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Abstract

The measurement of job satisfaction is one of the most important subjects of interest in businesses
and organisations these days. The main idea is the understanding of human resources for the
company and therefore, the need for the best utilization. Job satisfaction is connected to the

performance of the worker which results in better economic results for the company.

The aim of the present research is to examine the factors which affect job satisfaction and count the
overall job satisfaction of the workers in two 4star hotels in Paphos. At the same time the aims of the
research is to examine the work-related characteristics and how they relate to each other , as well as
the demographic characteristics such as sex , age of worker , education level , job position , years of

service , based on the sample.

In the present research, the quantity method was used and for this reason an analysis of
questionnaires occurred, in concern to the workers satisfaction in 4star hotels in Cyprus. A sample
was taken from two 4star hotels both from men and women who worked in different positions in the

hotels. A total of 43 respondents (86 percent) took part in the survey.

The first part has an introduction in the research theme and includes: the aim, the research questions
and the hypothesis development. The second part includes a reference to the term job satisfaction,
theoretical approaches of job satisfaction and the factors which affect it. The third part presents the
methodology of the research, the sample, the data collection process and the conceptual framework
of the research. The fourth part shows the presentation of the results with tables and descriptive
statistics as to the satisfaction of the employees in each work related factor. Moreover an extensive
statistical analysis of the work-related factors occurred and how these affect the total work
satisfaction based on the sample. Lastly, the results which occurred from the present research were
discussed and some ideas were recommended as to what could improve workers’ satisfaction in

hotels.
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CHAPTER 1

1. Introduction
Job (or professional) satisfaction is one of the most complex concepts that managers and executives

face daily in the modern market. The managers consider work satisfaction as an important element
for the success of a business and so they pay particular attention to this.

Employee job satisfaction has a direct impact on a company's productivity, efficiency, and ultimately
its bottom line (Robbins and Judge, 2009). Currently, job satisfaction has been a main concern and
attention in organization nowadays. Organizations realize that employee job satisfaction now
become as the essential element to increase employees’ loyalty.

Job satisfaction as a concept is not identical with stimulation (motivation), although these two
concepts are closely linked together. The design of the work should promote job satisfaction and
performance, with methods, such as alternating functions (rotation), exploring and enriching labour
(enlargement and enrichment). Other factors that affect the degree of job satisfaction is the method

and form of administration, the workers ' participation and the creation and strengthening of
autonomous working groups (Arvey, Bouchard, Segal, Abraham, 1989).

Assessing job satisfaction levels requires results from an employee opinion survey, comments from
employee focus groups, observation of workplace attitudes and interaction (Byars and Rue, 2008).
The most common way of measuring is with the use of scales, where the workers indicate their
views on the work. There are many factors that may affect the individual job satisfaction level , such
as the as the level of pay and other financial benefits, fairness in the promotion system , the quality
of the working condition, the management and the social relations between workers as well as the

characteristics of the particular job ( variety of tasks, interests and chances, demands etc.).

Problem statement
The tourism industry is the main source of revenue for the Economy of Cyprus in General as well as

for the town and district of Paphos. Therefore it is important that emphasis is given in this sector so
that Cyprus may offer the best tourist product as possible, to its hundreds of thousands of tourists
which visit the island every year. It is therefore vital that each hotel utilizes its resources properly, in
order to ensure sustainability but also profitability. If the employees in the tourist industry are happy
with their job, then they will be more productive and will assist in the success of the business.

Scope of the study
The scope of this particular research is to evaluate the job satisfaction and the measuring of job

satisfaction as well as the factors influencing this, by examining the employee satisfaction in two
4star hotels of Paphos. The benefit from the analysis of the parameters influencing the job
satisfaction is huge for the administration of hotels, as the areas which need improvement will be

located in order to increase employee satisfaction and by extension the company’s profitability.
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Research questions

e s there a relationship between work-related characteristics (Leadership and Planning, Career
Development and Recognition, Teamwork and Cooperation, Working Conditions,

Supervision, Pay and Benefits)?

e Will the work-related characteristics of Leadership and Planning, Career Development and
Recognition, Teamwork and Cooperation, Supervision, and Pay and Benefits explain the

variance in job satisfaction amongst employees in 4star hotels in Paphos?

Hypothesis Development
Hypothesis 1
Alternative Hypothesis (H1)

There will be a significant relationship between work related characteristics (Leadership and
Planning, Career Development and Recognition, Teamwork and Cooperation, Working Conditions,

Supervision, Pay and Benefits).

Hypothesis 2
Alternative Hypothesis (H2)

The work related characteristics of Leadership and Planning, Career Development and Recognition,
Teamwork and Cooperation, Supervision, Pay and Benefits will significantly explain the variance in

job satisfaction amongst employees in 4star hotels in Paphos.

The research questions and hypothesis development play a vital role in order to find the relationship
between work-related characteristics, and whether specific environmental factors will explain the
variance in job satisfaction. However the main objective of the research is to evaluate the employee’s
job satisfaction in relation to specific environmental factors (Leadership and Planning, Career
Development, Employee’s Role, Recognition and Rewards, Teamwork and Cooperation, Working
Conditions, Supervision, Training, Pay and Benefits) and to measure the overall job satisfaction

amongst employees in 4star hotels in Paphos.

For organisational reasons mainly, it is particularly important for a company to know which
employees are or aren’t pleased with their jobs as well as which areas they are or aren’t happy with.
This can be achieved by either offering questionnaires which cover many work and organisation
sectors, or with the method of open questions, where the employees express their opinions freely.
This way companies will be able to implement ways, which will improve job satisfaction and at the

same time increase productivity and the company’s profitability.
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CHAPTER 2

2. Literature Review
2.1 Understanding and the Importance of Job Satisfaction

Job satisfaction can be seen to be a complex and multifaceted concept, and is thought not to be easily
measured in an objective manner. Despite the use of the term both in scientific research, as well as in
everyday life, there still does not seem to be a general agreement on what is satisfaction from work.
Various writers and researchers have approached this term differently.

In defining job satisfaction the reference is often made to Locke's (1976) description of job
satisfaction as a “pleasurable or positive emotional state resulting from the appraisal of one’s job or
job experiences”. Locke connects satisfaction and resentment from work , with the system of the
individual’s value , supporting that work satisfaction is a positive emotional response towards the
particular project which comes from the value that it has filled or allows the fulfilment of the work
values of an individual (Jex, 2002). This opinion is not very far from the Spector’s view, which
supports that job satisfaction is based on the extent that the workers are happy with their jobs or are
emotionally attached to it (Schoedt, Hauck, 2008).

Perhaps it also forms the business-level variable which has been studied and researched more than
any other , as it is one of the most important issues of organised psychology , it is connected with the
mental health of workers , and with the interest of the organizations in order to have high efficiency
and satisfied staff (Spector, 1997).

According to Warr, satisfaction can be divided into two categories: the internal (intrinsic
satisfaction) and the exterior (extrinsic satisfaction). The interior satisfaction refers to the nature of
working tasks and people’s feelings as they do them. The exterior satisfaction refers to other sections
of work, such as salaries, additional facilities, insurance, the promotion system etc (Markovits,
Davis, van Dick, 2007). Fisher, Hulin & Judge support that job satisfaction is a behaviour and that all
behaviours are either emotions or crises (Kidd, 2006). In 1964 VVroom focuses on the workers role in
the work area, in his definition of job satisfaction. He believes that professional satisfaction is a
function of subjective perceptions of the individual in relation to the instrumentality of the particular
task to ensure certain desired results. The attractiveness of the job and therefore the satisfaction an
individual receives from it is the function which an individual believes to derive from the job.
According to Davis, job satisfaction represents the extent to which expectations are identical with the
real value of wages. That is, when a worker is involved in a company, he brings his needs, his desires
and experiences which influence his expectations.

In the latest effort to determine and define the term, the job satisfaction can be defined as the degree
to which an employee is satisfied with the rewards received from the task being performed.
According to Armstrong, the term refers to the attitude and the feelings which people have for their
job. Positive and favourable attitude towards the job shows satisfaction.
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According to George et al. job satisfaction is the collection of emotions and beliefs that people have
about their current job. Employees can have a different attitude about various aspects of their work,
like the kind of work they do, their partners, supervisors or their salary (Aziri, 2011). According to
Vignali (1997), in order to satisfy the workers, they must have an interest for their job and feel that it
is a challenge for them. At the same time they seek respect, recognition and appreciation in their area

of work, from their colleagues and supervisors.

