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ABSTRACT

Businesses have been moving forward rapidly in the field of technological innovation.
Business organizations need to adapt and innovate to survive in the business world. The focus of this
study will be on motivation and satisfaction, and the impact these have on employee loyalty. The case
study it will be based on is the Somkiat Business Company Limited (SKB) located in Kanchanaburi. The
purpose of this study is to focus on motivation, satisfaction and the impact these have on the loyalty of
employeesto SKB. The objectivesof the study are asfollows: 1) To study the background and characteristics of
work at SKB; 2) To identify motivation and satisfaction in work at SKB;3) To identify dissatisfaction in
work at SKB; 4) To determine motivational factors of related to employee loydlty at SKB and 5) To develop
solutions to increase employee retention the at SKB. The qualitative approach has been applied to the
study. Selected key informants were 10 employees in SKB. The study finding showed that 1) Employees
have a positive attitude towards the company, and did not want to leave their job. This suggests they
have loyalty to the SKB. 2) Employees were satisfied with SKB administrators as people rather than the
administration system of the company. Employees would like SKB administrators to look after them to
agreater degree. They would like to have a better welfare system. Employees are motivated to work and
hope to be promoted in the future. 3) They were all satisfied with the current situation but would like
the salary to be increased or a bonus added. This suggests they accept the company’s objectives and
believe in its administration. In this study, employees would like SKB to increase welfare and reward
good employees to encourage them. Almost all agreed to stay in SKB asthey are aware of the permanence of
the job and the administrator’ s kindness.
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CHAPTER
INTRODUCTION

1.1 Introduction

Businesses have been moving forward rapidly in the field of technological
innovation. Business organizations need to adapt and innovate to survive in the business
world. Managers are, to some extent, responsible for the success of business companies,
however the main drivers of success are the company employees. Their loyalty and
working performance are significant keys to the success of any business organization
Without these it would be difficult for business organizations to achieve their mission,
vison and goals. In addition, motivation is related to employees' level of job satisfaction.
For example, if employees are motivated to do their job or task of work, they will feel
satisfied with their work and perform well. The level of motivation and satisfaction
exhibited towards an organization varies from employee to employee.

The focus of this study will be on motivation and satisfaction, and the impact
these have on employee loyalty. The case study it will be based on is the Somkiat Business
Company Limited (SKB) located in Kanchanaburi. SKB was established in 1982 by
Mr Somkiat Chootrakool. The company started the transportation business using ten-
wheeled trucks and trailers. SKB has used labor management which, since 2000, it has
supplied mainly to the Siam Cement Public Company Limited (SCG) in Kanchanaburi
and Ratchaburi. SCG is the largest cement company in Thailand and Southeast Asia. It
has now expanded into three off-shoot businesses:SCG cement-building materials,
SCG packaging, and SCG chemicals.

SCG packaging and SCG chemicals have been processed by factories in
Bangpong of Ratchburi and Wongsala of Kanchanaburi respectively. Some elements
of these processes need to be managed through outsourcing. The main administrative
role of SKB is to supply and manage the employees who work for SCG units in both

the Bangpong factory and the Wongsala factory.



1.2 Statement of the Problem and Objectives

Workplace motivation is very important as it is key to increasing job
satisfaction amongst employees. Consequently, they become more loyal and increase
the energy they put into their work. The company has fewer problems if the turnover
rateislow, asthis shows that employees have a high level of loyalty towards the company.
To prevent committed and talented employees from leaving the company, they need to
be retained. Unfortunately, SKB has had a high turnover rate in recent years which has
caused severd problems for the company. For example, employee shortages have occurred
in some working units and cover has had to be drafted in from other work units.

The purpose of this study is to focus on motivation, satisfaction and the
impact these have on the loyalty of employees to SKB. The objectives of the study are
asfollows:

To study the background and characteristics of work at SKB;

To identify motivation and satisfaction in work at SKB;

To identify dissatisfaction in work at SKB

To determine motivationa factors of related to employee loyalty at SKB;

g H w D PE

To develop solutions to increase employee retention the at SKB



CHAPTERIII
LITERATURE REVIEW

This chapter will review relevant research that will explain the context of
the study. It will define and explain the concepts of motivation, job satisfaction and
loyalty.. It will then explore various theories of motivation, focusing particularly on
Herzberg' s motivator-hygiene theory. This theory is relevant to the business world and
addresses two main areas which are motivation factors and hygiene factors respectively.
This review therefore has five sections. Section 2.1 and 2.2 introduce Herzberg’' s motivator-
hygiene theory and the concept of job satisfaction. Section 2.3 describes and explains

the concept of loyalty and offers arationale for the research.

2.1 Motivation

Mitchell (1982) proposed that motivation was important because it was
often recognized as “a psychological process that causes the arousal, direction, and
persistence of voluntary actions that are goal directed” (p. 81). Wiley (1997) described
motivation as encapsulating the following assumptions: (1) motivation was contingent
upon a precise examination of persond, task, and environmenta characteristics that have
the ability to influence the behavior and job performance of an employee; (2) motivation
was not a permanent attribute; it could change and be influenced by persond and situational
factors, and (3) motivation affected behavior but not performance.

Snell (1999:8) argued that motivation was al encompassing. Everyone needs
motivations to achieve their target objectivesin life. Even the most talented people cannot
reach their potential without motivation. With motivation, everyone can perform at a
level that transcendstheir intelligence and academic ability. Snell also argued that company
staff or employees in effect were the company. They project the image of the company

that customers can see. Thus, they have the power to deliver a high-quality standard of



service to customers or business partnerships. The image of the company is therefore
based on its employees, not its managers.

