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ABSTRACT

Job satisfaction has been defined as a pleasurable emotional state resulting from the appraisal

of one's job; an affective reaction to one's job; and an attitude towards one's job. Weiss

(2002) has argued that job satisfaction is an attitude but points out that researchers should

clearly distinguish the objects of cognitive evaluation which are affect (emotion), beliefs and

behaviours.

Job satisfaction is defined as the reaction of an individual to the working environment.

Among the variables affecting the thoughts of an individual about his job there are his salary,

promotion opportunities, social rights, chief, colleagues, working conditions, communication

and demographic factors. Each of those variables affect his job satisfaction in various ways.

The aim of this study is to measure the factors affecting the job satisfaction of salespeople. It

was made on the salespeople in Cyprus and in Turkey.

This study was made in order to investigate whether a change due to the demographic
@o

variables occurs or not in the job satisfaction of salespeople.

•
To make this research, a special Job Satisfaction Inquiry was developed. After the inquiry was

..

handed out to the universe composed of 265 individuals, the 120 inquiries which were sent

back were evaluated and the analyses were made on that number of inquiries.
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SECTION 1

THE BEGINNING

1.1 Introduction

This section introduces the statement of the topic area, the problem situation, the problem

statement and purpose of the study and conclusion.

1.2 Statement of the topic

Job satisfaction has been defined as a pleasurable emotional state resulting from the appraisal

of one's job; an affective reaction to one's job; and an attitude towards one's job. Weiss

(2002) has argued that job satisfaction is an attitude but points out that,researchers should

clearly distinguish the objects of cognitive evaluation which are affect (emotion), beliefs and

behaviours.

The concept of job satisfaction has been broached and analyzed by many researchers,

organization scientists, sociologists, psychologist to make labor be coherent with the

production line. To make labor re-navigable and to abrogate employee/employer dispute they

studied the attribution of employees and the groups they form at the office (Sun, 2002).
•..

Besides the performance related with terms of reference (duty performance), satisfaction is

also related with non formal Organizational Citizenship Behavior (contextual performance)

which is important for the organization's competence and productivity. Organizational

Citizenship Behavior can be defined as being assistant to colleagues, developing the

organization's existing applications, making suggestions, starting to work without any close

inspection, and not wasting time. The employee who is pleased with the job would be
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volunteering to do more work than his or her responsibility. So this shows that volunteering is

a result of satisfaction and in relation affects the contextual performance and rise it up. In the

long term this behavior will assist the organizational performance and rise it up with itself.

George and Brief (1992), both emphasized that the positive mood at work induces the

contextual performance.

1.3 Problem Situation

This study intended to explore the nature of salespeople's job satisfaction and to define the

dimensions of salespeople's job satisfaction. This paper proposes to investigate the job

satisfaction of salespeople in Cyprus and Turkey. The study to be undertaken will give us the

understand salespeople's job satisfaction in Cyprus and Turkey.

1.4 The Problem Statement

This study intended to explore to summarize research to be made about the salespeople's job

satisfaction in Cyprus and Turkey.

1.5 Objectives Set ..
•

The objectives of the study are formulated as the following:

• To define job satisfaction

• To identify theories about job satisfaction

• To define the dimensions of job satisfaction

• To define relations between demographic factors and job satisfaction of salespeople

• To identify how effect demographic factors related to job satisfaction of salespeople

2



• To describe and measure salespeople's job satisfaction or dissatisfaction in Cyprus and

Turkey.

1.6 Conclusion

This section introduced the statement of the topic, the problem situation, the problem

statement and objectives set.

•
ıı •
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SECTION 2

LITERATURE REVIEW

Job satisfaction has been defined as a pleasurable emotional state resulting from the appraisal

of one's job; an affective reaction to one's job; and an attitude towards one's job. Weiss

(2002) has argued that job satisfaction is an attitude but points out that researchers should

clearly distinguish the objects of cognitive evaluation which are affect (emotion), beliefs and

behaviours.