What are the reasons for which we attach so much importance to job satisfaction?

Spector has identified three key reasons for which we deal with job satisfaction. First of all,
companies must be guided by human values, as it is worth treating humans fairly and with respect.
Secondly, the attitude of the workers has an immediate relation to job satisfaction as well as the
activities and the operation of the company. Thirdly, job satisfaction can form a very reliable
evaluation indicator of a company’s operation under certain conditions. (Spector, 1997). Workers
with higher levels of job satisfaction have less chance of seeking work elsewhere or abandoning their
job. It is more possible that workers who are unsatisfied with their job seek another one elsewhere.
The importance of job satisfaction is undoubtedly great, as it contributes to the increase of work
performance (Bacharach, Bamberger, Mitchell, 1990). Even more, studies support that job
satisfaction affects the emotional wellness and prosperity of a worker (Puhliesi, 1999). Job
resentment is connected with work stress and professional exhaustion (Leiter & Meechan, 1986), and
at the same time connected with negative effects, towards the employees as well as at a professional
level (Coll & Freeman, 1997). According to Clark (2001), the level of job satisfaction is a valid
"omen" for voluntary withdrawal from work. Since our theory states that a worker quits when the use
of a resignation is larger than the use of remaining at the job, this means that the use of the worker
and his general work prosperity can be uncovered through job satisfaction.

Job satisfaction is related to the feeling of fulfilling goals and the success in the job a worker has. Job
satisfaction is directly related to productivity as well as personal prosperity. Satisfaction from work
implies that one enjoys his work, does it well and is rewarded for his efforts. Satisfaction from a job
also means enthusiasm and success with the project which the worker has fulfilled. Job satisfaction is
the key which leads to recognition and fulfilling personal goals, which then lead to a sense of
completion (Kaliski, 2007).

Based on all the above studies and theories, job satisfaction has an important role to play for every
business. In particular in the field of tourism industry, where employees have to be satisfied with
their work in order to want to offer, high quality services to the hotel clients and lead to better

financial results for the company.
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2.2 Theoretical approaches of job satisfaction

2.2.1 The Theory of Maslow for the Hierarchy of Human Needs
The theory of Maslow for the hierarchy of human needs (1954) aims to identify the factors

motivating human behaviour. He investigated human needs as well as stimulating their power and
ranking them in five categories - hierarchical levels, as to the order in which they are met (Maslow’s

Pyramid of Needs):

a. Physiological needs: they are the biological needs of humans. It includes the need for
food, water, shelter, and clothing.
b. Safety needs: they are the need for protections, stability, and freedom from fear,

threats and deprivation.

C. Social needs: the need for friendship, affection, acceptance, interaction with other
people.
d. Needs of respect/esteem: the need for recognition, appreciation and respect from and

towards others.
e. Self-actualization needs: they include feelings of self-satisfaction, the need for
success, to become the best one could wish for or has dreamt for oneself through personal

development.

Actualization

Belonging

Picture 1: Maslow’s Hierarchy of needs

Maslow (1954) argues that the satisfaction of all hierarchy needs is an important factor for ensuring
the mental health of an individual, while a necessary condition for a complete and happy life is the
satisfaction of needs which are located in the high levels of the hierarchy. According to Maslow
(1954), in the area of work, the need for self-realization is the highest motivation for satisfaction,

assuming all subordinate requirements have been fulfilled Locke (1976).

2.2.2 The Theory of Two Factors (Motivation- Hygiene Theory)
The theory of the two factors was developed in 1959 by Frederick Herzberg and attempts to explain

the satisfaction and the stimulation in the work environment. This theory supports that the

satisfaction and the frustration are due to different factors- factors of motivation and hygiene factors
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accordingly. He supports that in modern society, the nee of a lower level have been satisfied a little
or more. However, only the needs of a higher level can reach out to satisfaction.

Herzberg distinguishes two kinds of needs: a) those which cause satisfaction in the workplace, which
are derived from the basic biological needs of individuals (satisfying hunger can be connected with
financial issues turning money into force) and which he names as motivators and b) these which
cause resentment, and are related with the working content, named as hygiene factors (Herzberg,
Mausner, Snyderman, 1959). Factors, such as achievement, the identification of the project, the
nature of work, the accountability, the ability to promote, are motives for Herzberg, while, on the
other hand, factors such as the salary level, the professional insurance, the work conditions are
hygiene factors. It must also be noted that Herzberg’s opinion, that only motives can cause
professional satisfaction and hygiene factors cause resentment , created intense criticism as
according to Locke (1976),there are some hygiene factors which can act as motives. (Hackman and
Oldham, 1976)

2.2.3 The Theory of Expectation (Vroom’s Expectancy Theory)
Vroom (1964) was the first to formulate the theory of expectation. According to Vroom, the

attractiveness of work and consequently the satisfaction which one receives from it , is a function of
what one believes to receive from the work as well as the degree to which the results are actually
desired(or undesired) for each person. In theory, there are three variables: the attractiveness (vigour),
the rate and the expectancy. According to his theory, the professional satisfaction of a worker is a
function of subjective perceptions (of the expectations) of the extent to which the work is
distinguished by rate , that is to the extent in which one contributes to having the desires for the same
result. The results can acquire some vigour for the person, and this vigour can acquired based on the
degree in which it adds to the achievement of the required results. The creation of these results can
have a positive effect on the person and by extension have a professional satisfaction for the person ,
while at the same time it may have a negative effect , which may not be due to the nature of the
result , but due to the fact that it is not sufficiently expected. Nevertheless it must be mentioned that
Vroom’s theory for professional satisfaction was not supported sufficiently when it was empirically

researched (Vroom, 1964).

2.2.4 Model (Porter- Lawler)
According to this theory, people study the possible results of their moves, compare and calculate

how interesting and attractive each choice it’s in order to conclude to the appropriate behaviour
according to their standards. However, it is supported that in this theory the workers do not calculate
or record their expectations, desires and results from particular behaviours. Also they do not evaluate
mathematical calculations in order to estimate possibilities, making Vroom’s theory non effective for
the creation of stimulation systems. Researchers W. Porter kot E. Lawler relied on Vroom’s theory,
improving and developing it. The motivation, satisfaction and performance are not considered
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identical but form three independent variables which are interrelated. Therefore the model is based
on the following four variables:

1. Effort. Effort is the externalization of motivation and depends on the expectations of the worker ,
that is the relationship which is understood between the attempt which must be made , the
performance which it will have , the rewards that will be received , and the value which the possible

rewards will have.

2. Performance. Performance not only depends on the motivation and the effort of the person, but
also from three important factors which assist it. These factors are: a) the abilities of the person, b)
the person’s role in the business, and c) the means which are given to the person through the

business.

3. Rewards. The rewards are distinguished to internal (hygiene factors) and exterior (motivation

factors) which are the result of the worker’s performance.

4. Satisfaction. The satisfaction is related to the rewards which the worker receives and the justice

felt for these in relation to those of the person’s colleagues.

From the above we can conclude that the role of the enterprise and consequently the increased

performance of the workers is catalytic.

2.2.5 Alderfer’s Theory — ERG
This theory is based on Maslow’s theory of human needs, with the differences that in this theory the

five categories of needs are limited to three and that these needs do not follow a strict order as
Maslow (1954) supports. Job satisfaction therefore according to Alderfer (1972) depends on: a)
existence needs, b) relationship needs (relatedness) with the social environment and ¢) development
(growth). One worker can satisfy the needs through a salary, additional benefits and a safe work
environment. The relationship needs are satisfied though the interpersonal contacts with colleagues,
when they are distinguished by emotional support, respect, recognition and contact providing the
participants with the feeling of “belonging”. Last, the needs for development area covered when the
work is creative and provides challenges and autonomy. (Jewell & Siegall, 1990).

Additionally, according to Alderfer (1972), non-satisfaction (abortion) for any reason due to higher
level needs (relationship or development) may create setbacks in lower level needs, while on the
contrary , the satisfaction of one need does not mean that it stops being a motive , as Maslow

supports , it can therefore increase the tension.

2.2.6 McClelland’s theory of achievement
McClelland’s theory (1953) classifies the needs of people, which act as incentives in three categories:
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a) The need for achieving objectives: this is an acquired need, which is grown and develops in
humans. It is connected with the desire to fulfil difficult and realistic objectives in one’s work, an

element which if fulfilled satisfies one professionally.

b) The need for creating binds: It is also an acquired need, which is connected with the human need
for social acceptance, respect and friendly relationships. The people who motivate their work from
this factor, feel satisfaction when they belong to groups and act through these. However they are

indifferent for their performance.

c) The need for power: It is the desire for the control and effect of the workers’ behaviour. The
people who feel this need, are satisfied from their work when it provides them with the possibility to
influence and control others. If this need is combined with the need to fulfil objectives it leads to the
increase of productivity. According to the researcher people who are driven from the need to fulfil

objectives are incapable of routine jobs and work where they are closely supervised.