Similarly, Bateman and Snell (1999: 440) agreed that motivation referred
to the forces that energize, direct and sustain a person’s efforts. They argue that virtually
all behaviors, except those which are involuntary, are motivated. People who are highly
motivated will work hard to achieve their performance goals. In conjunction with
adequate ability and an understanding of the job, an individual can be highly productive.

Sansone and Harackiewicz (2000:1) argued that motivation referred to two
different forms of behavior: 1) basic biological needs or drives connected to survival
and procregtion, for example, hunger, thirgt and sex, and 2) extringc rewards or punishments.
Both are motivated by the need or desire to achieve specific outcomes in term of
promotion, recognition or avoidance of punishment. Therefore, motivation energizes
and guides behavior towards a particular goal.

Gibson, Ivancevich and Donnelly (2000:127) defined motivation as the
forces acting on or within an individual to initiate and direct behavior. Differences in
the intensity of behavior are therefore a result of higher or lower levels of motivation
directing behavior. For example, when we are tired or sleepy we direct our behavior
towards going to bed and getting some sleep.

Nel et a. (2001: 326) described motivation as being either “intentional” or
“directiona”. The word ‘intentional’ refers to personal choice and persistence of action
while the word ‘directional’ indicates the presence of adriving force aimed at attaining a
specific goal. Additionally, the authors claimed that people who are suitably motivated
are dways aware of the fact their specific goa must be achieved, and continuoudly direct
their efforts to achieve that goal, even in the face of adversity. Motivation can be intrinsic,
which occurs when people participate in an activity they find enjoyable and interesting,
whilst extrinsic motivation occurs when individuals are engaged in activities for which
they receive areward or other incentives (Eccles & Wigfield, 2002).

Bernard, Mills, Swenson and Walsh (2005), on the other hand, have defined
motivation as “a purposeful behavior that is ultimately directed toward the fundamental
goal of inclusive fitness’ (p. 129). They argued that, due to the randomness of behaviors
and interests, an individual’s behavioral differences are a result of being guided by

motives. They found that employees used to motivate themselves and explored the impact



this may have had on the degree of loyalty shown to employers. Every employee was
subject to differing motivational factors that could potentially impact their degree of
loyalty.

Given the above definitions and explanations, it can be said that motivation
is used to explain the behaviors or reasons for peopl€e's actions as a result of internal
and/or external drivers at work in their lives. Herzberg's motivator-hygiene theory will
be applied in the study and is explained as follows:

Herzberg' s Motivator-Hygiene Theory

Herzberg (1959), a behaviora scientist, proposed that two-factors influence
people’s motivation at work, these are; (1) hygiene factors which can discourage or
demotivate people because they are off-putting or inappropriate and (2) motivators that
sustain effort. Herzberg's theory is a content theory in that it explains the factors that
motivate individuals through identifying and satisfying their individual needs, desires
and the aims pursued to satisfy these desires. This motivation theory has become known
as a two-factor theory or the motivator-hygiene theory. It is based upon the simple idea
that motivation can be dichotomized into hygiene factors and motivation factors, and
isreferred to as a ‘two need system’.

e Moativational factors-Motivational factors all lead to positive satisfaction
and these factors can therefore be called satisfiers. Employees find these factorsintrinscally
rewarding, and are thus motivated to perform better at work. They also symbolize the
psychological needs that were perceived as an additional benefit. These motivational
factors are asfollows:

1. Sense of achievement and the intrinsic value obtained from the job itself-
employees must feel a sense of achievement depending on the job.

2. The level of recognition by both colleagues and management-employees
should be praised and recognized for their accomplishments by both colleagues and
managers.

3. Growth and promotional opportunities - There must be growth and

advancement opportunitiesin an organization to motivate the employeesto perform well.



4. Theleve of responshility - The employees must hold themsalves responsible
for their work. The managers should give them ownership of the work. They should
minimize control but retain accountability.

5. Meaningfulness of the work - The work itself should be meaningful,
interesting and challenging for the employee to perform and be motivated.

¢ Hygiene factors-Hygiene factors are essential concerning the existence of
motivation in the workplace. These factors do not lead to positive satisfaction in the long-
term but if they are absent or non-existent this will lead to dissatisfaction. These factors
are therefore extrinsic to work. Hygiene factors are also known as dissatisfiers or
maintenance factors as they are required to avoid dissatisfaction. They symbolize the
physiological needs that individuals want and expect to be fulfilled. Hygiene factors
are asfollows:

1. Pay - pay or salary should be reasonable and appropriate.

2. Company policies and administrative policies-company policies should
not be too rigid. They should be fair and include flexible working hours, dress code,
breaks, vacation, etc.

3. Supervision - the employees should be offered health care plans, benefits
for the family members, employee help program, and so on

4. Physica working conditions - the working conditions should be safe, clean
and hygienic. Work equipment should be updated and well-maintained.

5. Status - the employees status within the organization should be familiar
and retained.

6. Interpersonal relations - the relationship of the employees with hig/her
peers, superiors and subordinates should be acceptable and appropriate.

7. Job security - the organization must provide job security to the employees.

2.2 Job satisfaction

Job satisfaction is extremely important for employees. It is an interna drive
that enables them to perform in their work. In a company, some employees like to work
every day and they perform well. This is because they are happy and satisfied with their

work In contrast, some employees would not like to work every day, and try to avoid



work or find any reason they can not to come. They are therefore not happy in the work
place and not satisfied with their job. This section will define job satisfaction and
summarize relevant research.

