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Abstract

The purpose of this study was to assess Job Satisfaction among pharmaceutical
sales representatives using Herzberg’s Motivation and Hygiene Theory. Also
examined was the relationship of job satisfaction to variables such as age, gender,
marital status, qualification and length of service to explore whether the

demographic subgroups are statistically different regarding overall job satisfaction.

Data was collected using a questionnaire at two large medical practises. A sample
of 50 respondents was used for the study using the convenience sampling
technique. The questionnaire consisted of two sections, namely section A that
comprised the demographic information and section B collected scores for job
satisfaction questions on a five point scale ranging from very dissatisfied to very
satisfied. Responses to individual questions were tabulated and mean scores and
standard deviations were computed. Pearson’s correlation was used to determine
the relationship between the dimensions of job satisfaction and overall job
satisfaction. The t-test was used to ascertain the relationship between gender and
the job satisfaction factors, as well as overall job satisfaction. The F-test was used
to examine the relationship between age, marital status, qualifications and length of

service with the job satisfaction factors and overall job satisfaction respectively.

Overall the respondents were satisfied with their job. Highest satisfaction levels
were experienced for working conditions, work itself and recognition. It was found
that “Working Conditions” was the best predictor of overall job satisfaction

followed by job security and responsibility.
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CHAPTER ONE

Introduction

1.1 Introduction

This study focuses on Job Satisfaction among Pharmaceutical Sales Representatives in the
context of Herzberg Motivation-Hygiene Theory. Chapter 1 deals with the motivation and
focus of the study, the problem statement, objectives, hypothesis and research questions,

limitations of the study and the layout of the chapters.

1.2 Motivation for the study

Against the background of increasing local and global competitiveness, it is crucial for any
organisation, particularly for those in developing countries with limited skills resources,
such as South Africa, to ensure that it consistently develops and retains a loyal, committed
and able workforce. The movement of workers to act in a desired manner has always con-
sumed the thoughts of managers in many ways. Companies spend huge amounts of re-
sources training their employees, creating incentive plans that they think will motivate,
corporate team building exercises and improving administrative policies, but is this enough
to create job satisfaction? Instilling job satisfaction is a crucial task of management. Ac-
cording to Tientjen & Myers (1998), satisfaction creates confidence, loyalty and ultimately

improved quality of output of the employed.

Pharmaceutical sales representatives play a critical role in the pharmaceutical industry and
they are mainly responsible for sales and giving information on medical products to doc-
tors and pharmacists. The important functions of sales representatives are to achieve sales
targets and to build and maintain excellent customer relations. The sales representatives are
critically important to a pharmaceutical company as the company’s image and revenue are
highly dependent on their ability to satisfy all customer needs. It is therefore important that
pharmaceutical companies do everything possible to support their sales representatives in

their jobs to ensure that they all experience job satisfaction.



1.3 Focus of the Study

The focus of the study was to explore factors that contribute to job satisfaction among sales
professionals at Pharmaceutical Companies using Herzberg’s motivation and hygiene fac-
tors and to present proposals on how to improve overall job satisfaction. The sample repre-
sented a wide range of selected demographic variables. It was deemed important to assess
whether significant differences existed between the subgroups of sales representatives, in
their experience of work motivation and job satisfaction. It is believed that its findings
could be equally relevant to most other industries where organisational performance is
largely dependent on the performance delivery by its staff. Despite their individual differ-
ences, the motivation theories show that by and large, people at work, wherever that may
be, are motivated and satisfied by many of the same, or similar key characteristics of the
workplace.

1.4  Problem Statement

There is a multitude of research around job satisfaction and how it relates to performance,
productivity, organisational commitment, retention and turnover of the employees. Job sat-
isfaction is considered to be a vital factor in almost all the industries, including the phar-
maceutical industry due to its competitive nature. The study of motivation forms an inte-
gral part of industrial and vocational psychology in which the concepts of need, incentive
and attitude are discussed more extensively than the concepts of ability and skill (Vroom,
1995).

The business world’s number one problem concerns how to motivate employees (Watson,
1994). Technological revolution, demographic changes in workplace and globalisation
stimulate the need to search for novel ways to motivate the workforce. Getting to know
about employees’ preferences of what motivates them could help in improving productivi-
ty and building success stories for the organisations. Consequently, organisations attain a
competitive edge whereby employees get valued rewards (Wiley, 1997). The Performance
of employees is mostly determined by their abilities, motivation and positive job environ-
ment. The issues of deficiencies in the abilities of employees and secondly an undesirable
job environment can be effectively addressed by appropriate training and the provision of



favourable work conditions. However, if motivation is the underlying cause of the perfor-
mance problem, then its solution becomes more complex and challenging (Griffin, 1990).

Furthermore, the improvement in job satisfaction for sales staff at pharmaceutical compa-

nies requires urgent attention due to the competitive nature of the industry.

1.5  Objectives

The research objectives were formulated to test job satisfaction among Pharmaceutical

Sales Representatives in the pharmaceutical industry. The objectives of the study were to:

1. Conduct a literature review on Job Satisfaction

2. Determine the extent to which participants experience job satisfaction in terms of
the dimensions and overall job satisfaction

3. Establish the relationship between the dimensions of job satisfaction and overall
job satisfaction

4. Examine the relationship between the biographic variables and the dimensions of
job satisfaction and overall job satisfaction respectively

5. Ascertain which of the dimensions best predict overall job satisfaction

6. Make recommendations

1.6 Hypotheses/Research Questions

These hypothesis were formulated to answer the research questions and assess the objec-
tives of the study.

The hypotheses that were tested are as follows:

Hypothesis 1
(HO): There is a statistically no significant relationship between the dimensions of
Job satisfaction and overall job satisfaction
(H1): There is a statistically significant relationship between the dimensions of Job

satisfaction and overall job satisfaction



Hypothesis 2
(HO): There is a statistically no significant difference in the perceptions of the di-
mensions of Job satisfaction among the biographical variables
(H1): There is a statistically significant difference in the perceptions of the dimen-

sions of Job satisfaction among the biographical variables

Hypothesis 3
(HO): There is a statistically no significant difference in the perception of overall
job satisfaction among the biographical variables.
(H1): There is a statistically significant difference in the perception of overall job
satisfaction among the biographical variables.

Hypothesis 4
(HO): The variance in the overall job satisfaction cannot be explained by the dimen-
sions of job satisfaction.
(H1): The variance in the overall job satisfaction can be explained by the dimen-
sions of job satisfaction.

1.7 The importance of this study is that it:

» Provides management with more insight into what are the factors that con-

tribute to perceived job satisfaction for sales representatives.