Some specific reservations were made for the McClelland theory, the most important being the one
which focuses on the opinion that the needs which are located are acquired and can be “learnt”

therefore they change during the person’s life (Mc Clelland, 1971).

2.2.7 X and Y Theory (McGregor)
According to McGregor the above theories ignore the effects of the financial and social environment,

technological advancement and the human factor. For this reason he developed the bipolar theory of
“X” and “Y”. According to his theory of “X”, it is humans’ nature to have the tendency to avoid
work, do not have ambitions, have the least desire for responsibilities, have a small capability to
solve problems and prefer to be guided. Therefore the stimulation only has meaning in concern to
basic needs. The people which belong to this category feel safe and satisfied only when they avoid
responsibilities and initiatives, while they have an increased need for control and guidance.
According to the “Y” Theory, work is natural if the conditions are favourable, self-control for the
achievement of objectives is necessary, and the capability of organisational problem solving is
increased. Therefore the stimulation is applied to all the levels of need. The people of this category
are satisfied when they are given an environment of trust and safety so that they can act autonomous
and develop their creativity. The way in which the stimulation will occur, whether that is through
punishment of autonomy in order to increase the performance will be determined by the enterprise

and the workers.
2.2.8 Goal Setting Theory (Locke)

Locke’s goal setting theory (1976) is based on the finding that every human action must be heading

toward a goal, to have a purpose in order to motivate the worker.
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In order to do this he formulated two basic principles:

1. The goal must be clear and particular, so that the worker is able to act accordingly for its
achievement. The acceptance of the goal and the information achieving this course, affect the
worker’s determination and participation in a positive way.

2. The people must have the right skills for the correct and complete achievement of the
objective. An important factor in this is the self-concept of the person in relation to the
person’s abilities. Therefore the individual’s education and the delimitation of the objective’s

difficulty can contribute greatly to its achievement.

Provided that the above two principles are fulfilled the person is motivated and the results of this
effect imply high probabilities. Another point which must be considered in the particular theory is
the relationship between the objective and the worker. In order to motivate the worker the objective

must be embraced and adopted in order to face his actions towards him (Locke & Latham, 1990).

2.3 Factors Influencing Job Satisfaction
What makes employees feel satisfied with their work, what is it that pushes them to a specific

attitude? Spector (2008) reports that there have been several surveys on this issue, some of them
relate the environment with satisfaction, others focus on personality, that certain types of people
have the tendency, the predisposition to love or not love their job, and finally other research

considers that there is an interaction between the environment, personality and job satisfaction.

2.3.1 Demographic/Personal Factors

The personal and demographic factors include both the personality and the personal characteristics of
the workers as well as prior experience and values that they have. The job satisfaction is influenced
by the experiences and feelings the workers have experienced both in the workplace and in their
personal lives. Pleasant experiences and positive feelings establish positive attitudes towards work
and in the case that other conditions in the workplace are fulfilled, it can result in job satisfaction.
Moreover, two people who do the same job, or even the same person in time, may feel different
levels of work satisfaction. Hoppock discovered a powerful relationship between emotional
adaptation of the workers and the level of job satisfaction. Even the demographic characteristic such
as age, gender, education level, position, family status, years of service, working hours affect the
level of job satisfaction to a great extent. We therefore conclude that job satisfaction is subjective
and is affected by personal experiences and expectations (Judge, Heller, Mount, 2002).

In relation to the level of education, we have found out that (according to supporters of the theory of
equality) that it affects professional satisfaction. If two people of different education status have the
same work position, with the same salary, the same responsibilities, the person who is more educated
IS expected to be less satisfied as he will consider to be contributing more to his work than his
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colleague, even though they are paid the same. The awareness of this inequality brings job
resentment. It has also been discovered that education has a negative effect on professional
satisfaction, as a higher education level creates higher expectations to the worker who goes through
resentment while performing routine tasks. On the other hand , the mental level which is related to
the educational does not seem to affect job satisfaction , while in combination with the type of work
it forms an important job satisfaction factor(Johns, 1996).

2.3.2 Work —Related characteristics

The environmental factors which affect job satisfaction are the characteristics of the job, salaries and
justice in the workplace, (Spector, 1997). Other factors which affect job satisfaction are: a)
frustration and alienation, b) technology, c) job importance, d) supervision, e) work & psychological
well-being, f) role incongruence and role conflict. Interpersonal relationships with colleagues and
supervisors and the attitude of the supervisor have an important role in the creation of job
satisfaction (Johns, 1996).The characteristics of work lead to job satisfaction. According to Hackman
and Oldham (1976) , these characteristics are a) the variety of skills which are required for the
implementation of a task , b) the identity of the task , that is the extent to which the worker has the
ability to complete a task completely and not only one part of it , c) the significance of the task , that
is the influence the worker has towards others in the work area , d) the autonomy , that is the
freedom which the worker has to implement the task as he sees fit and lastly , e) the task feedback ,
that is the extent in which there is adequate and precise information towards the worker , in concern
to his performance.

The five characteristics mentioned above make up the complexity of the job (scope). High
complexity leads to job satisfaction while low complexity leads to resentment and boredom. The
theory is based on the case that workers are motivated by the internal satisfaction which they receive,
by executing their work tasks. The combination of the variety of abilities, the identity of the task and
its materiality lead to the realisation of the importance, the value work has. The autonomy leads to
responsibility and the feedback results in knowledge of issues so that corrective moves can take
place if necessary.

There is much research which has found that the wider the content of the work is, the larger the
satisfaction which the workers draw from it. The content of a project is mentioned in a number of
individual dimensions which form determinants of job satisfaction. More specifically, when the task
provides the employee with chances for development, achievement, responsibility, autonomy,
recognition and feedback in terms of production, it offers him the challenges which are necessary so
that his aspirations are not destroyed, and generally contributes to self-integration and self-fulfilment
(Johns, 1996). It has also been found that there is a positive relationship between the possibility of
the workers controlling their abilities and potential and the possibility of taking initiative, with job
satisfaction, since the people under these circumstances experience their work as something

important in which they have personal engagement according to Spector, (1997).
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Even the promotion features affect job satisfaction. It has been found that when these are enough ,
job satisfaction increased and this is due to the fact that promotions contain a number of important
indications about a person’s self-respect , in both materials (such as an additional salary increase)
and social nature (such as the recognition throughout the company and an increase of social
prestige).According to Spector (1997), the level of rewards is related to a small extent with job
satisfaction. What is important is the creation of a fair and clear identification system and generally a
fair working environment in concern to the promotional system, wages and rewards. Money is not a
motivation, however people have the need to know that the payment system and the promotion
process is based on fair and equal standards (Johns, 1996).

Lastly, some other dimensions which have been determined by research that effect the satisfaction ,
are the work conditions (heat , noise , cleanliness), the working hours and the free time which the
worker can ensure , safety , permanence as well as the allowances a job can provide. The allowances
include holidays, the right to retire as well as some other additional allowances which are mentioned
by Johns (1996).

2.4 Overall Job Satisfaction
Overall job satisfaction focuses on the general internal state of satisfaction or dissatisfaction within

the individual. Positive experiences in terms of friendly colleagues, high remuneration package, good
supervisors and attractive jobs create a positive internal state. Negative experiences emanating from
low pay, less than stimulating jobs and criticism create a negative internal state. Therefore, the
feeling of overall satisfaction or dissatisfaction is a holistic feeling that is dependent on the intensity

and frequency of positive experiences (Cherrington, 1994).
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CHAPTER 3

3. Methodology

3.1 Scope of the study

Job satisfaction forms a field which has witnessed many surveys, mainly in countries abroad. Large
companies as well as small and medium-sized companies have tried to define the factors that
contribute to job satisfaction through primary research. The aim of the particular research is to
measure job satisfaction and the factors which affect it. For the needs of the research, two 4star
hotels were chosen in the area of Paphos. The benefit from the analysis of the perimeters which
affect job satisfaction is huge for the hotel management as they will be able to locate points that need
improvement in order to increase job satisfaction for their workers and by extension the profitability
of the hotel.