Locke (1976) defined job satisfaction as an emotional state resulting from
the evaluation or appraisal of one's job experience. Spector (1997:2) argued that job
satisfaction was simply how people felt about their jobs and different aspects of it. Job
satisfaction smply addressed the fact that employees either like (satisfaction) or didlike
(dissatisfaction) their jobs. Furthermore, job satisfaction was an attitudinal variable
and could be seen as either a global feeling about the job or as a related constellation
of attitudes about various aspects or facets of the job.

Bateman and Snell (1999:458) claimed that if people felt fairly treated as a
result of the outcomes they received they would be satisfied. They commented that
satisfied workers were not necessarily more productive than dissatisfied ones; sometimes
people were happy with their jobs because they did not have to work hard. Job dissatisfaction
results in a workforce that was more likely to exhibit 1) higher turnover; 2) higher
absenteeism; 3) lower corporate citizenship; 4) more grievances and lawsuits; 5) strikes;
6) stealing, sabotage, and vandalism; and 7) poorer mental and physical health.

According to Gibson et al. (2000:352-353), job satisfaction can be defined
as an individual’s expression of personal well-being associated with carrying out the
job assigned, and is dependent on intrinsic and extrinsic outcomes and how the jobhol der
views those outcomes. Additionally, outcomes for different people have different value.
Responsible and challenging work for some people may lead to neutral or even negative
feelings depending on their education and work experience Conversely, other people
may feel more positively about the job. Thus, different job outcomes arise from different
opinions, and these account for differing levels of job satisfaction.

Pepe (2010) stated that job satisfaction was not only a concept that
communicated how an employee felt about their work, it was also directly related to
an employee’ swillingness to leave their job. Gupta and Gokhale (2013) suggested that
job satisfaction could be divided into two types, affective job satisfaction and cognitive
job satisfaction, and these determine how well an employee fits with either the job or

the organization.



Job satisfaction has therefore been defined in many ways. Some researchers
believe that job satisfaction is simply afeeling people have about work that they like
or dislike, or a related constellation of attitudes about various aspects or facets of the
job such as the nature of work or supervision. Others suggest that job satisfaction is
less ssimplistic than this and that multidimensional psychological responses to one's job

areinvolved.

2.3 Loyalty

Every business company needs to have employees who exhibit loyalty and
commitment to their company because these employees determine its success and will
not leave the company when there is a problem or crisis.

Pfeiffer (1992) argued that |oyalty could be an action that stems from honest
motives. Reichheld (2001), on the other hand, defined loyalty as the willingness to put
aside the personal needs one has for the betterment of a relationship.

Loyalty, according to de Graaf (2011) however, was a concept that “has
normative, symbolic, and emotional connotations’ (p. 288). Antoncic and Antoncic
(2011), inrelation to the workplace, suggested that “ the loyalty of employees existsin
the company, when employees believe in the objectives of the company, accept the
objectives as their own, work for the common welfare, and want to stay in the company”
(p. 82).

According to Elegido (2013, p.499), loyalty could also be seen as a form
of commitment and requires the deliberate actions of the employee “to further the best
interests of [their] employer, even when doing so may demand sacrificing some aspects
of [their] self-interest beyond what would be required by one's legal and other moral
duties’ (p. 496). Employees’ loyalty will therefore exist in the company if they believe
in its objectives, accept them as their own, work for the common welfare of al, and

want to remain with the company.



2.4 Conclusion

To sum up, theimpact of motivation on the overal performance of employees
isimportant for many different reasons, and organi zations cannot afford to ignore employee
motivation This is an important aspect that has a tremendous impact on the intellectual
capital and overall wellbeing of the organization.

As shown in Chapter 1, one of the objectives of this study is to explore
motivational factors related to the loyalty of employees. According to the objectives
laid out in this Chapter, Herzberg's Motivator-Hygiene theory will be used as the
theoretical framework for the study. Motivational and Hygiene factors will be applied
to the second and third objectives of the study respectively, as both aim to explore the
relationship these factors have with job satisfaction amongst those working at SKB.
On the basis of the research reviewed, the relationship between motivation factors,
including hygiene factors and loyalty, and job satisfaction can be summarized thus:

Motivation factors Hygiene factors

(Job satisfaction) (Job dissatisfaction)
e Sense of achievement and the intrinsic o Pay
value obtained from the job itself e Company policies and administrative
e Theleve of recognition by both policies
colleagues and management e Supervision
e Growth and promotional opportunities e Physical working conditions
e Theleve of responsibility e Status
e Meaningfulness of the work e Interpersonal relations

e Job security

JL

e An action that stems from honest motives

Loyalty

e Thewillingnessto put aside the persona needs one hasfor the betterment of arelationship
o Belief and acceptance in the objectives of the company

e A form of commitment requiring the deliberate actions of the employee

Figure 2.1 Relationship between motivation factors, including hygiene factorsand
loyalty, and job satisfaction
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CHAPTER 11
METHODOLOGY

3.1 Qualitative Approach

We shall briefly clarify the qualitative approach as this will form the basis
of the research carried out in this study. However, there have been many different
definitions of this term.

