed that they hard
work and they should have an opportunity for professional growth and development.
On the other hand, there was no significant relationship between interpersonal
communication, leadership styles, compensation and working condition with
accountability and time management for employees' performance effectiveness.
5.2.5 Correlation between Demographic Profiles and Employees' Performance
Effectiveness.

From the study, there was no significant relationship between demographic
profiles and employees' performance effectiveness in overall. Nevertheless, it was
explained that marital status had significant correlation with time management and
work result.
5.3 Rationale of ODI Proposal

This research is designed as an OD project at its diagnosis phase.

The

researcher collected data through questionnaires and interviews to diagnose the
current situation of respondents' demographic profiles, organizational factors in terms
of interpersonal communication, leadership styles, compensation and working
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condition as well as employees' performance effectiveness in terms of accountability,
career advancement, time management and work result. From the result of the
collected data, the research is aimed at finding out the possible organizational factors
that influence employees' performance effectiveness, to provide the client company
(Siam Makro Pel. Head Office) reliable information about current situation and
present the potential areas which may require further increased the productivity for
successful organization as a whole. The better working environment that enhances the
quality of life in the workplace and thereby prevents the trouble such as turnover rate
and reduces ineffective performance.
5.4 Management Support

The OD project would be complete by the interaction between the researcher
and the client company. Especially, the collaboration is the most important to a
successful OD conduction. The management of company needs to give the veracity
information and the cooperation to the research conduction. The researcher would
prepare the appropriate questionnaire to discuss with the management on the research
findings, the management team puts the responsibility for supporting the research that
focuses on the employees' behavior and the company's current situation in order to
improve and to develop organization on desire of the client. It is a point that leads to
successful conduction of this research.
5.5 ODI Proposal

Based on data analysis in the research findings which supported the suggested
problems of the company the most important obstacles and correction of the following
issues were suggested.
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1. Interpersonal Communication. The research findings indicated that
employees were not clear in the information in terms of active listening and empathy
of supervisors.
2. Leadership Styles. The research findings indicated the relationship of
leadership styles and employees. Employees dissatisfied with supervisors who used
power of authority to them, who were insufficient to listener and advisor and who did
not give them an opportunity to express their feelings.
3. Compensation. The research findings indicated 2 weak points including; 1)
Direct compensation included salary, bonus and incentive in relation to work output
were not rational and 2) Indirect compensation including benefit of employees were
not appropriate of their needs.
4. Working Condition. The research findings indicated that the company did
not provide a sufficiently healthy working environment, equipment to support work
and comfortable working conditions.
5. Demographic Profiles of Employees. The research findings indicated that
gender, marital status and length of service of employees are important factors to
employees' performance effectiveness.
5.6 Recommendations
According, the research findings, there were several areas that may require
further improvement. The researcher would like to propose for the organization are as
follows:
1. Renovation. With the limitation of area, it could restore to a good condition
the office that is lively by painting the wall, decorating with the trees or the drawing,
arranging the new environment and providing the appropriate equipments to the
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employees for increasing morale and productivity. Modify the empty area that could
be a good environment and a useful condition. Design the office that could be a
particular style in each department.
2. Leadership Styles Selection and Placement. Based on the result of findings
indicated that supportive, participative and achievement-oriented are the leadership
styles which are related to employees' performance effectiveness, excepting directive
has not relation to employees' performance effectiveness.

Therefore, the top

management should be aware and be able to fill the suitable style which provides an
opportunity to influence the quality of leadership in the organization and enhance
employees' performance.
3. Compensation System. The management should explain the clear
compensation system to employees.

In addition, A professional performance

evaluation system is recommended to introduce into the organization in order to
standardize and evaluate employees' performance such as evaluate the bonus from
their performance.
4. Transparent Communication. It is necessary to ensure the understanding
for supervisors and employees. It should be two-way communication because it is
clear information between the both sides. The management needs to share more
information with their employees.
5. Creativity Activity or Training. Training is the most widely used approach
in improving skills and knowledge. The management should provide the continuous
inside and outside training programs or activities that employees could collaborate
with the supervisors. Not only does it increased the relationship between both but it so
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increases their capabilities and gives an opportunity for career advancement in order
to be a successful organization.
6. Setting Clear and Possible Goals. The management should set clear and
possible goals in the organization which employees could conduct for the quantity and
quality of work.
7. Time Management System. The management should arrange the four major
parts to the time management system; Priority for setting orders on a to-do list,
Objective for setting weekly or monthly objectives, Plan for listing the necessary

activities to be performed in order to achieve the objectives and Schedule for
planning activities each workday.
8. Accountability.