3.2 Research Design
A sampling research was conducted with the use of anonymous structured questionnaires in a sample

of 50 employees (25 employees each hotel) at two 4star hotels in Paphos, for the collection of
primary elements. The completion of questionnaires was chosen by the researchers, as the way of
collective the information for a few important reasons. Firstly, the cost of research is confined while
at the same time the role of the researcher is limited and errors which may possibly occur due to
communication failures between researcher and participant are avoided. Moreover the questionnaire
was adapted to the specific needs of the present research, was easy to complete, gave extensive

information about the subject in research and the anonymity of the participants was kept.

3.3 Sample Size

Questionnaires were given to 50 employees (25 questionnaires in each hotel) at two 4star hotels in
Paphos which required being anonymous.

The study generated an 86% (n=43) response rate from the sample.This good response rate can be
attributed to: a) the 50 randomly participants being informed well in advance of the confidentiality of
the answers and the scope and objectives of research , b) the participants were called to return the
questionnaires to the envelope, protecting the anonymity.

The sample comprised of males and females at age groups between 18 and 50+, with different
educational  background and extending across the following job positions: a)
Administration/Accounting, b) Food and Beverage, c¢) Housekeeping Services, d) Maintenance, and
e) other.
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3.4 Data Collection Method

In order to elicit interest in the particular study, a meeting occurred with the Managers of the two
hotels which were randomly chosen. The Managers were informed about the scope and the aims of
the study as well as the content of the questionnaire. They were also reassured by the researcher that
the hotel and the participants would remain anonymous, about the voluntary nature of the study and
that the information gained would only be used for research purposes.

The managers of the two hotels asked for a one week period in order to give a positive or negative
answer as to the conduction of the research in their hotels. After the two managers gave a positive
answer, 25 questionnaires in an envelope were given to each of the managers, by the researcher.

The managers randomly chose the people who would participate in the research and therefore
handed out the questionnaires to their colleagues, informing them of the confidentiality of the
answers, the scope of research and making clarifications for the completion of the questionnaire. In
order to maintain anonymity and confidentiality, the participants were called to return the
questionnaires to the envelope within a two week period.

Finally after the questionnaires were handed to the researcher by the two hotel managers, the

analysis could take place.

3.5 Questionnaire

In order to measure job satisfaction in 4star hotels in the Paphos district, a questionnaire was
prepared which included variables that came from job satisfaction measuring tools, and have been

published in international journals.
More analytically, the questionnaire includes question regarding:

1. The research of job satisfaction in relation to the independent variable with questions regarding
some work characteristics (Q1-49) (Leadership and Planning, Career Development and Recognition,
Employee’s Role, Teamwork and Cooperation, Working Conditions, Supervision, Training, Pay and
Benefits). The participants are asked to choose the level of satisfaction in his present job through a
five level scale : 1= <Strongly Disagree> , 2= <Disagree> , 3= <Undecided/Neutral> , 4= <Agree>,

5= <Strongly Agree >.

2. In order to assess the level of overall job satisfaction (Q50), participants are also asked to state the

level of overall satisfaction with the hotel as employees, using the same scale.

3. Demographic/Personal Factors (Q51-55): Participants were asked to furnish information with
regard to their age, gender, educational background, job position and length of employment in the
specific hotel.
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3.6 Research framework
The conceptual framework that attempts to examine this thesis research is presented below. The

dependent variable of the research model is job satisfaction. The independent variables being

considered, are factors that affect job satisfaction, and are as follows:

a. Leadership and planning, includes the attitude of the management which shows interested
in their employees, the administration's effort to encourage its workers, the quality of the
services offered by the company, the favourable changes the company makes towards its
workers (AL- Hussami, 2008).

b. Career Development and recognition, includes the worker’s abilities for promotion,
freedom to participate with his own suggestions towards his work improvement, recognition
of effort, performance appraisal of the worker by objective criteria, personal growth margins,
through his work (Cigdem and Belgin, 2014).

c. Employee’s role, includes the everyday bulk of work of a worker , the variety of work which
is assigned to him, the extent of freedom which is given to completion of the tasks, the work
object and per se (Lam and Zhang, 2003).

d. Teamwork and Cooperation includes the relationship of the worker with colleagues, the
trust of the worker towards his colleagues, his freedom as a worker to seek help from a
colleague, teamwork and cooperation.

e. Working conditions, includes the flexibility of working hours, the amount of work, the
number of annual leave (holidays and sick leave), health and safety at work and balance of
work-personal life.

f. Supervision, includes the relationship of the worker with the immediate supervisor, the way
the worker is managed by his supervisor, the trust which the supervisor shows to the worker.
Supervision is also a process that provides support, resources, and skill development for
professional staff in carrying out these goals. Winston and Creamer (1997) define supervision
as “an interactive process designed to support staff as they work to promote organizational
goals, and to enhance personal and professional development”.

g. Training, includes the support which a worker receives from the company in order to
develop the abilities through education, seminars and other programmes.

h. Pay and other benefits, includes the worker’s salary in relation to his responsibilities,
benefits which the company offers (medical care, private insurance), and fair salary

compared to that of colleagues

Lastly, a series of demographic variables are being examined, such as age, gender, educational

background,  job  position and years of service in the present job.
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CHAPTER 4

4. Findings and Data Analysis

In this chapter we will quote the total of the analysis and the processing of the data in the
research. Through this analysis we take some important statistical items of job
satisfaction according to various criteria, as well as elements which assist in the analysis
of the overall satisfaction, the dimensions of the satisfaction and of the workers’, in order
to collect and study all of the above and lead to an estimation of the results and to some

useful conclusions.

In the first phase, the Personal/ Demographic elements will be presented, which are
included in the general information about the workers. Then the analysis of the results of
the work related to characteristics will be presented, along with the overall Job
Satisfaction. Tables and charts were used for the presentation of the results, and statistical

program (ISP) was used for the analysis and conduction of the results.

4.1 Demographic information of the sample

This part of the research commences with an analyses of the demographical/ personal
data gathered from the research sample (n = 43). The data analysed are presented in the
form of tables and charts. This is followed by a description of the most important sample

characteristics by means of frequencies and percentages.

Table 1: Gender Distribution

Gender Frequency Percentage Valid percent Cumulative Percent

Male 21 48.84% 48.84% 48.84%
Female 22 51.16% 51.16% 100.00%
Total 43 100.00% 100.00%
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H Male

W Female

Figure 1: Gender Distribution

Figure 1 presents the gender distribution of the sample. Male respondents comprised of
48.84% (n=21) compared to 51.16% (n=22) female respondents.

Table 2: Age Distribution

Cumulative
Age Distribution Frequency Percent Valid Percent Percent

Less than 20 years 2 4.65% 4.65%
21-30 17 39.53% 44.19%

31-40 10 5 23.26% 67.44%

41-50 13 . 30.23% 97.67%
51 and above 1 . 2.33% 100.00%
Total 43 100.00% ‘ 100.00%
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Age Distribution
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Figure 2: Age Distribution

Figure 2 presents the age distribution of the sample. The majority of them, 39.53%
(n=17) fall in the age category 21-30 years. Secondly, thirteen (30.23%) of the
respondents are between 41 and 50 years old. The age category 31-40 years old
constitutes 23.26% of the sample. Only 1 respondent (2.33%) fall in the age category of
50 years and above. From the above results it can therefore be concluded that the
majority of the employees participating in the study are young people ranging between

the ages 21-30 years old.

Table 3: Educational Background Distribution

Cumulative
Frequency Percent Valid Percent Percent

Educational
Background

Elementary School 3 6.98% 7.14% 7.14%
16 37.21% 38.10% 100.00%
42 97.67% 100.00%

1 2.33%
43 100.00%

University
Total
System
Total

High School | 23 53.49% 54.76% 61.90%
|
|
|
|

Table 3 indicates the educational background distribution of the sample. The majority of
the responders, 53.49% (n=23) are high school graduates. Sixteen responders (37.21%)

are University Graduates and only three employees (6.98%) are Elementary school
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graduates. One employee (2.33%) did not indicate his/her educational background. The
4™ option of the answer (if anything else, please specify) is totally absent from the

anNSWEers.