Miles and Huberman (1994) described qualitative data as comprising rich
descriptions, which are well grounded and yield explanations of processes occurring in
local contexts. Denzin and Lincoln (1994) argued that qualitative research comprises
studies of people engaging in natural settings, and attempts to make sense of phenomena
in terms of its meaning. They argued that qualitative approach was both naturalistic
and interpretive, and focused primarily on social phenomena. Riley and Love (2000)
argued that, even though the quantitative approach had a place in business studies, many
questioned whether it could explain issues in terms of understanding and deeper meaning.
If researchers are concerned with exploring peopl€e's life histories or everyday behavior,
then qualitative methods should be favored. Furthermore, qualitative research could be
away to avoid the mechanistic approach of quantitative methods (Silverman, 2000).

The qualitative approach is therefore useful and credible qualitative findings
have been obtained through observation, interviewing, and content analysis; all require
discipline, knowledge, training, practice, creativity and hard work (Patton, 2002). Creswell
and Plano (2007) suggested there are five dimensions to the qualitative approach, which
are: 1) The nature of reality (ontology); 2) How the researcher knows what he knows
(epistemology); 3) The role of values in the research (axiology); 4) The language of
research (rhetoric), and 5) The methods used in the process (methodology).
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3.2 Instrument of the study

3.2.1 Data Collection

Data collection is an important part of the study as the quality of research
is dependent on the quality of the data obtained from interviewees.

This study focuses on motivation and how it relates to employees’ loyalty
in the SKB. As described in Chapter 1, the main administrative of SKB is to supply
and manage the employees who work for the SCG units of Bangpong factory and
Wongsala factory. Therefore, the key participants in the study will be the employees
who work for SKB in these two factories. Our selected key informants in the study

comprise 10 employees as shown in Table 3.1.

Table3.1 Intervieweelist

Code Position Work Place Department Experience Gender
(years)
A | Coordinator SCG-Wangsala Overall 12 Femae
SCG-Bangpong

B | Accountant Office Office 2 Femae
C | Accountant Office Office 2 Femae
D Safety officer | SCG-Wangsala | Raw material handling 7 Female
E Supervisor SCG-Wangsdla | Raw material handling 15 Male
F | Truck driver SCG-Wangsala | Raw material handling 30 Male
G | Supervisor SCG-Wangsala | Raw material handling 8 Male
H Supervisor SCG-Banpong Forming and die cut 15 Male
I Supervisor SCG-Banpong Forming and die cut 1 Mae
J Office maid Office Office 25 Mae

In-depth interviews are one of the main methods of data collection in qualitative
research. Qualitative interviews are amost always conducted face-to-face and the
interview is an intense experience. Qualitative research methods are often concerned
with garnering an in-depth understanding of a phenomenon or are focused on meaning,
thus they are often centered on the “how’ and ‘why’ of a particular issue, process, situation,

subculture, scene or set of socia interactions (Dworkin, 2012). When interviewing in
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gualitative research, interviewers strive to enter the respondents frames of reference
and gain access to people’s feelings, thoughts and intentions; consequently, they am
to understand peopl€e' s opinions, in away that is unlikely to be achieved by any other
research method (Patton, 1990). Interviewers can also use non-verba cues, such as
posture, gestures, voice intonation, facial expressions and eye contact, all of which add
important detail to the data obtained and can be analyzed (May, 1993).

Oppenheim (2000) suggested that every effort should be made to encourage
interviewees to express their own ideas spontaneously and in their own words. A good
in-depth interview appears naturaigtic, and bears aresemblance to an everyday conversation
(Legard et a., 2003).

3.2.2 Semi-structured interviews

An interview guide containing open-ended questions was prepared and
used for the in-depth interviews. There were five main groups of open-ended questions
which reflected the objectives of this research.

Table3.2 Semi-structured interviews

Objective Question

1 1.1 What type of workplace did you work before?

1.2 How long have you been in thisjob at SKB?

1.3 How do you know SKB? (From friends, job announcement etc.)
1.4 What is your working role at SKB?

1.5 How is your work going?

2 2.1 What do you satisfy in working at SKB and make you happy in
working here?

2.2 Could you please explain about working here in following topics?
- Sense of achievement

- Thelevel of recognition

- Growth and promotional opportunities

- Thelevel of responsibility

- Meaningfulness of the work
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Table3.2 Semi-structured interviews (cont.)

Objective

Question

3

3.1 What do you dissatisfy in working at SKB and make you unhappy in
working here?

3.2 Could you please explain about working here in following topics?

- Pay

- Company policies and administrative policies

- Supervision

- Physical working conditions

- Status
- Interpersonal relations
- Job security

4 4.1 Could you rank those five motivation factors (Q2.2) in order of
importance?
4.2 Could you rank those seven hygiene factors (Q3.2) in order of
importance?

5 5.1 What would you like the company do to improve your motivation?

5.2 How long do you expect to work at SKB?
5.3. What would you like to suggest SKB about administration?
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CHAPTER IV
DATA ANALYSIS

After conducting the interview, the data were summarized and analyzed
according to the objectives outlined in Chapter 1. The interview results and analysis will
be provided in separate section. Section 4.1 focuses on the background and characteristics
of working in SKB. Section 4.2 and 4.3 focus on motivation and satisfaction respectively,
and also dissatisfaction with working at SKB. Section 4.4 focuses on motivational factors
relating to employees loyalty at SKB. The final section addresses the issue of employee
retention at SKB.

4.1 Background and characteristics of working in SKB

Four questions addressed the first objective: the background to, and
characteristics of working in, SKB. Such questions addressed previous workplaces,
how long employees have been in their job, how they know SKB, what their working
roleis, and how their work is going. Their answers were summarized and analyzed as
follows.

