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oz 
Bu calismamn amacr, Zimbabwe'deki otelcilik sektorunde calisanlann i~ tatminleri konusunda 

ampirik bir calisma yapmaktir. Cahsmada yirmi maddeden olusan Minnesota i~ Tatmini ol9egi 

kullamlmistir. Cahsanlann memnun olup olmadiklanna yonelik besli Likert olcegine dayah 

yamtlar vermeleri istenmistir. Cahsmamn popiilasyonunu Victorya Selale Bolgesi'ndeki dort ve 

bes yildizh cahsanlann tumu olusturmaktadir. 409 cahsana yapilan anket sonucunda %89 

oramnda geri donils olmustur. Tammlayici istatistiki analiz sonucunda farkh is tatmini duzeyleri 

elde edilmistir, ANOV A testi ile de i~ tatmini ile is tatmini faktorleri arasmda bir iliski olup 

olmadigma bakilrrustir. Cahsanlann islerinden tatmin olmadigi sonucuna vanlrmstir. Aynca 

giivenlik istihdam, yaraticihk, farkmdahk ve basan gibi alanlarda da cahsanlar i~ acrsmdan 

tatmin olmuslardir. 

Anahtar kelimeler: Hizmet sektoru, i~ tatmini, Zimbabwe Victorya Selala Bolgesi, Turizm 

Sektorii 
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ABS RA CT 

The purpose of this study is to. provide empirical evidence of job satisfaction in Zimbabwe 

hospitality industry to establish whether job satisfaction exist among employees in the services 

sector. The study instrument used was the short-form Minnesota Satisfaction Questionnaire 

(MSQ) which measures job satisfaction using 20 facets of the job. Each of the MSQ is a 

statement that describes a facet, and employee is asked to indicate how satisfied he or she is for 

each one. The population for this study consisted of hotel employees of four and five star hotels 

in Victoria Falls, Zimbabwe. A total of 409 hotel employees took part in the study thereby giving 

83% response rate. Data analysis consisted of the computation of descriptive statistics in order to 

examine the different job satisfaction levels of four and five star hotel employees and ANOV A 

in order to understand the relationship between job satisfaction and factors influencing job 

satisfaction Results show that the hotel employees were moderately dissatisfied with their job. 

Additionally 5 out of 20 job facets namely security, compensation, creativity, recognition and 

achievement satisfied the hotel employees. 
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CHAPTER 1: INTRODUCTION 

1 Introduction to the study 

Most developed countries have accumulated a great deal of their wealth from tourism, while 

least developed countries are looking up to tourism development to play a meaningful role in 

economic development. 

Globally tourism plays a leading role in driving economic growth, creating jobs and alleviating 

poverty. According to forecasts by the United Nations World Tourism Organisation (UNWTO), 

International tourist arrivals are expected to triple over the next two decades. Projections show 

that about 1.6 billion tourists will be visiting foreign countries by the year 2020, from just over 

400 million in 1999. This will further increase the pressure on the natural, cultural and socio­ 

economic environment of popular destinations. 

According to UNWTO Barometer (2013) tourism is generating in excess of US 1.2 trillion in 

revenue and 1,035 billion tourist arrivals. South Africa is only enjoying 2% of this share both in 

terms of arrivals and revenue. Regional tourist arrivals are expected to grow at an average rate of 

5.5% per annum in line with the UNWTO Vision 2020 projections for Africa. Tourist arrivals in 

Southern Africa are expected to grow from the current estimated 21 million to over 3 5million 

arrivals in 2020. 

Lam et al. (2001), indicates that, the hotel industry is a service and people-oriented business. To 

be successful in a competitive market, it is important that hotel managers know how their 

employees feel at work and what they want. The amount of effort that an employee expends 

toward accomplishing the hotel's goals depends on whether the employee believes that this effort 

will lead to the satisfaction of his or her own needs and desires. 

In addition, Massad, Heckman, and Crowston (2004) cited in Kerman (2013) also recognize that 

the service provided by employees help to build a good relationship with customers and in some 

cases, increases their loyalty. Bruke, Graham and Smith (2005) stated that when individual 

purchase a particular service, the employee directly influences the customer's perception of the 

quality of the transaction. Moreover, depending on the personal experience, a non- satisfied 

customer would buy service elsewhere and share the negative experiences with others. In 
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contrast, a satisfied customer may result in a positive word of mouth recommendation and 

loyalty (Torres and Kline, 2006). 