Table 4: Length of service Distribution

Cumulative
Length of service Frequency Percent Valid Percent Percent

Less than 6 months 25.58% 25.58% 25.58%
6 months to 1 year 4.65% 4.65% 30.23%

1-2 years 27.91% 27.91% 58.14%
2-3 years
3-4 years

100.00% 100.00%

Length of Service

40.00% A
35.00% - 30.23%
27.91%

30.00% - 25.58%
25.00% -
20.00% -
15.00% -
0,
10.00% - 4.65% 6,282

4.65%
5.00% -

000% T T T T T 1
Lessthan® 6 monthsto  1-2years 2-3 years 3-4years  More than4
months 1year years

Figure 4: Length of service Distribution

It can be viewed in figure 4 that the majority of the respondents (30.23%) work at the
hotel more than 4 years. Twelve respondents (27.91%) work 1 to 2 years while 11
respondents (25.58%) work less than 6 months in the current job. Two respondents

(4.65%) fall in the 6 months to 1 year’ service group and the same amount of respondents
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fall in the 3-4 years’ group. From the above results, it can therefore be concluded that

more than 25% of the respondents, work less than 6 months in the specific hotel.

Table 5: Job position Distribution

Valid Cumulative
Job position Frequency Percent Percent Percent
Administration/Accounting 8 18.60% 18.60% 18.60%
Food and Beverage 16 37.21% 37.21% 55.81%
Housekeeping services 4 9.30% 9.30% 65.12%
Maintenance 5 11.63% 11.63% 76.74%
Other 10 23.26% 23.26% 100.00%
100.00% 100.00%
Job Position
50.00%
40.00%
30.00%
20.00%
10.00%
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Figure 5: Job Position Distribution

Figure 5 indicates the job position of the sample which divided into 5 categories:
Administration/Accounting, Food and Beverage, Housekeeping Services, Maintenance,
and other. The 37.21% (n=16) of the respondents are working at the food and beverage
department, the 23.26% (n = 10) at other departments, the 18.6% (n = 8) at
administration/accounting department, the 11.63% (n = 5) at maintenance department,
and the 9.30% (n = 4) at housekeeping services. Ten of the respondents who select the
other department may not understand the question very well or they tried to hide their
identity by doing that.
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4.2 Work-related characteristics and Job satisfaction

The following tables indicate the arithmetic means for the questions that explain the
various work related characteristics (Leadership and Planning, Career Development and
Recognition, Employee’s Role, Teamwork and Cooperation, General Working

Conditions, Supervision, Training, Pay and Benefits) according to the responders.

Responses vary from strongly disagree to strongly agree (1-5).

1. General management has clear aims and
objectives.

4.14 43 3 4 20 16
2. There is adequate planning of corporate
objectives.

3.88 43 4 8 20 11
3. Management does not play favorites.

3.47 43 2 8 6 22 5
4. Management does not say one thing and do
another.

3.86 43 2 4 2 25 10
8. Hotel’s Management communicates frequent
enough with the employees to provide directions
and receive feedback in order to be improved. 3.37 43 1 8 15 12 7
9. | feel I can trust what the Management of the
Hotel tells me.

4.09 43 1 10 16 16

Leadership and planning at the hotel are examined by 6 questions with mean scores range
from 3.37 — 4.14. Q1 scores the highest mean (4.14) indicating that employees
understood that general management have clear aims and objectives. Q8 scores the
lowest mean (3.37) showing that employees are not enough satisfied with the frequency

of communication between hotel’s management and them.

14. 1 have good possibilities for future career
progression in my hotel.

4.07 | 43 1 1 7 19 15
15. I plan to continue my career at my Hotel.

412 | 43 10 18 15
16. | have opportunities to learn and grow

3.81 | 43 2 4 9 13 15
20. If 1 do good work | can count on making more
money.

3.81 | 43 1 2 14 13 13
21. If I do good work I can count on being promoted

3.65 | 43 6 10 20 7
22. | feel | am valued at my Hotel.

3.95 | 42 5 5 19 13
23. My Hotel gives enough recognition for work that’s
well done.

3.62 | 42 6 12 16 8
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The above table indicates the arithmetic means for the questions used to examine career

development and recognition. In all of the questions the mean is above 3.5 demonstrating

a satisfied level in this category. Q15 (I plan to continue my career at my hotel) scores

the highest mean (4.12) indicating that responders are satisfied enough to continue their

career in its specific hotel. In general, employees seem to agree with the established

career development and recognition opportunities.

17. I am given enough authority to make decisions | need
to make.

3.93 43 9 16 14
18. I feel I am contributing to my Hotel’s mission.

4.56 43 1 14 27
19. I have the materials and equipment to do my job well.

3.93 43 4 30 7
32. | am satisfied with the time given to me to complete
my work

3.74 43 11 19 9
33. The amount of work expected of me is reasonable.

3.42 43 14 13 7

Employee’s role at the hotel are examined by 5 questions with mean scores range from

3.42 -4.56. By examining the employee’s role, most of the responders feel that they are

contributing to its hotel’s mission. Thus the mean score in question 18 is 4.56.

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

412 | 43 1 4 5 12 21
26. | get all the support I need from my colleagues at
this department.

3.74 | 42 2 12 21 7
27. | receive co-operation from all other departments

3.60 | 43 1 6 8 22 6
28. My colleagues help me even if I don’t ask them to.

3.65 | 43 2 1 17 13 10

Teamwork and cooperation at the hotel are examined by questions 25 to 28. The mean

scores range are between 3.60 and 4.12. The question with the lowest mean (3.60) is

question 27. The main reason is because some of the responders claim that they don’t

receive co-operation from all other departments. On the other hand most of the
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responders feel part of a team working towards a shared goal. Thus, Q25 scores the
highest mean (4.12).

31. My physical working conditions are adequate to
ensure my personal health and safety.

3.77 | 43 3 11 22 7
35. | can keep a reasonable balance between work and
personal life.

3.90 | 42 2 8 22 10
46. | think | have a sufficient amount of annual leave in
my Hotel

3.28 | 43 2 6 19 10 6
47. 1 believe my Hotel has a good sick leave policy.

321 | 42 5 7 10 14 6
48. | believe the health insurance that my Hotel offers
is good.

3.36 | 42 5 2 15 13 7
49. My Hotel maintains benefits that compare well to
other hotels in this area.

3.65 | 43 3 2 10 20 8

Working conditions at the hotel are examined by 7 questions with mean scores range
from 3.21-4.16. In some of the Questions (3 in total) the mean scores are lower than 3.5.
This shows that some parameter of working conditions do not satisfy responders. Q35

scores the highest mean (3.90) indicating that the hotels’ working conditions allow

employees to keep a balance between work and personal life.

37. My supervisor deals with all employees fairly and
objectively.

423 | 43 11 11 21
38. My supervisor treats me with respect

4.26 | 43 2 7 12 22
39. My supervisor handles my work-related issues
excellently.

414 | 42 1 10 13 18
40. My supervisor actively listens to my suggestions.

4.05 | 43 1 2 11 9 20
41. My supervisor is an effective manager.

4.07 | 43 3 9 13 18

Supervision at the hotels is examined by questions 37 to 41. What is important to be
mentioned, is that in all of the questions mean scores are greater than 4. Responders seem
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to be very satisfied with their supervisors as they deal with all employees fairly, listen to

their suggestions and treat them with respect.

24. My salary is fair for my responsibilities.

3.05 42 3 9 17 9 4
44. | am satisfied with the salary | get from my Hotel

2.88 43 1 15 18 6 3
45. | believe that the benefit package that my Hotel
provides me is very good.

3.16 43 1 11 17 8 6

Pay and benefits at the hotel are examined by questions 24, 44 and 45. Our results show
means scores range from 2.88-3.16. Employees seem not to agree with the current

payment policy of their hotels connected with unfair salary, and bad benefit package.

1.Leadership and planning 3.80 0.72
2. Career Development and recognition 387 0.67
3.Employee's role 3.92 0.58
4. Teamwork and Cooperation 3.77 0.83
5.Working Conditions 3.62 0.79
6.Supervision 414 0.84
7. Training 3.36 1.13
8. Pay and Benefits 3.01 0.92

The mean values and standard deviations of the factors affecting job satisfaction are
presented on the above table.

The means for the Leadership and Planning, Career Development and Recognition,
Employee’s role, Teamwork and Cooperation, Working conditions, and Supervision are
well above average (3.00) in our measurement scale (1-5), indicating that employees are
satisfied with the most of the factors affecting job satisfaction. What is important to be
mentioned, is that responders seem to be very satisfied (mean score= 4.14) with their

Supervisors.

28|Page



Means of 3.01 and 3.36 were obtained for the training and pay and benefits respectively.
It would thus appear that the employees of the two 4star hotels are not satisfied with the

training opportunities and even less with the payment they receive.