All employees worked e sewhere before working at SKB. There were three
interviewees (C, D and E) who used to work in factories that were similar, involving
1) checking the quality of paper and returning paper to the warehouse, 2) controlling
the production process and 3) supervising the production process for other companies.
The remainder of the interviewees worked in different areas. A had worked in the training
department of a company for 15 years whilst B had worked as a sale person in amotorcycle

company for 7 years.
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F said about their work in the past that

“1 worked in the sugar factory as a laborer who carried the sugar sacks to
the lorry for a few years but the salary was not very good and also it was a tiring work. |
decided to find a better work, then my friend told me that there is a well-paid driver
work in Saudi Arabia, so | had moved to work there for 4 years and finally | came
back to settle down my family in my home country.”

G and | used to work in the warehouse while J used to work in a Vitafood-
fruit factory.

H used to be alaborer and a sales person, and interestingly stated that:

“ Actually, my previous work was very good but | had some problems with
employees there so | decide to quit the job because | wanted to escape from those
annoying problems”

Interviewees have been working in SKB for the following amounts of time:
1-5 years (B, C, H, | and J), 6-10 years (D and G), 11-15 years (A and E), and more
than 15 years (F).

Most (A, C, H, | and J) know SKB from friends or someone who works in,
or used to work in, SKB. Two interviewees (D and G) worked in SCG aong with the
other sub-contracted company. Two interviewees (E and F) knew the administrators in
SKB. There was only one interviewee who saw the job advertisement for the company.

Their working rolesin SKB are shown below:

Table4.1 Their working rolesin SKB

Code Position Workplace Working role
A | coordinator SCG-Wangsala Coordinate the SKB administrators
SCG-Bangpong and work leadersin SCG
B | accountant Office Responsible for salary calculation
accountant Office Responsible for human resource

D | safety officer | SCG-Wangsala Facilitate compliance with
occupational health and safety
guidelines




Table4.1 Ther workingrolesin SKB (cont.)
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Code

Position

Workplace

Working role

E

supervisor

SCG-Wangsala

K eep employees focused on
productive job activitiesin raw

material handling department

Truck Driver

SCG-Wangsala

Drive vehiclesto carry raw material
from the outsource to the

manufacturing plant.

supervisor

SCG-Wangsala

Keep employees focused on
productive job activitiesin raw

material handling department

supervisor

SCG-Banpong

Keeps employees focused on
productive job activitiesin forming

and die-cut department (morning shift)

supervisor

SCG-Banpong

K eeps employees focused on
productive job activitiesin forming

and die-cut department (evening shift)

Office Maid

Office

Office cleaning and lunch catering

and SCG. Some people in SCG is easy going but some people are very difficult to talk

Additionally, the final question asked how they felt their work was going.

Interview A responded by saying that:

“1 find the work is difficult as | have to deal with many people in the SKB

to and always misunderstand. Employees in SKB are not very difficult to deal with

because | have known them for a long time and now | know how to control them or

how to order them to work in specific tasks. As | have been working in SKB for a long

time so | think | could adapt myself.”

not have any problems, whilst all the supervisors (E, G, H and I) encountered various

Three participant (D, F and J) felt the work was going smoothly and they did

problems in the course of aworking day.
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Interviewee H, for example, felt that

“The work is challenging and interesting but turbulent and the working in
the department needs time to understand the working role”.

Furthermore, the accountants (B and C) discussed the difficulty of work by
saying:

“Working as accountant needs plenty of time to learn the systemin salary
calculation and some time, some work system changed quickly, we have to adapt
ourselves to work in the limited time. Some months, we have to work in overtime to
make the salary calculation work in time’

From the above summary, it is apparent all had worked for many years before
joining SKB. Their work was not easy compared to work at SKB. Thus, they would
find working in SKB not that difficult compared to previous work places. Half of the
interviewees have worked in SKB for more than 5 years. They know the SKB adminigtration
very well. Most came to work in the company as a result of suggestions made by friends
rather than seeing the job announcement. Their working role is different as they work
as coordinators in each SCG factory and supervisors in different departments of the
SCG factory. The most interesting point concerns the last question. There were only
three interviewees who felt their work was going well while the rest described it as not
that smooth and difficult. However, we found that, even though they had some problems,
they still had a positive attitude. This suggests they have loyalty to SKB.

4.2 Motivational factorsin working at SKB

Two questions addressed the second objective: motivation and satisfaction
when working at SKB. The first concerned what made them satisfied and happy at SKB.
The second addressed five motivational factors: 1) sense of achievement, 2) the level
of recognition, 3) growth and promotional opportunities, 4) the level of responsibility,
and 5) meaningfulness of the work. Their responses can be summarized and analyzed

asfollows.
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All gave different reasons as to what makes them satisfied and happy.

For example, Interviewee A said that

“1 think, my work is interesting because | have to learn every day, learn
the working system and learn people. Furthermore, | could meet many people. When
KB has new working tasks in SCG, | could learn different working tasks. It is not
boring and also it is challenging. So far | am happy with my position here and | am ok
in coordinating between people in SKB and SCG.”

Additionally, they addressed motivational factorsin the following way:

Table4.2 Motivational Factors

Motivation factors | nterview results

Sense of achievement They all feel they are proud to be in their position and
would like to be accepted as SKB administrators.