» Highlights the factors that are deemed important in creating job satisfaction

that are not adequately addressed by management

«  Will assist management with formulating policies that will help create job

satisfaction.

1.8 Limitations of the Study

e Sample Size
There are many pharmaceutical companies that operate in the Durban area. The task of ob-
taining the exact population size was not possible due to time constraints. Based on the un-
certainty of the population size, a sample size of 50 may not be representative of the popu-

lation, but is adequate for the purpose of the study.
4



However, according to Sekaran (2003) sample sizes larger than 30 and less than 500 are
appropriate for most research. This theory is further supported, suggesting that there is no
hard and fast rule regarding sample size, however the sample should consist of at least 30

respondents (Burns and Grove, 2001).

According to Polit and Beck (2006), quantitative research designs require a larger sample

to increase representativeness and reduce sampling error.

e Sampling Technique
The convenience sampling technique was used to elicit responses from pharmaceutical
sales representatives who visited two medical practitioners in the Durban area. This group

may not represent all pharmaceutical sales people.

e Questionnaire

There is seldom much learnt about opinions, attitudes, intentions and expectations except
by questioning. The questioning technique, however, does have its shortcomings. The ma-
jor weakness is that the quality and quantity of information secured depends heavily on the
ability and willingness of respondents to cooperate. Respondents may also interpret a ques-
tion or concept differently from what was intended by the researcher. A respondent may
intentionally mislead the researcher by giving false information (Cooper and Schindler,
2003).

1.9  Outline of the Chapters

This study has been organised into five chapters. The first chapter contains an introduction
to the study; a description of its purpose and its justification; and states the research ques-
tions that guided the study. Chapter two contains a review of current literature pertinent to
the study. Chapter three describes the research design, the methodology and the procedures
followed in the study. Chapter four details the analysis of the data obtained in the study
and a discussion of the findings. Chapter five concludes the study and puts forward rec-

ommendations for further research.



1.10 Conclusion

Job satisfaction is deemed as one of the most vital components in ensuring an efficient and
effective working environment. There are several methods by which management may
assess its employees overall satisfaction, however, many of them do come with shortcom-
ings. It is imperative that management works in close proximity with its workforce, as un-

happy employees could be severely detrimental on business sales, productivity and profit.



CHAPTER TWO

Job Satisfaction

2.1 Introduction

Job satisfaction is a complex topic that has been studied extensively by many researchers.
Thousands of published articles and dissertations report that job satisfaction is related to
performance, productivity, organisational commitment, retention and turnover of the em-
ployees. Job satisfaction is regarded as a vital factor in almost all industries and is gaining
value in the pharmaceutical industry. It has become imperative to retain these sales people

who play a valuable role to the success of the sales team, (Bodla and Naeem, 2004).

This chapter will attempt to define job satisfaction, its importance, discuss the theories of
job satisfaction, examine the relationship between job satisfaction and motivation and dis-

cuss the predictors and consequences of job satisfaction.

2.2 Definitions of Job Satisfaction

Job satisfaction has been defined and described in a variety of ways. It is virtually an im-
possible task to obtain a single definition for job satisfaction. Researchers over time have

attempted to define job satisfaction, hence creating numerous definitions.

On examining the relevant literature on job satisfaction, some authors appear to use the
term “job satisfaction” and “motivation” interchangeably. However, the two concepts can
be viewed as separate concepts. Motivation can be defined as a persistent effort directed
towards a goal (Weallens, 2003). Job satisfaction, on the other hand, refers to a collection
of attitudes that workers have towards their jobs (Robbins, Odendaal & Roodt, 2003).

Locke’s (1976, p.1300) defined job satisfaction “as a pleasurable or positive emotional
state resulting from the appraisal of one’s job or job experiences”. Robbins et al, (2003)
view job satisfaction as a subjective measure of worker attitudes, that is, an individual’s
general attitude to his or her job. A person with a high job satisfaction holds positive atti-
tudes towards the job, and the one who is dissatisfied with it has negative attitudes towards
it (Robbins, et al, 2003).



Ivancevich, Konopaske and Matteson (2005) view job satisfaction as an attitude that indi-
viduals have towards their jobs which stems from their perception of their jobs and the de-

gree to which there is a good fit between the individual and the organisation.

2.3 Importance of Job Satisfaction

Spector (1997) presented three reasons to clarify the importance of job satisfaction.

Firstly, organisations can be directed by humanitarian values. Based on these values, they
will attempt to treat their employees honorably and with respect. Job satisfaction assess-
ment can then serve as an indicator of the extent to which employees are dealt with effec-
tively. High levels of job satisfaction could also be a sign of emotional wellness or mental

fitness.

Secondly, organisations can take on a utilitarian position in which employees’ behaviour
would be expected to influence organisational operations according to the employees’ de-
gree of job satisfaction/dissatisfaction. Job satisfaction can be expressed through positive

behaviours and job dissatisfaction through negative behaviours.

Thirdly, job satisfaction can be an indicator of organisational operations. Assessment of
job satisfaction might identify various levels of satisfaction among organisational depart-
ments and, therefore, be helpful in highlighting areas in need of improvement.

Spector (1997) believed that each one of the reasons is validation enough of the signifi-
cance of job satisfaction and that the combination of the reasons provides an understanding
of the focus on job satisfaction. Spector (1997) of course, is only one of many researchers,
scholars, and writers who addressed the importance of job satisfaction. His reasons appear
to be representative of many views on the importance of the concept in other major works

dealing with job satisfaction.

Job satisfaction is a factor that has been shown to be linked to intentions to leave. King-
Lawrence (2003) found that the higher the level of job satisfaction was, the lower the level
of intent to leave for sales representatives of major pharmaceutical organisations. In anoth-
er study on job satisfaction, Hellman (1997) used a meta-analysis method to analyse job

satisfaction and intention to leave within U.S. organisations. Similar to King-Lawrence,

8



Hellman found an inverse relationship between job satisfaction and leaving an organisa-
tion. If the level of job satisfaction was high, then the intent to leave an organisation was

low.

2.4 Theories of Job Satisfaction

There is consensus in the literature that job satisfaction can be defined as the feelings that
an employee has towards his job. These feelings manifest themselves as an attitude or
emotional response, based on an individual’s perception of the differences between what
was expected; and what is actually experienced in the job. While there appears to be a
common understanding of what job satisfaction is, there are a multitude of theories, either
supported or challenged by researchers in the literature, describing its causes. Such re-
searchers include Elton Mayo, Hawthorne, Abraham Maslow, Frederick Herzberg and Vic-
tor Vroom.