Our findings regarding the level of satisfaction by examining different work related
characteristics show that responders in the two 4star hotels in Paphos are most satisfied
with their supervision, employees’ role, career development and recognition, and
Leadership and planning. They are however, less satisfied with their training

opportunities and least satisfied with their remuneration they receive.

4.3 Overall job satisfaction

Overall job satisfaction is examined by Q50 of the questionnaire. The table below

illustrates the overall job satisfaction of the sample.

Table 1: Overall Job Satisfaction

Q50. Overall | am satisfied with my Hotel as an employer
Cumulative
Frequency Percent Valid Percent Percent

Disagree (2) 6.98% 6.98% 6.98%
Undecided/Neutral
6 13.95% 13.95% 20.93%
‘ 20 46.51% 46.51% 67.44%
‘ 14 32.56% 32.56% 100.00%
|

43 100.00% 100.00%

€)

Agree (4)
Strongly Agree (5)
Total

Our findings show that most of the responders (20 or 46.51%) agree followed by those
who strongly agree (14 or 32.56 %) that they are satisfied with their work, while 6 of
them (13.95%) tend to be neutral. What is important to be mentioned, is that only 3 out of
43 people are not satisfied with their work, while the first option of the answer (1-

Strongly Disagree) is totally absent from the answers.
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4.4 Correlation Matrix - Work-related characteristics

The correlation matrix gives the correlation coefficient between each variable and the
others. Thus, it identifies how important is the correlation between variables. The
correlation coefficients (r) are expressed as values between +1 and -1. The closer r is to
+1 or -1, the more closely the two variables are related. The value of 1 represents a
perfect positive correlation while a value of -1 represents a perfect negative correlation. A

value of 0 represents a lack of correlation.
Hypothesis 1

Alternative Hypothesis (H1)

There will be a significant relationship between work related characteristics (Leadership
and Planning, Career Development and Recognition, Teamwork and Cooperation,

Working Conditions, Supervision, Pay and Benefits).

The following table contains the correlation coefficients between the work-related

characteristics.

Correlation Matrix

As can be seen, all correlation coefficients (r) are positive between work related
characteristics. What is important to be mentioned, is that although the correlation
coefficients are positive, some of them are not statistically significant.
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Career Development Vs other factors

There is a strong positive correlation between career development and supervision
(r=0.8514) and it is statistically significant (p= 0.0253). The other factors also indicate a
positive correlation but in lower levels. Career Development and Recognition compared
to Working Conditions have the lowest positive correlation (r=0.4691) and is statistically

significant at p value of 0.0114.

Teamwork and Cooperation Vs other factors

There is positive correlation between Teamwork and Cooperation, and other factors.
Although the highest positive correlation is between Teamwork and Cooperation, and
Supervision with correlation coefficient of 0.7290, however it is not statistically
significant (p = 0.0904).

Leadership Vs other factors

The highest correlation was found between Leadership and Supervision (r= 0.8158). It
also indicates strong positive correlation. A p value is equal to 0.1530 indicating that it is

not statistically significant.

Working Conditions Vs other factors

The correlation between working conditions and pay is very strong (r=0.9427) and is
closed to perfect correlation. It is also statistically significant at the 0.00 level (p value).
Additionally the above table indicates a strong positive correlation between working
conditions and supervision. The relations between the two variables are statistically
significant at 0.00 level (p value). When all other factors are compared with working

conditions, a weak positive correlation exists.

Supervision Vs other Factors

The above correlation matrix shows that all of the factors compared to supervision have
strong positive correlation. R values are between 0.6980 and 0.8959. The relationship
between Supervision and, Career Development, Working Conditions and Pay is
statistically significant (p value < 0.05). However the relationship between Supervision
and the two other factors (Leadership, Teamwork) is not statistically significant. They

were obtained P values of 0.1530 and 0.0904 respectively.
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4.5 Multiple Regression Analysis — Work related characteristics and overall job

satisfaction

Hypothesis 2
Alternative Hypothesis (H2)

The work related characteristics of Leadership and Planning, Career Development and
Recognition, Teamwork and Cooperation, Supervision, Pay and Benefits will significantly

explain the variance in job satisfaction amongst employees in 4 stars hotels in Paphos.

Regression Statistics

Multiple R 0.7125
R Square 0.5076
Adjusted R Square 0.441
Standard Deviation of Regression 0.6516
Observations 43
D.F. Numerator 5
D.F. Denominator 37

Table 1: Regression Statistics

Dependent Variable: Overall Job Satisfaction

2.138742000 Y

0.4604 0.2470 1.863769060 0.0703 N

0.9347 0.3090 3.024587765 0.0045 Y

0.1803 0.1813 0.994276429 0.3265 N

-1.7715 0.6985 | -2.536036321 0.0156 Y
1.0858 0.3775 2.875975776 0.0066 Y

Table 2: Coefficients, P Values, Statistical Significance

The results of the multiple regression analysis regressing some of work related

characteristics against overall job satisfaction, as dependent variable, are presented in Table
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1 and 2. Table 1 indicates the coefficient of Determination between the work related
characteristics and job satisfaction, as indicated by R square which is 0.5076, whilst
adjusted R square, is equal to 0.4410. R-squared measures how good the estimated
regression equation is. Additionally, the r-squared represents the proportion of the total
variation in the dependent variable that is explained by the regression equation. It has the
range of values between 0 and 1. Adjusted R square gives the percentage of variation
explained by only those independent variables that in reality affect the dependent variable.
Therefore R square value of 0.5076 means that 50.76 % of the total variation of overall job
satisfaction is explained by the independent variables (Leadership and Planning, Career
Development and Recognition, Teamwork and Cooperation, Supervision) and the

remaining 49.24% may be explained by other factors.

Table 2 shows the coefficients, p values and the statistical significance. Leadership and
planning, with coefficient of 0.4604 means that an increase in Leadership and planning by 1
lead to an increase in overall job satisfaction by 0.4604. However this factor is not
statistically significant as the p value is greater than 0.05. Career development and
recognition has a coefficient value of 0.9347 and was found to be statistically significant at
0.0045 (p value). Teamwork was found not to be statistically significant (p value=0.3265).
The coefficient value for this factor is 0.1803.

Supervision has a negative coefficient value (-1.7715) and is statistically significant. Thus
an increase in supervision by one will lead to a reduction in overall job satisfaction by
1.7715. Pay and benefits factor has a coefficient of 1.0858. This factor has a p value of
0.066 and it significantly help to explain the variation of overall job satisfaction.
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CHAPTER 5: Discussion- Conclusions

5.1 Discussion
5.1.1 Demographic information of the sample

The study generated 43 responses (86%) out of 50 questionnaires. The 48.84% (n=22) were
males, while the 51.16% were females. The majority of them, 39.53% (n=17) fall in the age
category 21-30 years. Most of the responders are high school graduates (53.49% or 23) and
thirteen people of the sample works at the hotel more than 4 years. What is important to be
mentioned, in the length of service distribution, is that more than 25% of the respondents,
work less than 6 months in the specific hotel. In the final question (Q55. Which is your
department of work?) of the questionnaire, most of the responders (37.21%) are working at

the food and beverage department.

5.1.2 Work-related characteristics and Job satisfaction (Mean and Standard
Deviation)

The results in subchapter 4.2 indicate that responders at two 4star hotels in Paphos, are
most satisfied with their Supervision with mean value of 4.14. Responders seem to be very
satisfied with their supervisors as they deal with all employees fairly, listen to their
suggestions and treat them with respect. Employees are also very satisfied with their roles,
their career development opportunities, and the cooperation with their colleagues. Means
of 3.01 and 3.36 were obtained for the training, and pay and benefits respectively. It would
thus appear that the employees of the two 4star hotels are not satisfied with the training

opportunities and least satisfied with the compensation they receive.

5.1.3 Correlation Matrix - Work-related characteristics of job satisfaction

As can be seen from subchapter 4.4, the results indicate that all correlation coefficients (r)
are positive between work related characteristics. However, although the correlation
coefficients are positive, some of them are not statistically significant (p < 0.05).

There is a strong positive correlation between Teamwork and Cooperation, and Supervision
with correlation coefficient of 0.7290, however it is not statistically significant (p =
0.0904). Additionally the correlation between Leadership and Supervision is not
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statistically significant. When Supervision is compared with Leadership and Teamwork, the

relationship is not statistically significant as the P values are higher than 0.05.