The management should encourage to employees for

increasing the responsibility to work though the result of works was positive and
negative jobs in order to achievement.
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Diagnosis

Recommendations

The Outcomes

Or2anizational Factors

The Recommendations

The Outcomes

l. Working Conditions

l. Renovation/ Supply the

l. Good working Environment

Equipments

2. Leadership Styles

2. Selection and Placement

2. The Suitable Leadership
Styles in Each Division

3. Compensation

3. Compensation System or
Evaluation of Employees'
Performance

3. Understand Clearly
Compensation System

4. Interpersonal

4. Transparent Communication

4. Clearly Communication,

(Two-way communication)

Reliable Information

Communication
Em~loyees' Performance
Effectiveness

The Recommendations

The O utcomes

l. Career Advancement

l. Creativity Activities and

I. Increased Potential Tasks

Training

and Employees

2. Work Result

2. Setting Clearly and Possibly
Goals

2. Quantity and Quality of
Works

3. Time Management

3. Time Management System
(Priority, Objective, Plan,
Schedule)

3. Control the Many
Activities & Pressure for
Accomplishing Tasks

4. Accountability

4. Encourage Responsibility for

4. Achievement for Assigned

Assigned Positive or Negative
Results of Jobs

Tasks

Figure 5.1: OD/ Framework

5. 7 Further Research
This research could be useful for the future study to develop other retail
companies because the researcher' s company is only one wholesale company.

It

could compare the different employees' performance effectiveness within an
organization. In the future, the new issues will be raised by the customers, suppliers,
economic and political aspects where this research can be used at as a base.
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APPENDIX A

QUESTIONNAIRE
Direction:

1. Choose one of the answers that is closet to your feeling, if you do not find the exact
answer that fits your case.
2. Please answer all the questions in order.
Employee Attitude Questionnaires (EQA)

Please check (-V) or (X) the appropriate answer.
1. What is your gender?
(

) Male

(

) Female

2. What is your age?
(

) Under 23

(

) 23-27 years

(

) 28-32 years

(

) 33-37 years

(

) 38-42 years

(

) 42 years up

3. What is your marital status?
(

) Single

(

) Married

(

4. What is your highest educational degree?
(

) Diploma degree (Vocational Program) or under

(

) Bachelor degree

(

) Master degree

5. How long have you work for this company?
(

) 0-3 years

(

) 4-7 years

(

) 8-11 years

(

) 12 years and above

) Divorced

6. What is your level of employment?
(

) Staff or non-managerial

(

) Middle management

Below is a list of statements about organizational factors and employees'performance
effectiveness. Read each one carefully, using the scale below, decide the extent to
which it actually applies to you and mark

'1

or X for the best results, answer it as

truthfully as possible according to the following scale: Your information will be kept
confidentially.
1

Strongly Disagree

4 = Agree

2

Disagree

5 = Strongly Agree

3

Undecided/ Neutral

.......

Organizational Factors

No.

~

-

=

Qj
Qj

ell
0ell -c<:

·-

- =Z= - = Qj
Qj

"O
Qj -c<:

ell

u ....
:'5l
-

c<:

rr.i ~

....- "'

;s"'

1

2

Qj
"O

;;;;i

3

Qj

~

Qj
Qj

-

4

Accuracy:
1.
3.
4.

My leader communicates clearly about my task.
My leader uses proper language to communicate.
I can understand his/her communication as intended.
My leader always follows up his/her communication by
feedback.

Active Listening:
5.
6.
7.

8.

Qj
Qj

< rr.i~~
ell

Interpersonal Communication

2.

ell

My leader is a good listener when others are talking.
My leader usually listens to other's conversation with an openmind.
I feel that my leader listens to me carefully without prior
judgement.
My leader uses eye contacts appropriately.

Source: Survey Professionals: Advanced surveys & technologies: Employee opinion (online) Attitude Survey: Questionnaire,
Demo, Results, Analysis, Methodology: http://www.hr-survey.com (2005, March 5).