The concept of job satisfaction has been broached and analyzed by many researchers,

organization scientists, sociologists, psychologist to make labor be coherent with the

production line. To make labor re-navigable and to abrogate employee/employer dispute they

studied the attribution of employees and the groups they form at the office (Sun, 2002).

There are two important reasons to research the concept of job satisfaction by categorizing it

as focused on the individual and as focused on the organization. Thinking as focused on

individuals means that every individual deserves fairly treatment and consideration.

According to this thought satisfaction of work is a result of good treatment and as so related to

this fact also is an indication of psychological health. It is broached that the tension at the
•

vacation spot can be the result and the reason of being unsatisfied from work. This

dissatisfaction gives rise to psychosomatic disorders such as stomach aches, head aches,

vomits and digestive disorders. The people who are un-satisfied from their jobs usually

increase their use of alcohol, drugs and addictives (Spector, 1997; p.2).
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It is also clear that the tension which this un-satisfaction gives way to and psychosomatic

disorders, use of alcohol, drugs and addictives also affects these people's lives outside the

office. Conversely the satisfaction from their lives outside the office can effect their

satisfaction at work. There are three hypothesis developed to explain the interaction between

these two fields. According to the first one, the feelings in one field affects the other. This

hypothesis guides a positive relation between life satisfaction and job satisfaction. The second

one claims that if a person is frustrated in one area he or she is going to compensate this by

trying to make a progress in the other area. In such a case the satisfaction between these two

areas would be negative. The third one depends on the idea of separation between these two

areas because people divide their life as the one they live at work and the other time left.

Researches made about this hypothesis, assists the first hypothesis (Spector, 1997; p.70).

The satisfaction of people not only affects the.m but also affects the organizations. The people

who are frustrated with their jobs usually have negative reactions towards their work. The

most known reactions are severance and irregular attendance at work. Related with the labor

situation and unemployment rate in their countries, unpleased individuals start to search new

jobs. They make a comparative evaluation and make a decision whether to leave the job or

continue on (Hulin and the others,~1985). If the individuals can not make a decision about

quitting the job, this will result as absenteeism. Absenteeism can be defined as coming work
•.•

late or going home early without a valid excuse. The correlation between satisfaction and

absenteeism is low and Brief (1998) and Spector (1997), claims that this lightness has plural

reasons. One of these reasons is that absenteeism is a complicated variable and can have many

reasons underneath. The reasons such as having an accident, to get sick or a family member's

sickness has nothing to do with satisfaction. The other one can be the absenteeism policy that

the organization initiates. Absenteeism at the organizations which clearly explain that they
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ve no tolerance to absenteeism and imposes sanctions would be much more less than the

ones which don't have a clear policy and follow the employees' absenteeism rarely. Similarly,

Johns and Nicholson (1982); Martocchio (1994); Nicholson and Johns (1985), defines that the

low relation between satisfaction and absenteeism could depend on the "culture of

discontinuity" (Brief, 1998; p.37). The relation rate would be low in the cultures which have

strict rules about absenteeism and where people should go to work if it is not impossible.

Even if the widely held opinion is that the happiness at work brings high performance,

Spector (1997), claims that the relation between these two are low too. But according to him

this low correlation depends on the problems which grow out from performance

measurements. Because these measurements are usually made by managers and for this

reason they can be held in a prejudiced point of view. Jacobs and Solomon (1997), think that

the relation between these two components would be higher in the organizations where

employees are rewarded for their successes (Spector, 1997; p.56). Just like tension being the

result or the reason of satisfaction, satisfaction can be the result of rewarded performance like

as satisfied worker showing high performance (Porter and Lawler, 1968). Ostroff (1992),

analyzed this relation from the organizational point of view and emphasized that the

individuals who are happy with their jobs, shows collaboration with organizational aims.

Ostroff' s search proves that the organizations with high satisfaction levels also show high
•

performance.

Besides the performance related with terms of reference (duty performance), satisfaction is

also related with non formal Organizational Citizenship Behavior (contextual performance)

which is important for the organization's competence and productivity. Organizational

Citizenship Behavior can be defined as being assistant to colleagues, developing the

6



ganizatiorı' s existing applications, making suggestions, starting to work without any close

pection, and not wasting time. The employee who is pleased with the job would be

olunteering to do more work than his or her responsibility. So this shows that volunteering is

result of satisfaction and in relation affects the contextual performance and rise it up. In the

ong term this behavior will assist the organizational performance and rise it up with itself.