The results also indicate that the strongest correlation was obtained between working
conditions and pay (r = 0.9427) and this correlation is statistically significant at the 0.00
level (p value). The relationship between supervision and pay is also high (r=0.8959) and it
is statistically significant. The weakest relationship was found between career development
and working conditions (r = 0.4691). Although the correlation is weak, it is statistically
significant at p value of 0.0114.

5.1.4 Multiple Regression Analysis — Work related characteristics and overall job
satisfaction

The results from multiple regression analysis in subchapter 4.5 indicate that work related
factors significantly explain the variance of overall job satisfaction. 50.76 % of the total
variation of overall job satisfaction is accounted by the independent variables (Leadership
and Planning, Career Development and Recognition, Teamwork and Cooperation,
Supervision). However, leadership and planning, and teamwork factor is not statistically
significant as they get p values greater than 0.05. Additionally if the supervision increases
in two 4star hotels in Paphos, it will lead to a decrease in overall job satisfaction by 1.7715.
It may be concluded that the significance level of the study is very good. However, this
finding suggests that 49.24% of the variance in overall job satisfaction may be explained by
other factors that may be considered in future studies.
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5.2 Conclusions

The aim of the present research was to explore job satisfaction and the factors which affect
it. Therefore the work related factors were examined, and the workers’ satisfaction was
counted in relation to these factors as well as the overall satisfaction in the two 4star hotels

in Paphos.

A sampling research was conducted with the use of anonymous structured questionnaires in
a sample of 50 employees at two 4star hotels in Paphos. The study generated an 86%
(n=43) response rate from the sample. Male respondents comprised of 48.84% (n=22)
compared to 51.16% (n=23) female respondents. Most of the responders are high school
graduates (53.49%) and more than 25% of the respondents work less than 6 months in the
specific hotel. Additionally most of the responders (37.21%) are working at the food and

beverage department.

The research indicates that work related factors significantly explain the variance of overall
job satisfaction. 50.76 % of the total variation of overall job satisfaction is accounted by the
factors such as Leadership and Planning, Career Development and Recognition, Teamwork
and Cooperation, and Supervision. Additionally it indicates that there is a positive
significant relationship between career development and recognition, supervision,

compensation and overall job satisfaction.

Our results regarding the context of overall job satisfaction in two 4star hotels in Paphos
are positive and encouraging for the owners and management. Overall Job Satisfaction
scored a mean of 4.05 with standard deviation of 0.87. Mean score is well above average
(3.00) in our measurement scale (1 — 5), indicating that employees are generally satisfied
with their work. The findings also show that employees in two 4star hotels in Paphos are
more satisfied with their supervisors, followed by employee’s role, cooperation with their
colleagues and the opportunities for career development compared to training level and

remuneration package which are major sources of dissatisfaction.

Although it was found that in most of the factors affecting satisfaction level is high, it also

seems that specific factors need to be improved. If certain actions for improvement are
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taken, then the overall satisfaction of the employees will rise. Some recommendations are

provided in order to improve job satisfaction in hotel industry.

First of all, staff training is important in every organisation in order to improve employees’
performance by using their skills and be specialized in their work. Application of an
efficient training program, that it should be aligned with the hotel’s mission and objectives,

has an important impact in increasing employees’ performance.

Remuneration package provides basic attraction for an employee to perform their job
efficiently and effectively. Remuneration constitutes an important source of income for
employees and it has an effect on the employees’ productivity and work performance. Thus
the amount and method of remuneration are very important for both management and
employees. Remuneration of employees based on their performance may be more effective
in hotel industry. Thus, workers who perform better than other workers will receive higher
remuneration package. Additionally, hotels which offering competitive salaries and

opportunity for upward mobility, they enhance the chances of employee retention.

Recommendations

The findings of this study make a valuable contribution to the awareness of understanding
the concept of job satisfaction and the effect of work related factor such as Leadership and
Planning, Career Development, Employee’s Role, Recognition and Rewards, Teamwork
and Cooperation, General Working Conditions, Supervision, Skills and Training, Pay and
Benefits have on job satisfaction. However, additional research is needed to further
investigate the potential relationship and effect these variables and other variables, have on
job satisfaction and to cover the gaps that not been solved in the current study. It is also
suggested that for future research a proportionate random sample be used to compare

different categories of hotels using a bigger sample.

To conclude, the benefit from the analysis of job satisfaction and related-environmental
factors is also huge for the management of two hotels as they will be able to locate things
that need improvement in order to increase employee satisfaction and hence gain
competitive advantage against their competitors. However, the results acquired cannot be

generalised with confidence to other 4star hotels in Paphos.
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APPENDIX 1 - QUESTIONNAIRE IN ENGLISH/GREEK
MPOZAPTHMA 1 - EPQTHMATOAOIIO ZTA AITAIKA/ENHNIKA

4star HOTELS in Pafos
4&otepax ZENOAOXEIA otnv Néego

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

number stands for:

IMopokoA®d omavTioTe TO TOPUKATO EPOTNUATA , KUKAMVOVTOG TNV amdvinon cag. H kAipoka mo kdtm

AVTITPOCMOTEVEL TNV AVTIGTOYYT onpacio Tov kabe apBpov:

Strongly Disagree/ Disagree/ Undecided/Neutral Agree/ Zopooved Strongly Agree/
Aw@ave Arérvta AwwQove Avomo@doistog / Ovdétepog Zopeove Ardéivta
1 2 3 4 5

. General management has clear aims and objectives.
. O T'evikdg AtevBuviig €xet EexdBapouvg oKoToVS Kot GTOYOVG.

1 2 3 4 5

. There is adequate planning of corporate objectives
. Yrdpyel enapkng oxedlocioc TV ETOPIKAOY 6TOY@V.

1 2 3 4 5

. Management does not play favorites.
. H Awoyeipion dev kdvel O10KpIGELG GE GUYKEKPLULEVE GTOLLOL.

1 2 3 4 5

. Management does not say one thing and do another.
. H Awoyeipion dev Aéetl éva, mpdrypo Kot KAvel KOt GALO.

. | believe that all the employees share the same vision and have common beliefs and values.
. [Tlioteb® g 6Aot o1 epyalopevol GuppePilovTal To 1310 OPALLO. KoL £X0VV KOWEG TETOIONGELS Kol

agieq.

D Ol DLW W N—=

6. Individual initiative is encouraged in my Hotel.
6. H atopikn mpmtofoviia evBappivetal 6o E€vodoyeio [Lov.

7. Quality is top priority for everyone in my Hotel.
7. H mowdtnta ivar Kopueaio TpotepatdoTTa yio OA0VG 6TO EeVOd0yEl0 LoV,

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

8. H Awyeipion tov Eevodoyeiov emtkovovel apkeTd cuyva pe Toug epyaloévoug 00Tmg MOTE Vo
mapéyel 0dNYieg Kot va AUPAveL ovatpo@oddTnoT TPokeEVoD vo. BeATimbEL.

9. | feel I can trust what the Management of the Hotel tells me.
9. AicBdvopot 6Tl PTOP® VO EUTICTEVTA AVTA OV oL Aéet 1) d1evBuvon tov Egvodoyeiov.

10. There is adequate communication between departments.
10. Yrdpyet emapkng emkovavio peta&d Tov Tunudtov

11. My relations with the other staff of my department are excellent.
11. Ot o)€0€15 LoV LE TO VITOAOUTO TPOCOTIKO TOL TUNUATOG OV Eivarl eEapeTikEg

12. In my Hotel, employees avoid unnecessary conflicts.
12. 10 Egvodoyeio pov, ot epyalOpeEVol amoPELYOLV TIG TEPLTTEG GUYKPOVGELS

13. My hotel encourages me to solve any problems | face without cooperating with others.
13. To Eevodoyeio pov pe evBappOHveL va AMOVe 0ToadnToTE TPORANLOTO OVIIHLETOTIL® YOPIG va
ovvepydlopon pe GAAOLC.

14. | have good possibilities for future career progression in my hotel.
14. "Exo koAég SuvatdTNTEG Y10, LEAAOVTIKY ROy YEAUOTIKY ££EMEN GTo EEVOdoyEio [LOL.

15. | plan to continue my career at my Hotel.
15. Zomed® va cuveyicm TV KoplEPa LoV 6To EEVOSOYEILD [LOV.

16. | have opportunities to learn and grow
16. Eyo gvkaipieg yio vo pédbo kot vo avortuydo.

17. 1 am given enough authority to make decisions | need to make.
17. Mov €yet 600el apket €£0061000TNOT Y10l VO TAIPV® TIG OTOPAGELS TOL TPETEL.