A review of the five most predominant and current models of job satisfaction are described
by Buelens, Kreitner & Kinicki (2002) as follows:

2.4.1 Need Fulfillment
This model proposes that job satisfaction is determined by the extent to which the charac-
teristics of a job allow an individual to fulfill his needs. Although these theories are con-

troversial, it is generally accepted that need fulfillment and job satisfaction are correlated.

2.4.2 Discrepancies

This model proposes that job satisfaction is a result of met expectations. When expecta-
tions are greater than what is received, a person will be dissatisfied, while if outcomes are
greater than expectations, the person will experience satisfaction. A Meta analysis of a
large number of studies showed that met expectations, such as pay and promotion, were

significantly related to job satisfaction.

2.4.3 Value Attainment
This model supports the idea that job satisfaction stems from the perception that a job al-
lows for fulfilment of a person’s important work values. Generally, research has supported
the prediction that the fulfilment of work values such as reward, recognition and work
conditions is positively related to job satisfaction.

9



2.4.4 Equity

In this model, job satisfaction is dependent on an individual’s perception that work out-
comes, relative to inputs, compare favourably to those of significant others. This model has
been considered as promising and has been supported by a large number of studies over a

significant number of industries.

2.4.5 Dispositional / Genetic Components

This model is based on the belief that job satisfaction is partly a function of both personal
traits and genetic factors. The model implies that stable individual differences are just as
important as the characteristics of the work environment, in explaining job satisfaction.
Although only a few studies have been conducted and further research is needed to test the
model, the studies to date have supported a positive and significant relationship between
personal traits and job satisfaction. The above review provides an insight into the complex-
ities of job satisfaction and researchers continue to test these theories and explore the caus-

es of job satisfaction.

2.4.6 Herzberg’s Motivator-Hygiene Theory

The study of job satisfaction became more sophisticated with the introduction of Her-
zberg’s motivator-hygiene theory. This theory focuses attention on the work itself as a
principal source of job satisfaction. To Herzberg the concept of job satisfaction has two
dimensions, namely intrinsic and extrinsic factors. Intrinsic factors are also known as mo-
tivators or satisfiers, and extrinsic factors as hygiene, dissatifiers, or maintenance factors.
The motivators relate to job content (work itself) and include achievement, recognition,
work itself, responsibility and advancement. The hygiene factors relate to job context
(work environment) and involve, for example, company policy and administration, super-
vision, salary, interpersonal relations, and working conditions. Motivators are related to job
satisfaction when present but not to dissatisfaction when absent whilst hygiene factors are

associated with job dissatisfaction when absent but not with satisfaction when present.

Before the emergence of the motivator-hygiene theory, only single scales had been used to
measure job satisfaction. Scores on the high end of the scale reflected high levels of job
satisfaction, whereas scores on the low end represented high dissatisfaction. Research
based on the motivator-hygiene theory should apply different scales for job satisfaction and

10



dissatisfaction because the opposite of job satisfaction is no job satisfaction and the oppo-
site of job dissatisfaction is no job dissatisfaction (liacqua, Schumacher & Li, 1995).

Robbins (1998) indicates that Herzberg conducted research to find out what people really
need from their jobs. He asked people to describe in detail circumstances where they felt
good and bad about their jobs. The findings indicated that intrinsic factors are mostly relat-
ed to job satisfaction while extrinsic factors are linked with dissatisfaction. Herzberg’s
(1966) theory suggested that job satisfaction and job dissatisfaction are caused by different
and independent sets of factors. He found that when people are satisfied, they attribute
their satisfaction to work itself, but when people are dissatisfied with their jobs, they are

concerned about the environment in which they work.

Some studies have criticized Herzberg theory saying it is actually a theory of job satisfac-
tion rather than that of motivation. However, some organisations combine job tasks, ex-
pand employee responsibility and initiate work teams with the aim of increasing employee
satisfaction and motivation. Graham & Messner (1998) report that there are three major
criticisms associated with these content theories. Firstly, there is a scant empirical data to
support. Secondly, they assume employees are alike. Thirdly and lastly, they are not really

theories of motivation at all, but rather theories of satisfaction.

Other researchers such as Nadler and Lawler (1979) have been critical of Herzberg. They
argue that Herzberg made assumptions about his theory. Those assumptions hold that all
employees are alike, all situations are alike and there is one best way. Furthermore, House
& Widgor (1967) revise Herzberg's two factors and identify four criticisms of the model.

They note those criticisms as follows:

It is methodology bound in identifying critical incidents of satisfaction and dissatisfaction,
raters are required to evaluate behaviour of respondents, which result in rater contamina-
tion, the research lacked a measure of overall satisfaction, and situational variables were

not treated in defining the relationship between satisfaction and productivity.

However, Graham & Messner (1998) state that irrespective of those criticisms, content
theorists like Herzberg contributed a lot to the body of knowledge of job satisfaction. On

11



the other hand, Mitchell (1982) insinuates that the research conducted by Maslow,
McGregor, Herzberg and Alderfer indicates, in general, that organisations consume more
time dealing with fulfilment of lower needs other than fulfilment of higher level needs. Or-

ganisations are deemed to have failed to take cognisant of upper level needs.

Motivator and hygiene factors are found to have moderate to substantial relationship with
overall job satisfaction. This leads to the conclusion that the basic propositions of Her-
zberg’s (1959) motivator-hygiene theory of job satisfaction does not hold true, (Bodla and
Naeem, 2004). According to Bodla and Naeem, 2004 there were no significant differences
in overall job satisfaction between demographic sub-groups. It implies that pharmaceutical

sales representatives are stable regarding their overall level of job satisfaction.

A recent study done in Cape Town, South Africa, attempted to determine the amount of
variance in overall job satisfaction among frontline pharmaceutical sales force. Besides,
this it also investigated whether demographic subgroups of the sales-force are statisti-
cally different regarding their overall job satisfaction, (Singh, 2010).

The results of this study indicate that job content or motivation factors such as
“growth”, “relationship with co-workers”, “promotion opportunities”, and “recogni-
tion” as well as job context or hygiene factors such as “job security”, “operating proce-
dures”, “work itself”, and “supervision” explain significant proportion of variation in
overall job satisfaction among pharmaceutical sales-force leading to the conclusion that
five job content and context factors such as “growth”, “relationship with co-workers”,
“promotion opportunities”, “recognition”, and “job security” can contribute drastically
to improve overall level of job satisfaction among pharmaceutical sales-force, (Singh,
2010).

Therefore, it is advisable that sales and human resource management of both multina-
tional and local pharmaceutical companies should pay special attention to these factors
in order to improve productivity and performance of their sales-force. As regards
growth and development, the management should evaluate managerial practices for the

participation and autonomy of salespersons.