George and Brief (1992), both emphasized that the positive mood at work induces the

contextual performance.

1.1 THEORIES ABOUT JOB SATISFACTION

1.1.1 HIERARCHY OF NEEDS THEORY

Maslow, gathers up the individual's basic requirements under five main headings. These are

physiological needs; security needs, to belong somewhere, respectability and self-

implementation. According to Maslow, these needs have a hierarchical ranking. For example,

need of respectability, which is a higher level, will only come up only if belonging needs are

satisfied Maslow (1968), defines the physiological needs as feeding, clothing, sheltering,

sleeping, sexes, etc. And he also says that these needs should be satisfied for a healthy
•

growth. The second step after this is security and protection needs. If one feels that his or her

safeness doesn't have a continuance, he Qr she will try .,,to search for a safe-environment which

will block the upper stage. Maslow's third step, which is called belonging needs, consists of

being a member of a family or a community and having friends, social life and being loved.

Other than the acceptance by the community, respectability also includes one's self-respect.

Psychological health would definitely be in danger if one's individuality is not accepted or

respected by the community or even by his/herself. If his/her personality is not appreciated the

person would lose his/her psychological health (Maslow 1968). According to him, the people
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who perform his/herself would be an independent individual and identify with the

environment. Self-performing is not a continuous situation and is strictly related with age.

Maslow, also states that only a few human can get ahead with this situation (Maslow 1968).

When we take a look at Maslow's Theory and try to explain why people act in a self

sacrificing mode and take orders from others in organizations and try to fill in the background

we can see that people;

• Need a job to satisfy their physiological needs

• Want to be covered by an insurance policy or be a trade union member thinking of the

time they can be unemployed, and want to make savings for their future to satisfy their

protection needs

• As a result of being a social being, they work in groups they can communicate, form

associations, clubs and professional corporations which take root from belonging

needs

• To satisfy their respectability needs, they furnish services to others and win their

approval, improve their self-confidence and feel that they have a position in the
8

community. The biggest example for this need is getting promotion, having more

responsibility and trying to improve their social statutes. •

• For self-implementation needs they use their creativity at their work to perform

themselves (Eren, 1993; p.28-29).
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Even if Maslow's theory has been accepted generally at the following studies, it also has been

under the lash of criticisms. As an example Urban (1982; s.71), puts out that his explanations

about the human nature is far away from cultural context, but that the theory can only be

urrent for modem industrial society. Applying this view to the whole historical cultures

would be a big mistake.

1.1.2 EXISTENCE, RELATION AND GROWTH THEORY

This theory is about human attitudes and how these attitudes become permanent. According to

Aldefer (1972), satisfaction and desire are subjective. Satisfaction is an inherent situation

gained by the individual as a result of his/her relation with surroundings. But desire doesn't

have to be related with extrinsical situations and therefore desire is more subjective.

Requirement includes both desire and satisfaction, or frustration which is the opposite of these

two concepts.

Aldefer established his theory ERG upon these concepts and developed an alternative to

Maslow's theory.

•..
The requirements for existence includes different forms of material requests such as food,

water, clothes, shelter, etc. Looking from an organizational point of view wage and business

conditions are among these requirements. Relational needs are communicational needs which

depends on mutual sharing of thoughts, feelings etc. acceptance, approbation, apprehension

are the components of relation process. According to him, people's requirement levels effects

their satisfaction as well as affecting the people who are in some kind of relation. Trying to be

9



creative or efficient is among growth needs. Satisfying these needs depends on using their

capacities and improving new devices. Some environments can be encouraging some can be

obstructive. In an obstructive situation the desire of growth does not make sense and therefore

we can't talk about the satisfaction of growth.