For example,

Interview D stated that:

“1 work hard and work in everything that SKB
administrators ordered me. | am proud to be in my
position but however | would like to be accepted for

everyone in SKB”

The level of recognition | Two interviewees (A and C) fedl that they are praised by
administrators and have a high level of recognition while
seven feel that they are praised by administrators with a
medium level of recognition.

However, Interviewee H stated that:

“1 think I am the last one to be thinking about, | feel that |

am not in favor like the othersin SKB.”

Growth and Interviewee A is satisfied with her position asit isthe
promotional highest in SKB after the administrators. The remainder
opportunities believe they have an opportunity to be promoted to a

higher level or that their salary would be increased year by

year.
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Table4.2 Motivational Factors (cont.)

M otivation factors

Interview results

Interviewee G stated that:

“1 am now a supervisor in raw material handling
department, | still hope to be in the other position in KB,
and for example, | would like to be a coordinator between
the company and SCG. If | stay here longer, | might have

that chance”’

Thelevel of
responsibility

Almost all think their level of responsibility isvery high
and their position isimportant in driving SKB forward.
Interviewee B said that:

“1 think that | should concentrate on the work in front of
me first and | would like to do on my best for my work.”

M eaningful ness of

the work

They all think that their work is meaningful because it

hel ps them to have a meaningful life. Furthermore, the
work could improve their general employment skills.
Interviewee F confirmed that:

“1 love my work; | like to drive everywhere depending on
SKB and SCG. | felt hopeless when | do not have to drive if

thereisno carrying work in SCG or when SCG is closed.”

From the above results, it appears that most are satisfied in their role as

SKB administrators, rather than with the administration system of the company. They
referred to the way the SKB administrators looked after them at work. Furthermore,

working at SKB was convenient for them because it was not far from their houses. Only

one interviewee commented on welfare. When asked about the motivational factors,
they al felt motivated and hoped to be promoted in the future. This shows they have

loyalty to the company. However, one participant felt left out by the company.
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4.3 Hygiene Factors Relatingto Working at SKB

Two questions addressed the third objective: dissatisfaction when working
at SKB. Thefirst asked what they felt dissatisfied about and what made them unhappy at
work The second addressed the seven hygiene factors: 1) pay, 2) company and administrative
policies, 3) supervision, 4) physica working conditions, 5) status, 6) interpersonal
relations and 7) job security. Their answers were summarized and analyzed as follows.

Four felt they were satisfied with their work. The remainder expressed some
dissatisfaction for the following reasons. 1) Some employees performed well but did
not receive suitable benefits. For example, they could not take days off for personal
reasons, 2) The workplace was not suitably organized; it was therefore hard to concentrate;
3) Some employees took a day off without advance notice,, making it difficult to
manage the work and 4) Some employees created a bad atmosphere and workplaces
overall were generally noisy.

Additionally, hygiene factors were addressed as follows:

Table4.3 Hygiene factorswer e addr essed

Hygienefactors Interview results

Pay They all think their salary is appropriate to the work
they do.

Interviewee C stated that:

“The salary is suitable for the work. We receive an
extra wage if we work late or work on a holiday. We

have got the bonus in every year”

Company policiesand They all think that company and administrative
administrative policies policies are suitable and acceptable.

Interviewee D mentioned welfare, stating that:

“1 like the welfare here, we receive three uniforms
and a pair of safety shoes. Employees in other

company have to pay for them
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Table 4.3 Hygiene factorswere addressed (cont.)

Hygiene factors

I nterview results

Interviewee E aso stated that:

“ The company has clear policies and safety, everyone has a
training program before working”

Interviewee H agreed, stating that

“1 am ok with the policies so far. In the past, there were

unsuitable some policies, but they were already removed.”

Supervision

They think that administration is acceptable because they
treat employees as a big family. Administrators are not
fussy and look after the employees very well. Interviewees
B, H and | agreed that they were satisfied working at SKB
because they have a good colleague and a boss who can tell
them they have made amistake without bias.

Interviewee C confirmed that:

“1 am happy to work here. | was a housewife before
working here. My elder sister used to work here but she had
to quit the job to look after her baby at home. So, she asked
me to work instead of her. | did not hesitate long to work

here because | knew that SKB work as a big family.”

Physical working

conditions

The atmosphere and working environment is acceptabl e but
some areas are very hot and it is difficult to concentrate on
work. Interviewees B, C, E, F, G and J agreed that the
work placeis not far from their houses.

Interviewee B said that:

“ The workplace is nearby but the working area is not
gpacious. It islack of office equipments. It isvery hot in
summer”

Interviewee C said that:

“Thereisalot of stuff in the office. It is difficult to tidy and

put themin order.”
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Table 4.3 Hygiene factorswere addressed (cont.)

Hygiene factors

I nterview results

Interviewee D argued that:
“ The workplace is noisy, especially when thereisa
building area near the office.”

Status

They feel that their statusis acceptable. Even though some
employees have problems, they work as a big family and
can sort these out quickly. Most problems are personal
rather than working problems.

Interviewee F agreed that:

“1 have been a driver for along time here, so | have known
almost everyone who works in SKB. Even though my status
isnot a very high level in the company but | feel acceptable

here because every employee is respectful”

I nterpersonal

relations

There is no problem regarding relationships between
colleagues because they work as afamily. Sometimes there
are personal problems between employees, however
coordinators solve those problems by separating them into
different work places.

Interviewee H said that:

“We have a good relationship in working here, when | need
any help when | ask for, they would help me.
Administrators always emphasi ze us about working as
teamwork.”