12



2.5 Predictors of Job Satisfaction

Originally job satisfaction was studied as a predictor of behaviours such as performance,
absenteeism, and turnover. More recently the interest has shifted toward identifying factors
that influence or predict job satisfaction. Personal and work-related characteristics can in-
fluence job satisfaction (Locke, 1976; Spector, 1997).

Glisson and Durick (1988) examined simultaneously the ability of multiple variables from
three categories (worker, job, and organisational characteristics) to predict both job satis-
faction and organisational commitment. They proposed that job tasks would be excellent
predictors of job satisfaction, characteristics of workers poor predictors, and characteristics
of the organisation moderate predictors. Their findings supported the traditional emphasis
on job characteristics as determinants of job satisfaction and to a lesser extent, the more

recent examinations of organisational determinants.

2.5.1 Personal Characteristics

Age, gender, education and tenure are common variables that are used to determine what
relationship they may have on job satisfaction. Evidence from various research findings on
the relationship between personal characteristics and job satisfaction has produced mixed
results, with some positive relationships being identified and in some instances negative

ones for the same variables.

2.5.1.1 Age
Older workers have lower expectations than younger workers, and they tend to be better
adjusted to the work situation. Quinn, Staines, and McCullough (1974) claimed that older
workers are more satisfied with their work because they move into better work or more
desirable positions across their careers. Saleh and Otis (1964) proposed a positive and line-
ar function between age and job satisfaction until the preretirement period during which
job satisfaction significantly declines. They attributed the increasing level of job satisfac-
tion to the general adjustment to life, and the decreasing level of job satisfaction to a de-
cline in health and an obstruction of channels for self- actualisation and psychological

growth.
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Zeitz (1990) adopted a situational perspective of employee attitudes to investigate the rela-
tionship between age and work satisfaction among 434 employees of a Federal Govern-
ment agency. The employees were categorised into three groups: non-professionals (most-
ly clerical personnel), non-elite professionals (not promoted to highest rank), and elite pro-
fessionals (attainment of grade 13 or above). The results of the study show that the age-
satisfaction curves differed among the non-professionals, non-elite professionals, and elite

professionals.

liacqua et al. (1995) analysed factors that affect job satisfaction and dissatisfaction of fac-
ulty in higher educational institutions. Age was among the factors found to affect job dis-
satisfaction. Younger, less experienced faculty expressed more job dissatisfaction than ex-
perienced tenured faculty. Spector (1997) suggested two reasons why job satisfaction
might increase with age. One, better benefits such as pension, for example, and rewards,
pay, for example, could increase satisfaction. Two, Spector (1997, p.26) stated that,
“...people adapt to the job by adjusting their expectations to be more realistic, so that they
are happier with less as they get older.” According to Malik & Naeem (2009), respondents
aged between 26-30 years value “pay and fringe benefits” more than those aged between 20-25

years.

In the study conducted by Bodla and Naeem (2004), older sales representatives are more
satisfied with the job than their younger counterparts. Junior frontline employees are
somewhat more satisfied with job than senior counterparts. Singh (2010), received similar
results that older salespersons (greater than 35 years) are somewhat more satisfied with job
than younger counterparts (less than 35 years). Junior sales-force feel more satisfaction

with job than senior sales force.

2.5.1.2 Gender
Research investigating the relationship between gender and job satisfaction uncovered
three possibilities. First, females are more satisfied than males (i.e., Hoppock, 1935). Se-
cond, males are more satisfied than females (i.e., Hulin & Smith, 1964; Locke, Fitzpatrick,
& White, 1983). Third, no difference exists between males and females with respect to job
satisfaction (i.e., D’Arcy, Syrotuik, & Siddique, 1984; Golding, Resnick, & Crosby, 1983;

liacqua et al., 1995).
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Thompson and McNamara (1997) reviewed various job satisfaction findings and suggested
that neither age nor gender was of value in the prediction of job satisfaction. Gruneberg
(1979) presented various reasons why results appeared inconsistent when comparing the
relationship between gender and job satisfaction. Some reasons for these inconsistencies
maybe due to occupying different job levels, promotion prospects, salary and level of satis-
faction that the same job presents. Women are more likely to experience greater job satis-

faction in a job that requires fewer skills and promotion opportunities than men.

Smith, Smits, and Hoy (1998) also conducted research on the relationship of gender and
job satisfaction with employees at small businesses. The initial results of the study found
no significant difference. On further investigation and this time introducing the gender of
the small business owner as a variable, presented different results with significant differ-
ence. The most satisfied females were employed in female owned and managed compa-
nies, with up to 25 employees. The most satisfied men were employed in male owned and
managed companies, with 50 or more employees.

According to Bishay (1996), there were differences between the responses of men and
women. Mean responses of men and women indicated that women were significantly less

satisfied with their incomes than men.

According to Bodla and Naeem (2004), female sales representatives are somewhat less sat-
isfied with overall job satisfaction than their male counterparts, whereas, Singh, (2010),
recorded no significant differences among salespersons’ demographic subgroups regarding
their current level of overall job satisfaction. However, female salespersons feel somewhat

more satisfaction with job than male counterparts.

2.5.1.3 Education
A review of literature regarding the relationship between job satisfaction and education
suggests that the relationship could be either negative or positive. Carrell and Elbert (1974)
found that the effect of education on job satisfaction was a negative effect primarily due to
higher education workers being dissatisfied due to them performing routine tasks. DeSantis
and Durst (1996) also identified differences in job satisfaction and the education variable.

Their findings indicated a much stronger negative relationship between education and
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overall job satisfaction in private-sector employees than in their public sector counterparts.
A possible reason for this might be that private -sector individuals are employed in posi-
tions that do not challenge them (DeSantis and Durst 1996).

Quinn and Baldi de Mandilovitch (1980) analysed data from 11 studies of American work-
ers. Based on this analysis, they documented a positive relationship between the workers’
educational level and overall job satisfaction. The attainment of a college degree resulted

in the largest increase in overall job satisfaction.

According to the results obtained by Malik & Naeem (2009), graduate degree holders have
emphasised more on “promotion opportunities” than master degree holders, whilst, mas-
ter’s degree holders are more satisfied with their job than undergraduate degree holders.

In another study that explored job satisfaction among pharmaceutical sales representatives,
it was found that master degree holders are more satisfied with job satisfaction that gradu-
ate degree holders Bodla and Naeem (2004). Job satisfaction studies, that included educa-
tion as a variable suggested that there may exist a relationship that can be negative or posi-
tive. One particular study reported a negative effect of education on job satisfaction. It
found that there may exist a level of dissatisfaction among younger workers who have a

higher level of education due to performing routine tasks (Carrell and Elbert 1974).