Today's work environment is undergoing a major shift; factors such as globalisation, growing 

economies, and improved technology are constantly presenting new challenges and creating new 

opportunities for people. In light of this, Dissatisfaction amongst human resources is undesirable 

and dangerous in any profession. Satisfied and committed human resources are the most 

significant assets of any organisation (Shrivastava and Purang, 2009). 

In addition, the vast majority of research conducted in the field of job satisfaction has been 

conducted in North America, the UK and other parts of Western Europe. Evidence from 

developing or less developed nations is unfortunately seriously lacking and is a gap which needs 

to be filled. In a service system, customers are not the only ones who may experience problems, 

with the job satisfaction of employees being just as important as customer satisfaction in the 

dimension of organizational performance (Comm and Mathaisel, 2000). Employees are the 

internal customers of organizations and they satisfy the current and working environment and are 

willing to corporate with the organization to accomplish its goals (Chen et al, 2006). 

The tourism industry has been recognised as a potential service industry in contributing to 

economic standing since Zimbabwe is well endowed with abundance of natural resources 

particularly suitable for sustainable tourism. For the success of this service sector, it is very 

important to manage human resource effectively and to understand whether human resources are 

satisfied or not. In addition, it is also of paramount importance to note how job factors such as 

pay, working conditions, relationship with boss, personnel policies and the work itself affect the 

job satisfaction of workers. Employees have attitudes or viewpoints about many aspects of their 

jobs, their careers, and their organizations. It appears that the concern for employees' job 

satisfaction in the services sector has been minimal. Very few studies of this nature have 

addressed this gap. How then can it be established whether job satisfaction exists among 

employees in the services sector? 
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1.1 Objectives 

The main purpose of this study is to examine the job satisfaction in the services sector as 

measured by the Minnesota Satisfaction Questionnaire (MSQ) developed by Weiss, Dawis, 

England, and Lofquist (1967). 

The specific objectives are: 

• To identify which aspects of the job are sources of satisfaction and which are sources of 

dissatisfaction for hotel employees. 

• To establish the importance of job aspects as perceived by employees 

• To determine the employees' job satisfaction levels towards the job aspects, 

• To contribute to the body of knowledge regarding job satisfaction in Zimbabwe for 

future research 

1.2 Keywords 

Job satisfaction: in general, it is how content an individual is with his or her job 

Services sector: The portion of the economy that produces intangible goods. Employees in this 

sector produce services rather than products, for example housekeeping 

1.3 The structure of the study 

This study is organized in seven chapters, a brief outline of which is presented next. 

Chapter 1 

This chapter introduces the background and rationale for the study. In addition, it outlines the 

main aim, objectives and the structure of the thesis. 

Chapter 2 

This chapter presents job satisfaction as a concept and its relationship with employee 

satisfaction. Furthermore the works of other scholars will be explained in detail, what they have 

written previously about job satisfaction, and various theories by renowned theorists. Different 

authors have different approaches towards defining job satisfaction. In a nutshell it is a critical 

review of the existing literature on job satisfaction 
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Chapter 3 

This chapter illustrates an overview of Zimbabwe which encompasses the country's geographical 

location, tourism overview and the study area. 

Chapter4 

This chapter provides an insight to empirical issues in measuring job satisfaction, in literature 

and the most widely used is the Minnesota Satisfaction Questionnaire (MSQ) by Weiss et al. 

(1967). 

Chapter 5 

The chapter discusses the research design process of this study. At the outset, the chapter defines 

the research problem and presents the theoretical framework of the study. Next, the chapter 

indicates in detail the chosen methodology which includes the study instrument, sample and 

statistical methods. 

Chapter 6 

This is the results, findings and discussion chapter of the study. The chapter presents an analysis 

of job satisfaction insights and discusses the key themes identified with the relevant literature. 

Chapter 7 

This last chapter draws conclusions by a critical synthesis of the discussions in the preceding 

chapters. The study's conceptual framework is revised, along with the level of achievement of 

the objectives set.. Moreover, the chapter provides recommendations for further academic studies 

in the area of job satisfaction. 
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CHAPTER 2: LITERATURE REVIEW 

2 Definition of Job Satisfaction 

This chapter introduces job satisfaction as a concept and its relationship with employee 

satisfaction .Furthermore the works of other scholars will be explained in detail, what they have 

written previously about job satisfaction, and various theories by renowned theorists. Different 

authors have different approaches towards defining job satisfaction. 