Interviewee J confirmed that:

“| am satisfied in working here because everyone hereis

kind. Even though thereis a lot of office work for some

occasion but office staff in SKB help each other”
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Table 4.3 Hygiene factorswere addressed (cont.)

Hygiene factors Interview results

Job Security They do not worry much about job security at SKB.
Interviewee A confirmed that:

“1 have been working for a long time, so | will try to do my
best to keep working hard here. | think administrators

would not leave me”

From the above results, it is clear that dissatisfaction relates to physical
working conditions rather than the administrative system of the company. For example,
participants commented about the hot working environment, office related issues and

noise.

4.4 Motivational Factors Related to Employees Loyalty Towards SKB

Two questions addressed the fourth objective: motivational factors of
motivation related to employees loyalty towards SKB. They were asked to rank the
following five motivational factors: 1) sense of achievement, 2) the level of recognition,
3) growth and promotional opportunities, 4) the level of responghility, and 5) meaningfulness
of the work. They were also asked to rank seven hygiene factors: 1) pay, 2) company
policies and adminigtrative policies, 3) supervison, 4) physical working conditions, 5) status,
6) interpersonal relations and 7) job security.

The five motivation factors were ranked as follows:

Table4.4 Thefive motivation factorswereranked

Growth and _
Sense of Thelevel of _ Thelevel of | Meaningfulness
Code ) o promotional o
achievement, | recognition o responsibility of thework

opportunities

A 5 2 1 3 4

B 5 2 1 3 4

C 2 5 3 4 1

D 4 3 5 2 1
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Table4.4 Thefive motivation factorswereranked (cont.)

Growth and .
Sense of Thelevel of _ Thelevel of | Meaningfulness
Code ) o promotional o
achievement, | recognition o responsibility of thework

opportunities

E 3 1 4 2 5

F 1 2 3 5 4

G 4 1 2 5 3

H 1 5 2 4 3

I 1 3 2 4 5

J 2 3 1. 4 5

From the table, the highest rank is represented by the number 1 and the lowest
by the number 5. Thus, the highest rank of 1 gives a score of 5. The other ranks of 2, 3
4 give scores of 4, 3 and 2 respectively. The lowest rank of 5 gives the lowest score of
1.The maximum score is 5. Therefore, the average score for each motivational factor is
asfollows:
Growth and promotional opportunities (average 3.6)
The level of recognition (average 3.3)
Sense of achievement (average 3.2)
M eaningfulness of the work (average 2.5)

o ~ 0D P

The level of responsibility (average 2.4)
The seven hygiene factors were ranked as follows:

Table4.5 The seven hygiene factorswereranked

1 2 3 4 5 6 7
pay company Supervision | physical | status | interpersonal job
Code policies and working relations security
administrative conditions
policies
A 4 2 3 5 6 1 7
B 4 2 3 5 6 1 7
C 4 1 5 2 3 7 6
D 7 5 4 1 6 2 3
E 7 6 4 1 3 2 5
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Table4.5 The seven hygiene factorswereranked (cont.)

1 2 3 4 5 6 7
pay company Supervision | physical | status | interpersonal job
Code policies and working relations security
administrative conditions
policies
F 4 5 6 1 2 7 3
G 6 3 4 1 2 5 7
H 6 4 1 2 3 5 7
I 5 4 7 6 3 1 2
J 3 4 5 1 6 2 7

From the table, the highest rank is represented by the number 1 and the lowest
by the number 7. Therefore, the highest rank 1 gives the score 7. The other ranks of 2,
34,5, 6 give scores of 6, 5, 4, 3 and 2 respectively. The lowest rank of 7 gives the lowest
score of 1. The maximum score is 7. Therefore, the average score for each hygiene
factorsisasfollows:

1. Physical working conditions (average 5.5)
Interpersonal relations (average 4.7)
Company policies and administrative policies (average 4.4)
Status (average 4.0)
Supervision (average 3.8)
Pay (average 3.0)

N o ok~ W DN

Job security (average 2.6)

From the above results, interviewees rated the three most important motivationa
factors as being: growth and promotional opportunities (average 3.6), the level of
recognition (average 3.3) and sense of achievement (average 3.2). Note that the total
score for motivational factors is 5. They would therefore like to be promoted. It aso
shows they see their future in SKB. However, they would also like to be recognized
and accepted by colleagues and administrators. Regarding hygiene factors, interviewees
rated the three most important factors as. physical working conditions (average 5.5),
interpersonal relations (average 4.7), and company policies and administrative (average
4.0). Note that the total score for hygiene factorsis 7.
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4.5 A good solution to retain the employeesin SKB

Three questions addressed the final objective: finding a good solution that
would help retain the employees in SKB. They were asked what they would like the
company to do to improve their motivation, how long they expected to work at SKB,
and what they would like to suggest to SKB about its administration. Their answers
are summarized and analyzed as follows:

They al agreed that, if possible, the SKB administrators should increase
their salary or bonus. Furthermore, SKB should increase welfare and offer an incentive
to good employees to encourage them to stay.

Interviewee A, for example, commented that:

“The company should increase extra money and a special welfare for some
positions in the company, for example, accountants in the office.”

Interviewee G agreed, stating that:

“ The company should have a special gift and increase the salary to encourage
for hard working employees”

Nine interviewees said they had no plans to work anywhere else. They
were happy to remain with SKB.