2.5.1.4 Tenure
Gruneberg (1979) pointed out that the relationships between tenure, defined as length of
service, and job satisfaction was unclear. DeSantis & Durst (1996) found that employees
who have a longer length of service may experience a decrease in job satisfaction. Howev-
er, evidence provided by Bedeian, Ferris, and Kacmear (1992) showed a positive relation-
ship between tenure and job satisfaction.

According to Malik and Naeem (2009), sales representatives with job experience more
than 5 years are more satisfied with their job than those having job experience less than 5
years. Older sales representatives are more satisfied with their job than younger counter-
parts. Junior frontline employees are somewhat more satisfied with their job than senior

counterparts.

16



According to Singh (2010), older salespersons (Greater than 35 years) are somewhat more
satisfied with job than younger counterparts (Less than 35 years). Junior sales-force feel

more satisfaction with job than senior sales force.

2.5.2 Work-Related Characteristics

The work situation can seriously affect one’s job satisfaction levels. Any aspect relating to
the job itself or the organisation forms part of the work situation. According to Bruce and
Blackburn (1992), Locke (1976), and Vroom (1982) challenging work, equitable rewards,
supportive working conditions, and supportive colleagues are the main determinants of job

satisfaction.

2.5.2.1 Challenging work

Schneider, Gunnarson, & Wheeler (1992) states that work itself correlates most highly
with overall job satisfaction. Employees’ prefer jobs that allow them to use their abilities
and skills effectively, as well as, a job that offers freedom, a varied tasks and performance
feedback. This kind of job presents the employee with work that is mentally challenging.
However, the challenge needs to be balanced to prevent boredom in some instances or
frustration in some instances when the challenge presented by the job is too great. It is im-
portant to maintain the challenge at an appropriate level to create feelings of pleasure and
satisfaction (Bruce & Blackburn, 1992; Locke, 1976; Vroom, 1982).

People tend to be more satisfied with jobs that provide an overall work load and level of
variety that is not low, but also not so high that it becomes overwhelming and unduly chal-
lenging. Recent research shows that this factor applies particularly to career orientated in-
dividuals as opposed to those who see the position as short term or temporary. The latter
individuals would be more satisfied with the social aspects of the job rather than the chal-
lenge of the job (Greenberg & Baron, 1993). The Job Characteristics model is also effec-
tive in describing the growth need strength of the individual and his desire for personal
growth and development. The model predicts that individuals, who are not interested in
these attributes, are not expected to experience the theorized psychological reactions to the
core dimensions of the job, or to consequently enjoy the beneficial personal and work out-
comes, as described by the model. They would again, be more inclined to the social aspects

of the job.
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2.5.2.2 Equitable rewards

Employees expect to be rewarded by being compensated fairly for their efforts and in some
situations receiving a promotion to a better position. To establish a system where pay is
perceived to be fair, decisions regarding the value of pay should take job requirements,
people’s abilities and community pay standards into consideration (Bruce & Blackburn,
1992; Locke, 1976, Locke, Fitzpatrick & White, 1983; Vroom, 1982).

Research clearly indicates that an organisation’s reward system is strongly related to job
satisfaction. This refers not only to how pay and promotions are distributed but also to how
fairly they are distributed. Adam’s equity theory of motivation predicts that people are mo-
tivated to maintain a balance between their cognitive beliefs and their behaviour, in typi-
cally give and take situations. In the work place, employees will evaluate whether the re-
wards they receive for their input, match those received by relevant others. Employees will
tend to compare themselves to others, who are similar in certain respects, such as: the work
they do, gender, educational level, amongst other factors. Field research has also shown
that perceptions of distributive and procedural justice are positively related to job satisfac-
tion and negatively so, to attitudinal problems such as absenteeism, intentions to quit and
turnover (Kreitner, Kinicki & Beulens; 2002). According to Malik and Naeem (2009),
sales force in senior position have placed higher importance on “pay and fringe benefits”

while junior salesforce valued “interesting work™ more than their counterparts.

Locke’s (1969), value theory, articulates that job satisfaction is closely associated with job
outcomes, meaning that the reward must match that which is desired by the individual. If
the individual perceives value in the reward, then the higher the job satisfaction experi-
enced. However, should there be discrepancy between what the individual expects and
what one really receives, the lower will be the job satisfaction. A study conducted by Rice,
MacFarlin & Bennet (1989) as cited in Greenberg & Baron (1993) on a diverse group of
employees, was fully consistent with the above theory.

In other studies, pharmaceutical sales force rated pay and fringe benefits as the most im-
portant motivating factor (Wiley, 1997; Dubinsky, Jolson, Michaels, Kotabe and Lim,
1993; Shipley and Kiely, 1988).
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2.5.2.3 Supportive working conditions

Working conditions that provide comfort and safety to employees can lead to job satisfac-
tion. Companies need to ensure that the physical environment is adequate lit, temperature
is well maintained and noise levels are kept to a minimum to prevent any discomfort that
may cause workers to feel dissatisfied. Furthermore, people prefer cleanliness to dirt and
living close to their jobs over living far away (Bruce & Blackburn, 1992; Locke, 1976,
Locke et al; 1983; Vroom, 1982).

Research has shown that job satisfaction is positively related to pleasant working environ-
ments (Greenberg & Baron, 1993). While these factors are not directly associated with the
job itself, they are associated with the context in which the job is performed. Working con-
ditions are relevant because they impact and influence life, both inside and outside of
work. Factors such as hours of work and over-time have a direct bearing on life satisfaction
and recreation. Generally, unless work conditions are either very bad or very good, they
are taken for granted. Research has shown that complaints about working conditions could
be a manifestation of deeper frustrations such as anger towards management and feelings

of a lack of appreciation (Arnold & Feldman, 1986).

2.5.2.4 Supportive colleagues

Supportive colleagues play a vital social role through their favourable interaction with their
colleagues. Job satisfaction can increase if an individual has sympathetic and helpful co-
workers. It is equally important to have managers who are able to communicate effective-
ly with employees and provide them with feedback that is meaningful. A manager who is
receptive to the needs of his co-workers can lead to increased job satisfaction for employ-
ees (Bruce & Blackburn, 1992; Herzberg, Mausner & Snyderman, 1959; Locke et al; 1983,
Vroom, 1982).

Studies have determined that job satisfaction is high when employees believe their superi-
ors: are competent; have their best interest at heart and treat them with dignity and respect.
The converse is that satisfaction is low when supervision is perceived to be of poor quality,

incompetent and uncaring (Greenberg & Baron, 1993).
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According to Malik & Naeem (2009), the demographic subgroups of sales force differ
from another in perceived importance of job content and context factors. The analyses re-
flect that male respondents place significantly higher value on the “supportive coworkers”

than female counterparts.