Job satisfaction has been defined by many scholars, and the main definition is the differences 

that exist between the expectations about the job, and the actual attribute of the job as indicated 

by Heslop et al. (2002). In addition Saner (2015) notes that the widely used definitions in job 

satisfaction literature are those of Locke (1976), Dawis and Lofquist (1984), and Porter, Lawler, 

and Hackman (1975).Locke (1969) is one of the scholars who defined job satisfaction by 

mentioning that; job satisfaction is the pleasant feelings that results from the appraisal of the job 

or by the job facilities, whereas job dissatisfaction is the unpleasant feelings that results from the 

appraisal of job such as, frustration or blocking the achievement of the values (Schwepker, 

2001). Dawis and Lofquist (1984) defined job satisfaction as the result of the worker's appraisal 

of the degree to which the work environment fulfils the individual's needs, and Porter, Lawler, 

and Hackman (1975) defined job satisfaction as one's reaction against his/her occupation or 

organization. 

In addition, Hoppock (1935) defined job satisfaction as any combination of psychological, 

physiological and environmental circumstances that cause a person truthfully to say I am 

satisfied with my job. According to this approach although job satisfaction is under the influence 

of many external factors, it remains something internal that has to do with the way how the 

employee feels. That is job satisfaction presents a set of factors that cause a feeling of 

satisfaction. 

Vroom (1964) in his definition on job satisfaction focuses on the role of the employee in the 

workplace. Thus he defines job satisfaction as affective orientations on the part of individuals 

toward work roles which they are presently occupying. Hulin and Judge (2003) noted that job 

satisfaction includes multidimensional psychological responses to one's job, and that such 

responses have cognitive (evaluative), affective (or emotional), and behavioural components. 
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to Aziri (2011), one of the most often cited definitions on job satisfaction is the one 

by Spector (1997) according to whom job satisfaction has to do with the way how people 

about their job and its various aspects. It has to do with the extent to which people like or 

dislike their job. That is why job satisfaction and job dissatisfaction can appear in any given 

work situation. 

Job satisfaction is formed by the intrinsic and extrinsic satisfaction factors. The intrinsic factors 

are related to the ability utilization, activity, achievement, authority, independence, moral values, 

responsibility, security, creativity, social service, social status, and variety. Whereas the extrinsic 

job satisfaction factors are advancement, company policy, compensation, recognition, 

supervision-human relations, and supervision-technical. Both intrinsic and extrinsic factors can 

be summarised in the table below. 

Table 2.1 Intrinsic vs. Extrinsic Work Value 

Intrinsic Values Extrinsic Values 

Interesting work High pay 

Challenging work Job security 

Leaming new things Job benefits 

Making important contributions Status in wider community 

Responsibility and autonomy Social contacts 

Being creative Time with family 

Time for hobbies 

Source: Mukesh Kumar (2013) http://www.slideshare.net/MukeshKumar249/job-satisfaction- 

22867861 

In general, it can be said that job satisfaction is an affective reaction to a job that results from the 

person's comparison of actual outcomes with those that are desired, anticipated, or deserved 

(Oshagbemi, 2000). Additionally, job satisfaction is a worker's sense of achievement and 

success on the job. It is generally perceived to be directly linked to productivity as well as to 

personal well-being. It implies doing a job one enjoys, doing it well and being rewarded for 

one's efforts. Job satisfaction further implies enthusiasm and happiness with one's work. Job 

satisfaction is the key ingredient that leads to recognition, income/compensation, 
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promotion/advancement, and the achievement of other goals that lead to a feeling of fulfilment 

Kaliski, (2007) 

Davis et al. (1985) indicates job satisfaction as a combination of positive or negative feelings that 

workers have towards their work. Meanwhile, when a worker employed in a business 

organization, brings with it the needs, desires and experiences which determinates expectations 

that he has dismissed. Job satisfaction represents the extent to which expectations are and match 

the real awards. Job satisfaction is closely linked to that individual's behaviour in the work place. 