ERG includes three basic needs which correspond to Maslow's 5. Both of the theories agree

on the idea of not stepping the upper level unless satisfying the one on it but they have

differences. According to ERG if the needs on the level person stands on won't be satisfied,

than the lower step comes towards which is called mortification. Even if Aldefer' s theory has

on hierarchy like Maslow, it is not as strict as that. Aldefer organized the needs from concrete

to abstract. He also said that more than one needs can show up in the same time. For example,

a hungry man can also feel he is belongs to a community or not like he can also realize what

he is capable of (Aldefer 1972).

1.1.3 MOTIVATIVE-PROTECTIVE THEORY

Herzberg, Mausner and Snyderman have developed the Motivative-Protective Theory as a

result of their researches. The questiôn Herzberg and the others (1959), was trying to answer

what an effect various factors have on job satisfaction or dissatisfaction depending on their•
features. The researchers classified these factors into two subgroups as those related to the

work itself and those met while working and named the ones related to the work itself

"satisfiers" or "motivators" and the ones met while working as·"dissatifers" or "protective

factors". The researchers classified the factors as high-sequence and low-sequence while

doing their research. High-sequence events are emotions that individuals define as good and

low-sequence events are the ones defined bad. High-sequence events affect the individual

10



positively for his job; the low-sequence events dissatisfy him about his job. Success, being

well-known, the job itself, responsibility and development (satisfiers) are directly about the

job and company policies, administration, auditing, fees and working conditions (protective

factors) are the part of the general condition about the job. The first five factors make the

individual improve a positive behavior to his job; in other words if he succeeds in his job,

feels that approved by his job-mates and managers, finds his job interesting, has the

responsibility for his job and gets promotion, he will get job satisfaction. Herzberg and the

others stated that those five factors are found in the high-sequence events more than low-

sequence events and play an important role. Very rarely, these events may cause low-

sequence events. This is why these are called satisfiers or motivators and when these are

absent, why the individual can not get job satisfaction. Company policies, administration,

auditing, fees and working conditions are the factors that affect the individual negatively.

Herzberg and the others reached a conclusion that these factors are usually found in the low-

sequence events and they rarely contribute to job satisfaction. So they were not in the

motivator factors section. They are called protective (hygiene) because they are similar to the

medical hygiene principles, what hygiene does to the conditions dangerous for health is done

by these factors in the work place. These factors, as hygiene, do not have curing qualification

but lack of them shall cause more discomfort (Herzberg, 1959).

•
•

As a result, when we consider these two factors, we can not claim that opposite of job

satisfaction is job dissatisfaction. For job satisfaction, motivator factors are needed. Lack of

them causes not to get satisfaction. But if we talk about job dissatisfaction, the protective

factors may go below the grade that the individual feels reasonable.

11



It is told that this theory caused majoring on motivator factors and throwing fresh light on the

effects that motivate the workers and the enrichment actions to improve these effects. On the

other hand, Herzberg theory is criticized that some of the protective factors may also be

motivator factors (Paknadel, 1995, p.25).

1.1.4 VALUE (EXPECT ATION) THEORY

The first theory that may be explained within the Value (Expectation) Theories is Cornell

Model (a.k.a. Cornell Satisfaction Studies) developed by Smith, Kendall and Hulin (1969).

According to Smith and the others, job satisfaction is the perceptional reactions that are

developed by the individual about his job and different aspects of his job conditions.

According to researchers, these emotions are caused by the events in life that the individual

meets and the thoughts of him if about what is reasonable and fair.

Smith and the others are the first researchers that introduced the frame of reference concept

which is the basis of Cornell studies. Frame of reference is consisted of the internal standards

used by the individual while evaluating him. This standard is related to the former life,

expectations and alternation threshold of the individual. Frame of reference concept is two-

sided. The first side is the General Adaptation Level which shows the weighted average ofı, •

all the motives and conditions in the lives of the individual and the second one is the aim

points and alternatives of the individual in the subjective alternatives. The alternatives that the

individual may reach are as important as General Adaptation Level. For instance, the best and

the worst jobs form the basis of his emotions and behaviors. If his current job is close to the

best job he can think of, he will get job satisfaction (Smith, Kendall, Hulin, 1969).
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