2.5.2.5 Decentralisation of Power

When power is decentralised, many employees can make decisions and freely participate
in the decision-making process. Such situations tend to promote job satisfaction. The con-
verse is also true in that when power is concentrated, employees tend to believe that they
are relatively powerless and helpless. Such a situation reduces job satisfaction (Greenberg
& Baron. 1993). Research has shown that employee participation in performance apprais-
als was positively related to job satisfaction and that participation in the work place had a
small, but significant effect on job performance and a moderate link to job satisfaction
(Kreitner, et al, 2002).

Participative management, power sharing and empowerment are consistent with Maslow’s
need theory and the Job Characteristics model of Hackman and Oldham. Maslow’s theory
proposed that motivation was a function of five basic needs, arranged in a graduated hier-
archy. As each need is achieved, it loses its ability to motivate and the next need in the hi-
erarchy is sought. These needs range from the basic psychological needs of survival, safety
and love, through to those of esteem and self-actualization, as the most sophisticated of
motivators. The Job Characteristics model predicts that increased internal work motivation
can be realized by experiencing meaningfulness, responsibility and knowledge of results,
when five core job characteristics are present. These core characteristics are: skill variety,
task identity and significance, autonomy and feedback. These two theories predict that mo-
tivation will be increased and job satisfaction attained by fulfilling basic needs, autonomy,
meaningful work, and interpersonal contact (Kreitner, et al, 2002).

Syptak, Marsland and Ulmer (1999) posit that job satisfaction may be influenced by vari-
ous factors such as the quality of the physical environment in which employees work, the
quality of employees’ relationship with their supervisor and the degree of fulfillment in
their work amongst others. Job satisfaction seeks to explain how content an individual is

with the job. Job satisfaction may be linked with motivation to some extent even though
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they are not similar.

Oshagbemi (1997) acknowledges the notion that job satisfaction is significant due to its
relevance to the physical and emotional well-being of employees. In other words, job satis-
faction has relevance for human health. In their study, Yammarino & Dubinsky (1987)
suggest that an organisation should seek to create a working environment where supervi-
sors foster and provide:

e Higher levels of support, encouragement and information,

e Higher levels of discretion and autonomy in order to increase levels of satisfaction,

e Job and set of tasks that are clearly defined,

e A greater attachment and loyalty to the organisation

e Higher levels of productivity

They believe that an employee’s satisfaction with his/her supervisor is influenced by the
supervisor attention and employee autonomy. Likewise it can also affect the employee role
ambiguity, organisational commitment and job performance.

e Task characteristics
Taber & Alliger (1995) identify task characteristics that affect satisfaction with the work
itself. They set forth the tasks characteristics as the following:

e Task importance
There is an expectation that importance of the tasks show a positive relationship with over-
all job satisfaction. An important task is expected to contribute largely to job satisfaction
than does an unimportant task.

e Task complexity
A complex task is found to be more challenging and brings out a new way of thinking;
hence contributes more to job satisfaction.

e Level of supervision of the task
An employee that is free to perform his tasks unsupervised is bound to have a positive ef-
fect on job satisfaction.

e Level of concentration required on the task

A concentration level needed by a particular task is deemed to connect positively with job

satisfaction.
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e Time
An amount of time spent on a particular task is expected to have a greater effect on satis-
faction with the work itself. It is regarded as a moderating variable.

e Task enjoyment
It is believed that enjoyment that one receives from each individual task could possibly af-
fect job satisfaction. The impact on satisfaction from enjoyment on a particular task could
be assessed by how important that task is felt to be. The above-mentioned task characteris-
tics are highly related and potentially valuable to an understanding of job satisfaction and
motivation. Lund (2003) highlights the fact that job satisfaction has been widely studied. In
fact, several researchers have examined the relationship between job satisfaction and hu-

man and organisational behaviour.

2.6 Consequences of Job Satisfaction

The consequences of job satisfaction are the factors that ultimately impact on various ele-
ments that are essential or detrimental to the functioning of any organisation.

These include the following:

2.6.1 Job Performance:

According to Sari and Judge (2004), employee performance and therefore job performance
is ascertained by an employee’s abilities, motivation and positive job environment. Bodla
& Naeem (2009) however found that “work itself” is the most motivating dimension of
sales representatives’ job whilst “operating procedures” the least motivating job dimen-

sion.

Job satisfaction plays an imperative role in understanding employee performance and has
been found to be more complex for more complex and professional jobs than for less com-
plex jobs (Sari and Judge, 2004). Research has found that there is in a general a positive
correlation between satisfaction and job performance. laffaldano & Muchinsky (1985)
found that there is a statistical correlation of about 0.17 between job satisfaction and per-
formance however, more recent studies as conducted by Judge, Thoresen, Bono and Patton
(2001) found that a significantly higher correlation of 0.30 existed between job satisfaction

and job performance and higher complexity jobs yielded a correlation of 0.52.
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2.6.2 Absenteeism (Withdrawal Behaviour):

In general, employees that are not satisfied with their jobs are more likely to display absen-
teeism and are more likely to quit (Sari and Judge, 2004). Behavioural traits such as late-
ness, unionisation, grievances, drug abuse and decisions to retire are also indicative of
withdrawal behaviours of dissatisfaction of employees in the job that currently occupy. It
has been proven in studies that employees that are the most dissatisfied typically have a
higher frequency of absenteeism because this provides a temporary escape from an other-
wise unpleasant work situation (Sari and Judge, 2004). Sari and Judge (2004) go further to
identify that employee absences increase significantly during holidays and in certain cir-
cumstances, is known to increase as a result of alcoholism, addiction and also poor health.
Mowday, Porter & Steers (1982) postulated that employees that are satisfied have a greater
affinity to remaining with an organisation that they a part of and working toward that or-
ganisation’s goals hence are less likely to quit or retire early. Correlations between job sat-
isfaction and absenteeism have been shown to indicate correlations in the range of -0.25
(Sari and Judge, 2004).

2.6.3 Company Turnover:

Smerek and Peterson (2007) have found that job satisfaction not only attributes to human-
istic needs to improve the quality of work life but also its ultimate overall impacts on the
desired outcomes as required by the company e.g. productivity and turnover. This involves

using finances to affect job satisfaction and inadvertently the company’s overall function-

ing.

2.6.4 Life Satisfaction:

Employees that are happy and satisfied with their lives, in general are satisfied with their
jobs and vice versa. This theory however, proves that company’s/ employers therefore
have a limited input on job satisfaction among their employees as they cannot maintain that

employees are satisfied in their lives outside from work.