Job satisfaction can also be defined as the extent to which a worker is content with the rewards 

he or she gets out of his or her job, particularly in terms of intrinsic motivation (Statt, 2004). The 

term job satisfaction refers to the attitudes and feelings people have about their work. Positive 

and favourable attitudes towards the job indicate job satisfaction. Negative and unfavourable 

attitudes towards the job indicate job dissatisfaction (Armstrong, 2006). 

Job satisfaction is the collection of feeling and beliefs that people have about their current job. 

People's levels of degrees of job satisfaction can range from extreme satisfaction to extreme 

dissatisfaction. People also can have attitudes about various aspects of their jobs such as the kind 

of work they do, their co-workers, supervisors or subordinates and their pay George et al.(2008). 

Job satisfaction is a complex and multifaceted concept which can mean different things to 

different people. Job satisfaction is usually linked with motivation, but the nature of this 

relationship is not clear. Satisfaction is not the same as motivation. Job satisfaction is more of an 

attitude, an internal state. It could, for instance, be associated with a personal feeling of 

achievement, either quantitative or qualitative (Mullins, 2005). We consider that job satisfaction 

represents a feeling that appears as a result of the perception that the job enables the material and 

psychological needs (Aziri, 2008). 

Job Satisfaction is simplified diagrammatically below: 
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Work situation 
The work itself 
Co-workers, supervisors, 
and subordinates 

Values 

Source: Mukesh Kumar (2013) http://www.slideshare.net/MukeshKumar249/job-satisfaction- 

22867861 

2.1 History of Job Satisfaction 

The assessment of job satisfaction through employee anonymous surveys became commonplace 

in the 1930s, Latham and Budworth-(2007). The first study of job satisfaction dates back as far as 

1935 with Hoppock who conducted a study that focused explicitly on job satisfaction that is 

affected by both the nature of the job and relationships with coworkers and supervisors. More 

than 70 years of research is a clear indication of the necessity to have a clear understanding of 

attitudes towards work and how these attitudes have a powerful effect on a variety of aspects 

related to organizational behaviour. Kornhauser (1930) indicates that, although prior to that time 

there was the beginning of interest in employee attitudes, there were only a handful of studies 

published, 
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2.2 Theories of Job Satisfaction 
According to Judge and Klinger (2014), several theories concerning causes of job satisfaction 

have been proposed in the organizational literature. 

There are three types of theories of job satisfaction namely content, process and situational. 

2.3 Content Theories 
According to Stotz (2014) content theories focus on the factors within a person that energize, 

direct, sustain and stop behaviour. In addition they look at the specific needs that motivate 

people. Content theorists include Abraham Maslow, Clayton P. Alderfer, Frederick Herzberg and 

David C. McClelland. 

2.3.1 Maslow's hierarchy of needs 
When discussing human needs, growth, and self-actualization, one cannot look far before finding 

Abraham Maslow and his "hierarchy of needs". Maslow's (1954) traditionalist views of job 

satisfaction were based on his five-tier model of human needs. 

Figure 1 Maslow's Hierarchy of Needs 

Challenging projects, opportunities for 
, , + •• .e>, innovc1tion and ~reativity, learning and 

creating at a hlgh level 

1& , t> Important projects, recognition from 
others, prestige and status 

BIMNrNNIIIIIIII. ~~:r~~n~~~:~~:~. team 

••• Physical safety, economic security, 
freedom. from threats 

• Physical survival needs: water, food, 
' sleep, warmth, exercise, etc. 

Maslow's Hierarchy of Needs Is shown above. The pyramid Illustrates the five levels 
of human needs. The most basic are physiological and safety /security, show.n at the 
base of the pyramid. As one moves to higher levels of the pyramid, the needs become 
more complex. 

Source: Google images https://raeanna91.files.wordpress.com/2011/02/maslows-needs­ 

pyramid.jpg 
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At the lowest tier, basic life sustaining needs such as water; food, and shelter were identified. 