5

Organizational Factors

No.

1

2

3

4

Interpersonal Communication
Credibility:
9.
10.
11.
12.

My leader always provides factual information.
My leader expresses self-confidence in ideas and thoughts.
I believe that my leader is able to communicate the information
in a trustworthy manner.
My leader usually gives me helpful suggestions or comments.

Empathy:
13.
14.
15.
16.

My leader is sympathetic when the subordinates are worried or
upset.
My leader lets me speak first and then comments.
My leader pays close attention to what subordinates say.
My leader shows acceptance of other's ideas and suggestions.

Trust:
17.
18.
19.
20.

My leader gives my authority to solve problem by myself.
I have freedom to access the information whenever I need to
know something.
My leader does not try to conceal important facts from
subordinates.
I feel that the information, I receive from my leader is reliable.

Leadership Styles
Directive:
21.

My leader always uses power of authority to subordinates.

22.
23.

My leader provides specific guidance as to what should be
done and how.
My leader always uses decision making of her/his own way.

24.

I have less autonomy in initiative creativities.

Source: Survey Professionals: Advanced surveys & technologies: Employee opinion (online) Attitude Survey: Questionnaire,
Demo, Results, Analysis, Methodology: http://www.hr-survey.com (2005, March 5).

5

No.

Organizational Factors

1

2

3

4

Leadership Styles
Supportive:
25.

My leader praises subordinates for their work.

26.

My leader gives suggestions, when subordinates work
processes are incorrect.
My leader is a good listener and advisor.

27.
28.

My leader always helps his/her subordinates when they
encounter problems.

Participative:
29.

My leader consults with subordinates before making decisions.

30.

My leader takes subordinates suggestions seriously.

31.

My leader likes to use brainstorming as an approach in solving
problems during meetings.
My leader often guides me in solving my problems.

32.

Achievement-Oriented:
33.

My leader sets challenging goals.

34.
35.

My leader expects subordinates to perform at their highest
level.
My leader shows a high degree of confidence in subordinates.

36.

My leader has vision, realistic clear goal and creativity.

Compensation
37.
38.
39.
40.
41.

I receive reasonable salary according to my resoonsibilitv.
I am satisfied with the salary increase.
I am satisfied with the bonus and incentive program payment.
Compensation fringe benefit were the motivating factors that
made me willing to work.
Benefits available are appropriate for my needs and those of
my family.

Source: Survey Professionals: Advanced surveys & technologies: Employee opinion (online) Attitude Survey: Questionnaire,
Demo, Results, Analysis, Methodology: http://www.hr-survey.com (2005, March 5).

5

No.

Organizational Factors

1

2

3

4

Working Condition
42.
43.
44.
45.

Company provides adequate equipment to support work.
I feel comfortable with my working conditions.
My company has a healthy working environment.
I feel safe on the job.

Source: Survey Professionals: Advanced surveys & technologies: Employee opinion (online) Attitude Survey: Questionnaire,
Demo, Results, Analysis, Methodology: http://www.hr-survey.com (2005, March 5).

5

No.

Employees' Performance Effectiveness

1

2

3

4

Accountability
1.
2.
3.
4.

My job description is very clear and I know my
responsibilities.
I demonstrate my job to other people.
I assume the responsibility for both positive and negative
results of my job.
I assume the responsibility to work over time if necessary.

Career Advancement
5.

6.
7.

8.

I believe I have an opportunity for professional growth and
development.
The chances for promotions are good.
I can see the result of my work.
I have a clear path of career advancement.

Time Management
9.

I always fini sh my job on time.

10.

I can manage to prioritize job very well.
I can do several tasks at the same time.
My organization stresses performing job on time.

11.
12.

Work Result
13 . My quantity of work always meets the target.
I am productive with the resources and time assigned to me.
I always produce a good quality of work and never get
complaints from my team or supervisor.
16. My goals support company vision/goal and are also attainable
with the target date.

14.
15 .

*Thank you for your cooperation*

Source: Survey Professionals: Advanced surveys & technologies: Employee opinion (online) Attitude Survey: Questionnaire,
Demo, Results, Analysis, Methodology: http://www.hr-survey. com (2005, March 5).
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APPENDIXB

Siam Makro Public Company Limited's Chart

President/
ManagingDirector
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