In the study conducted by Bodla and Naeem (2004), older sales representatives are more
satisfied with the job than their younger counterparts. Junior frontline employees are

somewhat more satisfied with job than senior counterparts.
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2.7  The Relationship between Job Satisfaction and Motivation

Dessler (2001) defined motivation as “the intensity of a person’s desire to engage in some
activity.” Motivation and job satisfaction have often been confused. According to Pereto-
mode (1991) these two terms are related but not synonymous. The relationship suggests
that motivation is the driving force behind the attainment of personal goals, whilst job sat-
isfaction is experienced when a task is successfully completed with possible rewards.
Some employees may present with low motivation, yet at the same this is able to fulfill all
aspects of his job, hence representing high job satisfaction. Peretomode (1991, p.113) also
argued that the reverse is equally possible with a highly motivated employee being dissat-
isfied with various aspects of his or her job. According to Ifinedo (2003) a motivated
worker is easy to spot by his or her agility, dedication, enthusiasm, focus, zeal, and general
performance and contribution to the organisational objectives and goals.

A large number of studies have investigated the link between job satisfaction and motiva-
tion. For instance, Eskildsen, Kristensen & Westlund (2003) investigate the differences in
intrinsic work motivation and employee/job satisfaction among employees with different
characteristics such as gender and many others. They concluded that there is no difference
between the genders with respect to job satisfaction in the Nordic countries.

In related studies, Graham & Messner (1998) examining the relationship of factors, such as
gender, size of enrollment and years of experience to principalship were generally satisfied
with their current job, colleagues/co-workers and level of responsibility. But they were less
satisfied with their pay, opportunities for advancement and fringe benefits. In addition,
Testa, Skaruppa & Pietrzak (1998) found that job satisfaction of cruise line customer-
contact employees accounted for 30 percent of the variance in customer satisfaction. Simi-
larly, Hoffman & Ingram (1992) argue that overall job satisfaction, as well as, satisfaction
with work supervision, co-workers and promotion was positively related to customer-

oriented behaviours.

Besides, Pors & Johannes (2002) affirm that job satisfaction is related to the underlying
personality structure and socialisation. They assert that employee related tasks such as del-

egating, informing and communicating correlate positively with job satisfaction.
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Extensive review of job satisfaction literature suggested recommendations of what lead to
employee satisfaction. Robbins (1998) suggests that employees must be given mentally
challenging jobs, they must be provided with equitable rewards and that they want a pay
system that they perceive as just and in line with their expectations. Ultimately, they want
their quality of working life to be enhanced. Employees prefer physical surroundings that
are not detrimental to their lives. Indeed, employees become more satisfied in an organisa-
tion that encourages supportive colleagues. Perhaps it can be argued that satisfaction is felt
where the immediate supervisor demonstrates friendliness, empathy and support to their

subordinates.

Many research studies have dealt with productivity /satisfaction/motivation in a variety of
work related settings. According to Becherer, Morgan & Richard (1982), the literature base
concentrating on salesperson performance and motivation has been too little. Therefore
managers have received insufficient direction on how to develop, stimulate and revive their

sales force.

Tietjen & Myers (1998) postulate that the dual-factor findings of Herzberg theory are im-
portant, in the sense that they create awareness to management on how to bring on satisfac-
tion within workers. They posit that Herzberg’s theory states the fact that the work itself
encloses the potential for causing satisfaction and bringing fulfilment. Taber & Alliger
(1995) contend that work itself satisfaction is a main attitude with regards to the intrinsic
properties of a job because it is triggered by the variety, interest, flow and other tasks that

are performed on the job.

Malik & Naeem (2009) conducted a study to explore the motivational preferences of
pharmaceutical sales-force and to determine the significant differences in the value placed
on each job factor across demographic subgroups. The findings of this study reported that
pay and fringe benefits, job security and promotional opportunities were the top three motiva-
tors. This study however rated recognition as the most important motivating factor irrespective
of the demographic backgrounds. All the demographic subgroups of the sales-force, except
salespersons above 10 years job experience, emphasised job security as one of the top motiva-
tors. It could be probably due to widespread unemployment conditions in the country. Job in-
security can deteriorate economic and psychological well-being of the sales-force. So, when
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downsizing is necessitated, appropriate initiates such as severance programmes, incentives for
early retirement and outplacement techniques should to be taken to sustaining productive be-

haviours of the salespersons (Wiley, 1997).

In a separate study done to explore the impact of person-job fit and person-organisation fit
on the job satisfaction, organisation commitment and turnover intentions of pharmaceutical
salespersons in India. This survey found that person-job fit had a strong positive relation-
ship with job satisfaction and person-organisation fit had a positive relationship with or-
ganisation commitment. Job satisfaction had a positive influence on organisation commit-
ment and a negative influence on turnover intentions. The differences in job satisfaction
across age and experience categories were not significant but salespersons with higher ed-

ucational qualifications reported lower levels of job satisfaction, Mulky, 2010.

Bodla and Naeem (2004) explored the ‘Motivator and Hygiene Factors Explaining Overall Job
Satisfaction among Pharmaceutical Sales Representatives’. The findings of this study report-
ed that “Work Itself” is the most motivating dimension of the job whilst “operating proce-
dures” is reported to be the least motivating dimension of the job for frontline sales-force
in pharmaceutical companies. Five distinct job factors such as “growth”, “co-workers”,
“promotion opportunities”, “rewards and recognition” and “job security” are found to be
the significant predictors in sales representatives’ overall job satisfaction. This study con-

cludes that demographic variables do not contribute significant variations in sales repre-

sentatives’ overall level of job satisfaction.

2.8 Conclusion

In this chapter, job satisfaction was defined and its importance discussed. The chapter also
discussed the theories relevant to job satisfaction, examined the relationship between job
satisfaction and motivation and also examined the predictors and consequences of job sat-

isfaction.

Chapter 3 deals with the research methodology used in this study.
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CHAPTER THREE

Research Methodology

3.1  Introduction

Chapter three describes the procedures that were used to determine the job satisfaction of the
sales representatives within the pharmaceutical sales industry and thereby answer the research
questions posed. This chapter discusses the design of the research, the population under inves-
tigation, the data collection procedure, the instrument utilised for the research and the methods

used to analyse the data.