The next level consisted of physical and financial security, while the third tier included needs of 

social acceptance, belonging, and love. The fourth tier incorporated self-esteem needs and 

recognition by one's peers, and at the top of the pyramid was reserved for self-actualization 

needs such as personal autonomy and self-direction. According to Maslow, the needs of an 

individual exist in a logical order and that the basic lower level needs must be satisfied before 

those at higher levels. In simpler terms peoples' needs are insatiable and there can be unending 

demands. Once needs in one level are met, people will demonstrate their desire for the next level 

of needs. Maslow's theory helps to understand different types of needs of people 

2.3.2 Herzberg's Two Factor Theory 

Job satisfaction is under the influence of a series of factors such as: The nature of work, Salary, 

Advancement, opportunities, Management, Work groups and Work conditions. When talking 

about factors of job satisfaction the fact that they can also cause job dissatisfaction must be kept 

in mind. There is no consensus regarding this issue among authors. Herzberg's Two Factor 

Theory is probably the most often cited point of view as indicated by Aziri (2011). In fact the 

main idea is that employees in their work environment are under the influence of factors that 

cause job satisfaction and factors that cause job dissatisfaction. Therefore all factors that have 

derived from a large empirical research and divided in factors that cause job satisfaction 

(motivators) and factors that cause job dissatisfaction (hygiene factors). 

In addition, Feinstein and Vondrasek (2001 ), states that Herzberg was one other scholar who had 

submitted the main theory of job satisfaction. He divided the needs of the employees to two 

which were; hygiene and motivation. Hygiene factors satisfy the employees in certain conditions 

such as supervision, interpersonal relations, physical working conditions, salary benefits among 

others. These factors are summarised in the table below: 
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Table 2.2 Job Satisfaction Factors (Herzberg, 1976) 

Hygiene factors Motivators 

Company policies Achievement 

Supervision Recognition 

Interpersonal relations Work itself 

Work conditions Responsibility 

Salary Advancement 

Status Growth 

Job security 

Source: Aziri (2011) Job satisfaction: A literature review 

However it has been mentioned that these factors not fully satisfy the employees, and they only 

reduce the dissatisfaction level as indicated by Furnham et al. (2002). 

Obviously, job satisfaction is good not only for the employee but also for employers of labour, it 

increases productivity and decreases staff turnover .According to a research from motivation 

theorist Frederick Herzberg and reviewed by Harvard business school, Herzberg suggests that 

employee satisfaction has two components; "hygiene" and motivation. Herzberg added that 

Hygiene issues can only dissatisfy if they are absent or handled improperly by employers. 

Herzberg further explains that when an organizations policy is unclear or unfair, it can stand in 

the way of employee satisfaction. Although employees do want to be paid fairly for their job, 

money is not said to be the solely effective way to motivate individual. Employees need more 

than the monetary reward to be motivated, a reasonable amount of social interaction on the job is 

required as stated in Herzberg review (2008) 

According Newstrom (2007), Herzberg pointed out that employees also need some degree of 

personal recognition, which reduces tension and improves working conditions above all, 

employee satisfaction and motivation have always been important issues. After all, he added that 

high level of absenteeism and staff turnover can affect the bottom line, as terms, recruitment and 

retaining take their toll, but few practices in fact, few organizations have made job satisfaction a 

top priority, perhaps because they have failed to understand the significant opportunity that lies 
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in front of them. Satisfied employees tend to be more productive, creative and committed to their 

employers. 

However, Frederick Herzberg theorized that employee satisfaction has two dimensions, which 

are the hygiene and motivation dimensions. The hygiene issues, such as salary and supervision, 

decreases employees' dissatisfaction with the work environment motivation, such as recognition 

and achievement, these make workers more productive, creative and committed. Hertzberg, who 

is considered by many to be a pioneer in motivation theory, interviewed a group of employee to 

find out what made them satisfied and dissatisfied with the job. He asked the employees 

essentially two sets of questions: Think of a time when you felt especially good about your job. 

Why did you feel that way? Think of a time when you felt especially bad about your job. Why 

did you feel that way? 

It was from the findings of these interviews that Herzberg went on to develop his theory, that 

they were two dimensions of job satisfaction; motivation and hygiene. Hygiene issues, according 

to Herzberg cannot motivate employees but can minimize dissatisfaction if handled properly. In 

other words, they can only dissatisfy if they are absent or mishandled. Hygiene topics include 

company policies, supervision, salary, interpersonal relations and working conditions They are 

issues related to the employees' environment. Motivators on the other hand, create satisfaction 

by fulfilling individuals need for meaning and personal growth. They are issues such as 

achievement, recognition, the work itself, responsibility and achievement. Once the hygiene 

issues has been addressed, said Herzberg, the motivators would promote job satisfaction and 

encourage production (Aziri, 2011). 