Interviewee C confirmed this by saying that:

“1 will keep working here, if there is nothing change about my family”

Interviewee F agreed:

“1 will work here until 1 am old and cannot drive anymore.”

One interviewee was unsure as she had personal problems and may have to
quit one day to look after her mother.

Four (D, E, F, G) thought that the SKB administration was suitable and
acceptable while interviewee A suggested that:

“ Administrators should look for behaviors rather than words because
some of them are not very good in speaking but they work well. Some employees could
speak well but could not work well as they speak.”

Two interviewees (B and C) would like to have better equipment in the
office, for example printers and scanners, because there is not enough for everybody.
The rest of the interviewees would like administrators to think about offering overtime

as they need extra money to support their families. Moreover, SKB should provide an
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extra bonus for travelling together as they would like to relax outside the factory but
have no chance to go by themselves.

From the above results, participants were clearly satisfied with the SKB
administration but would still like the company to look after them more, especialy
regarding extra money, bonuses or travelling. They felt the company should increase

the level of welfare and offer gifts to good employees to encourage them.
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CHAPTER YV
CONCLUSION AND RECOMMENDATION

Based on the results, this chapter will present a conclusion and a number

of appropriate recommendations.

5.1 Conclusion

Based on this research, and the literature reviewed, the following conclusions
have been drawn.

1. Most of the employees have been working for many years. Some used
to work in similar jobs,. Therefore, they have no problem working. They are mature
enough and an easily adapt to a working environment. Overall, their work is going
well, although a few problems have sometimes arisen. Even when this occurs, solutions
are quickly found. Employees have a positive attitude towards the company, and did
not want to leave their job. This suggests they have loyalty to the SKB, described by
Elegido (2013) as aform of commitment requiring the deliberate actions of the employee.

2. Employees were satisfied were SKB administrators as people rather than
the administration system of the company. Employees would like SKB administrators
to look after them to a greater degree. Working at SKB was convenient for them because
it is not far from their houses. However, they would like to have a better welfare system.
Employees are motivated to work and hope to be promoted in the future. Thus, they
have loyalty to the company, although one employee felt overlooked. Job satisfaction
is an individual’s expression of personal well-being associated with doing the job
assigned, and is dependent on the level of intrinsic and extrinsic outcomes and how the
jobholder views those outcomes. Outcomes for different people have different values.
Responsible and challenging work for some people may have a neutral or even negative
value depending on their education and work experience (Gibson et d. (2000). Furthermore,

every employee has different motivational factors that could potentially impact their
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degree of loyalty (Bernard et al., 2005). The five motivational factors in this instance

were analyzed as follows:

Table5.1 Thefivemotivational factorsanalyzed

M otivation factors

I nterview results

Sense of achievement

Proud to bein their position and need acceptance from
SKB administrators.

The level of recognition

Needs to be ahigh level of recognition.

Growth and promotional

opportunities

Have an opportunity to be promoted to a higher level.

The level of responsibility

Very high in the company and important to drive SKB

forward.

M eaningful ness of

the work

Have a meaningful life and improve their employment
skills.

3. Hygiene factor related to physical working conditions rather than the

administrative system of the company. The seven hygiene factors (Herzberg, 1959) in

this instance can be summarized as follows:

Table5.2 Summarized hygienefactors

Hygienefactors

I nterview results

Pay

Suitable salary

Company policies and

administrative policies

Suitable and acceptable administrative policies

Supervision

Having a good boss who can tell us when we make a

mistake without bias

Physical working

conditions

Workplace is hot and difficult to concentrate on work.

Status

Acceptable status in the company

Interpersonal relations

Having good colleague

Job security

They believe the company will not desert them.
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4. Regarding aspects the employees would like SKB to improve, they were
all satisfied with the current situation but would like the salary to be increased or a
bonus added. This suggests they accept the company’s objectives and believe in its
administration. They therefore have loyalty to SKB, in accordance with Antoncic and
Antoncic's (2011) contention that the loyalty of employees exists in the company when
employees believe in its objectives, accept them as their own, work for the common
good, and want to stay with the company. In this study, employees would like SKB to
increase welfare and reward good employees to encourage them. Almost all agreed to
stay in SKB as they are aware of the permanence of the job and the administrator’s

kindness.

5.2 Recommendations

Although the results were good, in some areas the administrators did not
look after employees so well. To ensure that SKB retains its employees in the long
term they should consider the following:

1. SKB should consider gradually increasing the saary, especially for
coordinators and supervisors as they work hard and have a high level of responsibility.

2. SKB should relax the vacation policy to allow employees to take some
days off.

3. SKB should offer a specia reward to employees who work hard and
have a high degree of loyalty to the company.

4. SKB should utilize external training to support relationships between
employees, and between employees and administrators.

5. SKB should ensure there is enough equipment in the office to support
and comfort staff.

5.3 Limitationsof the study

The qualitative method was useful and produced credible qualitative findings
throughout the observation. The in-depth interview was the main method used to collect



31

data from al interviewees in the company. These were conducted face-to-face in the
meeting room of the company. However, the limitations of the study were that:

1. All interviewees have a different attitude towards working. Some work
to a high standard and are responsible. Others have a suitable level of working and take
responsibility only for what is placed in front of them. They may therefore employ
different levels of thinking and decision making.

2. The study was conducted using face-to-face in-depth interviews. The
company administrator interviewed them in the meeting room of the company. Even
though the researcher asked them to tell the truth, they may have been reluctant to

mention any problems because they were worried about job security.
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