18. I feel I am contributing to my Hotel’s mission.
18. AwsBdvoupar 61t suuPEAL® otV 0mocToln Tov Egvodoygiov Lov.

1 2 3 4 5

19. | have the materials and equipment to do my job well.
19. Eyo o vAKd Ko Tov eE0TAMGUO Y1 VoL KAVE KOAG T1 SOVAELL [Lov.

1 2 3 4 5

20. If 1 do good work | can count on making more money.
20. Av kdvo 6ot TV S0VAELE LoV UTOPd Vo, BacIoTO 6TO YeYovog 0Tt Ba BydAim mepiocdtepa
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xphpoTo.

21. If 1 do good work I can count on being promoted 2 3 4
21. Av KGve 6ot TV d0VAELL LoV pTopd Va Baciotd oTo yeyovog 0Tt Ba Thpm Tpoaymyn.

22. | feel I am valued at my Hotel. 2 3 4
22. Nuwbo mog e ektipodv oto Eevodoyeio Hov.

23. My Hotel gives enough recognition for work that’s well done. 2 3 4
23. To Egvodoyeio LoV JiVEL APKETN OVOYVAOPLOT] Y10, THV EPYOGIO TOV EYEL YIVEL KOAGL.

24. My salary is fair for my responsibilities. 2 3 4
24. O puebog pov eivor dikaiog yio Tig euOHVES pov.

25. | feel part of a team working towards a shared goal. 2 3 4
25. Nuovbw pépog piag opadog mov epyaletan Tpog Eva Koo 6Tdyo.

26. 1 getall the support I need from my colleagues at this department 2 3 4
26. Iaipve 6An v vroompién mov ypeldletol amd TOVG GUVASELPOVS OV GE AVTO TO TUNLLO

27. | receive co-operation from all other departments 2 3 4
27. AoapBave cuvepyacio amd OAa To GAAG TUALOTO

28. My colleagues help me even if I don’t ask them to. 2 3 4
28. Ot cvvadedpot pov va pe fonbodv axodpa Kot av v Tovg T0 INTm.

29. The workload is distributed evenly to all members of the staff 2 3 4
29. O pOpTOG epyaciog VOl OLOOLOPPA KOTAVEUNUEVES GE OAOL TOL LEAT) TOV TPOCMTIKOD.

30. One person can fully complete a task without cooperation with other employees. 2 3 4
30. Eva dtopo pmopet va OLoKANpOCEL TANPOGS Ll EPYACI XOPIC CUVEPYACIN LLE TOVG VTTOAOUTOVG

gpyalopevoug.

31. My physical working conditions are adequate to ensure my personal health and safety. 2 3 4
31.01 puoikég cuVONKEG EPYOCING OV EVOL ETAPKNG Y10 VA LOV EEQCPAAIGOVV TNV TPOCHOTIKY VYEiQ

K0 TNV acQAAEL

32. | am satisfied with the time given to me to complete my work 2 3 4
32.Eipon ikavoromuévog pe o xpdvo mov Hov 600nKe va 0OAOKANPOG® T0 £PYO oL,

33. The amount of work expected of me is reasonable. 2 3 4
33.To @opto NG EPYAGIG TOL AVOUEVETOL amd PEVO EIVOL AOYIKO.

34. I recommend employment at my Hotel to the people | know. 2 3 4
34 Zvotve ™V anacyoAncn oto £gvodoyeio Lov 6Tovg avlpdmovs Tov yvapilo.

35. | can keep a reasonable balance between work and personal life. 2 3 4
35.Mmopd vo Kpatho® pie €OA0YN 1ooppomios LETAED ETayYEAUATIKNG KOl TPOCOTIKNG (ONG.

36. | think there are many changes that my Hotel has to do to achieve better working conditions. 2 3 4
36. IToted® TG VIAPYOLY TOAAEG 0ALOYEC TOV TTPETEL VaL KAveL To EEvodoyeio LoV Yio TV emitevén

KOADTEP®V GLVONKOV epyaciog

37. My supervisor deals with all employees fairly and objectively. 2 3 4
37.0 emPAEm@V LoV GUUTEPLPEPETOL GE OAOVG TOVG EPYOLOLLEVOLS, dTKOLO KOL OVTIKELEVIKAL.

38. My supervisor treats me with respect 2 3 4
38.0 emPAémav pov coumepipépetal Le cePUcuO.

39. My supervisor handles my work-related issues excellently. 2 3 4
39.0 emPAémav pov yepiletal dpiota pov (it Tov oyetiloviot Le TNV epyacia.

40. My supervisor actively listens to my suggestions. 2 3 4
40.0 emPAET®V POV OKOVEL TIG TPOTAGELS LOV EVEPYOL.

41. My supervisor is an effective manager. 2 3 4
41.0 emPAénmv pov givar £vog omoTELEGLOTIKOG LavaTlep.

42. My Hotel provided me as much initial training as | needed. 2 3 4
42.To Eegvodoyeio pov, pov mopeiye 6omn apyikn ekmaidcvon ypetaloLovy.

43. My Hotel provides me as much ongoing training as needed, in order to meet the requirements of 2 3 4
my job.

43.To Eevodoyeio pov, pov mopeiye 6omn ovvexlopevn exkmaidevon ypelafOHOVY TPOKEUEVOL VL

OVTOTOKPIVOLLOL GTIG OTOUTHGELS TG OOVAELAS LLOV.

44. | am satisfied with the salary | get from my Hotel 2 3 4
44 Eipon ikovomrompévog pe tov pebo mov maipve omd 1o Eevodoyeio pov.

45. | believe that the benefit package that my Hotel provides me is very good. 2 3 4
45 ITotedm 0T T0 TKETO TOPOY DY TOL EEVOSOYEIO oL Ge Péva givarl TOAD KOAO.

46. | think | have a sufficient amount of annual leave in my Hotel 2 3 4

46 Nopilw o611 £xm €va enopkég TOGO NG TGS AdELS oTo Egvodoyeio pov.
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47. | believe my Hotel has a good sick leave policy.
47. IIotevm 011 T0 Egvodoyeio Lov S10BE€TEL [t KOAT TOATIKY OVAPPOTIKNG GOELOC.

48. | believe the health insurance that my Hotel offers is good. 2 3 4
48. TIiotevm 6t N ac@AAELD VYELNG TTOL LOL TPOGPEPEL TO Egvodoyeio elvar KA.

49. My Hotel maintains benefits that compare well to other hotels in this area. 2 3 4
49. To Egvodoyeio pov datnpet 09éAn Tov cuykpivovior KOAA o€ oyéon pe dAha Eevodoyeia otnv

TEPLOYN].

50. Overall I am satisfied with my Hotel as an employer. 2 3 4

50.Tevikd eipion ikavomonpuévos e To EEVOSOYELD LoV MG EPYOSOTNG.

Please answer the following questions, by putting V in the box that represents you:

Mapaxodd amavinoete 6TIC TaPaKAT® epOTOoELs, Palovtag \ 670 KOVT{ TTOV GOG OVTUTPOCMTEVEL

51. Sex/®iAo
a. Male /Apoevikd
b. Female /@®nAvko

52, Age/HAkia
a. Less than 20 years/ Katw and 20 ypovodv
b.21-30
c.31-40
d. 41 -50
e. 51 and above /51 ko Taveo

53. Educational Background/ ExmaidcuTiko YmoBa®po
a. Elementary school /Anpotiko Zyoieio
b. High school /Tvypvéoio
¢. University /TTavemotiuio
d. If anything else/more, please specify
Av KTt AL / TEPLEGOTEPO, TAPAKAAD SlEVKPVIGTE

O oooao o

]

54. For how long have you been working at the Hotel?/INa méco kaipo epyaleore oTO

Zevodoxeio?

a. Less than 6 months / Atyotepo amd 6 pnveg

b. 6 months to 1 year / 6 ufveg £og 1 ypdvo
c.1-2years/ 1-2 ypovio

d.2-3years/ 2-3 ypdvia

e. 3-4years/ 3-4 ypovio

f. More than 4 years/ Ilepiocdtepo and 4 ypdvia

55. Which Is your department of work? / Noio givai To T« epyaciag cag?

a. Administration/Accounting - Aioiknon / Aoyiotikd

b. Food and Beverage/Service - Tpogipwv kot totdv / Yanpeoiog
¢. Housekeeping services/ Kapopiépa

d. Maintenance / Zvvtiipnon

e. Other / Akho

Oo0o0ooaooag

O

]
O
O
O
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