Herzberg further explained that although hygiene issues are not the source of satisfaction, these 

issues must be dealt with first to create an environment in which satisfaction and motivation are 

even possible (Forsyth, 2000). 

According to Herzberg, the first factor is company administration. Organization policies can be 

a great source of frustration for employees. For example the policies are unclear or unnecessary 

or if not everyone is required to follow them when some categories or class of staff are supposed 

to go through some unpleasant company policy whereas another group of workers are exempted 

Although employee will never feel great sense of motivation or satisfaction due to your policies, 
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you can decrease dissatisfaction in this area by making sure your policies are fair and apply to 

all. Also, make printed copies of your policies and procedures manual easily accessible to all 

members of your staff (Herzberg 2008). 

Another factor that must be put in place by employers of labour is supervision .Herzberg stated 

that supervision is very important in order to decrease dissatisfaction on the work place; 

employers of labour must begin by making wise decision when appointing someone to the role 

of supervisor and be aware that good employees do not always make good supervisors. The role 

of a supervisor is extremely difficult; it requires leadership skills and the ability to treat all 

employees fairly. 

Salary is the third factor, even though salary cannot be said to be a motivator for employees, but 

every worker do want to be paid fairly. For instance, a surgeon who happens to be a medical 

doctor will not be happy to receive the salary of a cleaner in the same hospital; he must be paid 

what corresponds to his level of professionalism. If individuals believe they are not compensated 

well, they will be unhappy working for the employers (Herzberg 2008).Frederick Herzberg 

theorized that employee satisfaction depend on two sets of issues: hygiene issues and motivators. 

Once the hygiene issues have been addressed, he said, the motivators create satisfaction among 

employees. Hygiene issues ( dissatisfaction), company and administrative policies, supervision, 

salary, Interpersonal relations, working conditions-motivators (satisfier), Work itself, 

achievement, recognition, responsibility and advancement. 

2.3.3 ERG Theory 
Clayton Alderfer revised Maslow's theory in 1972. He reduced the levels in the hierarchy from 

five to three and termed these Existence needs, Relatedness needs and Growth needs. His most 

significant contribution, however, was to alter Maslow's concept of a one-way progression up the 

hierarchy, to one that allowed for regression to lower levels if these needs are no longer being 

met (Newstrom ,2007). This is a more realistic approach as it recognises that, because a need is 

met, does not mean it will always remain met. For example, if one is to remove all the air from 

the room occupied by an individual, would the individual be motivated to keep learning? 
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Table 2.3 A comparison of Maslow's, Herzberg's and Alderfer's Models 

Model of Maslow's Herzberg's two- Alderfer's E-R-G 

Hierarchy of needs factor model Model 

5.Self- actualisation Motivational factors Work itself Growth needs 

and fulfilment needs Achievement 

Possibility of growth 

Responsibility 

Advancement 

recognition 

4.Esteem and status Relatedness needs 

needs 

3 .Belonging and Maintenance factors Status Existence needs 

social needs Relations with 

supervisors 

Poor relations 

Relations with 

subordinates 

Quality of 

supervision 

2.Safety and security Company policy and 

needs administration 

Job security 

I .Physiological needs Working conditions 

Pay 

Source: Newstrom (2007) 

Newstrom (2007) concludes that eventually all the three models indicate that before a manager 

tries to administer a reward, he or she finds it useful to discover which need or needs dominates a 
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particular employee at the time. This therefore means that all-need models provide a foundation 

for the understanding and application of behaviour modification. 

2.3.4 Motivational Drives 
According to Business balls (2016), David C. McClelland is chiefly known for his work on 

achievement motivation, though his research interests extended to personality and consciousness. 

David McClelland pioneered workplace motivational thinking, developing achievement-based 

motivational theory and models, and promoted improvements in employee assessment methods, 

advocating competency-based assessments and tests, arguing them to be better than traditional 

IQ and personality-based tests. His ideas have since been widely adopted in many organisations, 

and relate closely to the theory of Frederick Herzberg. 

David McClelland is most noted for describing three types of motivational need, which he 

identified in his 1961 book, The Achieving Society: 

1. achievement motivation 

2. authority/power motivation 

3. affiliation motivation 

Table 2.4 Motivational Drives 

Achievement A drive to accomplish objective and get ahead 

Affiliation A drive to relate to people effectively 

Power A drive to influence people and situations 

Source: Newstrom (2007) 

2.4 Process Theories 
Process theories provide a description and analysis of how behaviour is energized, directed, 

sustained and stopped. Four process theories are predominant: Reinforcement, expectancy, 

equity, and goal setting. Research studies have supported reinforcement and goal setting theories 

and furthermore viewed them as most helpful in application. Whereas expectancy and equity 

theories have become a part of compensation curricula and are considered in the design of 

compensation plans ( Stotz, 2014). 
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To shade more light, process theories attempt to explain job satisfaction by looking at 

expectancies and values (Gruneberg, 1979). This theory of job satisfaction suggests that workers' 

select their behaviors in order to meet their needs. Within this framework, Adams' (1963) and 

Vroom (1982) have become the most prominent theorists. J. Stacy Adams' suggested that people 

perceive their job as a series of inputs and outcomes. 

Inputs are factors such as experience, ability, and effort, while outcomes include things like 

salary, recognition, and opportunity. The theory is based on the premise that job satisfaction is a 

direct result of individuals' perceptions of how fairly they are treated in comparison to others. 

2.4.1. Vroom's Expectancy Theory 
In recent years, one of the most popular theories of motivation has been the expectancy theory 

the approach to motivation by Maslow and Herzberg do not adequately account for difference in 

individual employees or explain why people behave in certain ways. 

The expectancy theory developed by Victor Vroom is however the approach to motivate that 

attempt behaviour in terms of individual goal and choices and the expectations of achieving 

objectives. The theory assumes that people can determine which outcome they prefer and can 

make realistic estimate of their chances of obtaining them. The expectancy theory offers a 

comprehensive view of motivation and integrates many of the elements of the needs, equity and 

reinforcement theories, and the theory states that motivation is the function of expectancy. 

Expectancy refers to a person's perception of the probability that effort will lead to a person's 

sense of how it is necessary to be successful.in other words, It refers to a person's perception of 

the value of the projected outcomes that is how much the person likes or dislikes receiving those 

outcomes (Fajana, 2002). 

In short, valence is the value of the goal to be achieved, for example, an individual with high 

esteem needs will attach a high cadence to promotion .Instrumentality refers to an individual's 

perception of the probability that certain outcomes, positive or negative will be attached to 

performance. In simpler terms, it deals with the probability that certain actions will lead to 

reward as a person who perceives that he or she will receive greater pay or benefit for producing 

well his high instrumentality as indicated by (Fajana, 2002). 

Newstrom (2007) summarises expectancy theory in an equation below: 
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Valence x Expectancy x Instrumentality = Motivation 

Valence = how much one wants a reward 

Expectancy= one's estimate of the probability that effort will result in successful performance 

Instrumentality= one's estimate that performance will result in receiving the reward 

2.4.2 Equity Theory 
Equity theory, as reviewed by Waister, Berscheid and Waister (1973) shows how a person 

perceives fairness in regard to social relationships. The theory presupposes that during a social 

exchange, a person identifies the amount of input gained from a relationship compared to the 

output, as well as how much effort another person's puts forth. Based on Adam J.S' (1965) 

theory, Huseman, Hatfield and Miles (1987) further suggest that if an employee thinks there is an 

inequity between two social groups or individuals, the employee is likely to be distressed or 

dissatisfied because the input and the output are not equal. Inputs encompass the quality and 

quantity of the employee's contributions to his or her work. Examples of inputs include: time, 

effort, hard work, commitment, ability, adaptability, flexibility, tolerance, determination, 

enthusiasm, personal sacrifice, trust in superiors, support from co-workers and colleagues and 

skills. Output (outcomes) on the other hand is the positive and negative consequences that an 

individual (employee) perceives a participant has incurred as a consequence of his relationship 

with another. Examples of outputs include job security, esteem, salary, employee benefits, 

expenses, recognition, reputation, responsibilities, and sense of achievement, praise, thanks, and 

stimuli and so on. 

The main issue of paramount importance in equity theory is about payment and therefore the 

cause of concern of equity or inequity in most cases in organizations. In any position in the 

organization, an employee wants to feel that their contributions and work performance are being 

rewarded with their pay. If an employee feels underpaid, he would be dissatisfied and therefore 

becomes hostile towards the organization and co-workers which may ultimately result to lack of 

motivation and low performance (Newstrom, 2007). 