3.2.  Objectives of the Study

The research objectives are formulated to test job satisfaction among Pharmaceutical Sales

Representatives. The objectives of the study were to:

e Conduct a literature review on Job Satisfaction

e Determine the extent to which subjects experience job satisfaction in terms of the
dimensions and overall job satisfaction

e Establish the relationship between the dimensions of job satisfaction and overall
job satisfaction

e Examine the relationship between the biographic variables and the dimensions of
job satisfaction and overall job satisfaction respectively

e Ascertain which of the dimensions best predict job satisfaction

3.3.  Research Design

The research design is the blueprint for fulfilling objectives and answering questions
(Cooper and Schindler, 2003). Research designs can be classified by the approach used to
gather primary data. There are basically two approaches; observation or communication.
The distinctive feature of observation is that it offers an investigator the opportunity to
gather live data from naturally occurring social institutions. In this way the researcher
could look directly at what is taking place rather than relying on second hand account- the

use of immediate awareness, or direct cognition, as a principle mode of research thus have
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the potential to yield more valid or authentic data than with otherwise be the case with me-
diated or inferential methods. (Cooper & Schindler, 2003: 317-319)

The communication approach involves questioning or surveying people and recording their
responses for analysis. The great strength of questioning as a primary data collecting tech-
nique is its versatility. Abstract information of all types can be gathered by questioning
others (Cooper and Schindler, 2003).

3.3.1 Sampling Design

Sampling involves a process of selecting a sub-section of a population that represents the
entire population in order to obtain information regarding the phenomenon of interest. A
sample is a subsection of the population, which is selected to participate in a study. There
are two methods of sampling, one yields probability samples which the probability of se-
lection of each respondent is assured. The other yields non probability samples in which
the probability of the selection is unknown (Polit & Hungler 1995:279).

There are two types of data: qualitative and quantitative. Quantitative research or a positiv-
istic paradigm (Collis & Hussey, 2003:47) is a formal, objective, systematic process to ob-
tain information and describe variables and their relationships (Burns & Grove, 1997:26).
Quantitative research is also a conclusive research format involving large samples and fair-
ly structured data collection procedures (Struwig & Stead, 2001:4). Quantitative research
uses structured tools, to generate numerical data and uses statistics; to interpret, organise
and represent the collected data” (Burns & Grove 2001:30).

Although most researchers emphasise one or the other, qualitative and quantitative meth-

ods can be combined and used in the same study.

3.3.1.1 Population and Sample
According to Zikmund (2003:373), the first question related to sampling concerns identify-
ing the target population that is the complete group of specific population elements rele-

vant to the research project.

The population of this study will comprise of pharmaceutical sales representatives from

different pharmaceutical companies operating in Durban. Two large specialist practices
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were chosen in Durban that will serve as the location for the study. These two specialist
medical practices get on average sixty pharmaceutical sales representatives from different

pharmaceutical companies.

A sample is a subset of a population selected to estimate the behaviour or characteristics of
the population (Cooper & Schindler, 2003). A sample of 50 respondents who visited these
practices over a two month period was selected. Sekaran (1992) states that sample sizes
larger than 30 and less than 500 are appropriate for most research. Burns and Grove
(2001:377) states that there is no hard and fast rule about the sample size but a sample
should have at least 30 respondents. According to Polit and Beck (2006: 267-268), quanti-
tative research designs require a larger sample to increase representativeness and reduce

sampling error.

3.3.1.2 Sampling techniques

Zikmund (2003: 379) states that the “major alternative plans may be grouped into probabil-
ity techniques and non-probability techniques.” Probability sampling techniques include
simple random, systematic, stratified random and cluster sampling. (Saunders et al.: 2000).
The selection of sampling units in non-probability sampling is, including quota, purposive,
snowball and convenience sampling on the other hand, quite arbitrary, as researchers rely
heavily on personal judgment. Thus, projecting the data beyond the sample is statistically
inappropriate (Zikmund, 2003: 379- 380).

Saunders, Lewis & Thornhill (2000: 170) states that “limited resources or the inability to
specify a sampling frame may dictate the use of one or a number of non-probability sam-
pling techniques.” Given the absence of a sampling frame combined with time and cost
constraints, it was apparent that a non-probability sampling technique would be most ap-
propriate for this research. In particular, the convenience sampling technique will be used.
Convenience sampling is used in exploratory research where the researcher is interested in
getting an inexpensive approximation of the truth. As the name implies, the sample is se-

lected because they are convenient.

Sales representatives from various pharmaceutical companies who visited the two medical

practices during the two month data collection period were invited to participate. As the
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researcher was not able to collect this data, two receptionists that worked at these practices
were chosen to invite pharmaceutical sales representatives to participate in this survey. The
researcher held a training session with the receptionists on how to administer these ques-
tionnaires, as well as, how to answer possible questions that the pharmaceutical sales rep-
resentatives may have. The researcher was present to observe the administration of two
questionnaires each at both the medical practices to ensure that there was consistency in
the process and to observe any shortcomings. The questionnaire and consent form were
placed in separate envelopes and were self-administered. Participation in the survey was
voluntary and sales representatives who participated were required to complete the consent
form and the questionnaire. This was important to maintain the integrity of the data that

was collected.

To increase the response rate, reliability, and validity of the data collected the design of the

questionnaire incorporated the following factors (Saunders et al., 2000:279):-
e Careful design of individual questions,
e Clear layout of the questionnaire form,
e Lucid explanation of the purpose of the questionnaire, and
e Pilot testing

3.3.2 Data Collection

The data collection devices associated with the survey method includes the use of ques-
tionnaires, structured observation and structures interviews (Saunders et al, 2000). For the
purpose of this study a questionnaire was used. Shao (199:246) defines a questionnaire as
a: “formal set of questions or statements designed to gather the information from the re-

spondents that will accomplish the goals of the research project.”

3.3.2.1 The measuring instrument
The questionnaire was adjusted and adapted after extensively researching literature on
Herzberg’s Two Factor Theory. It was adapted from Herzberg’s Two Factor Theory of

Motivation that claims there are two kinds of factors that interact in the employment situa-
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tion that can either make employees satisfied (motivators) or dissatisfied (hygiene factors).
The satisfiers (motivators) are made up of the following factors, namely, achievement,
recognition, work itself, responsibility and opportunity for advancement. The dissatisfiers
(hygiene factors) consist of the following factors, namely, company policy and administra-
tion, supervision, salary, interpersonal relationships, working conditions, job security and

status.

e Section A: In this section, respondents are asked to give information regarding
gender, age, marital status, academic qualification, length of service and position.

e Section B: This section, asks the respondents to rate the level of satisfaction they
experience in their current job. The objective will be on assessing which motivators
and hygiene factors contribute or do not contribute to their level of job satisfaction
of pharmaceutical sales representatives in their current job. It will also test the
overall level of job satisfaction currently being experienced by pharmaceutical rep-

resentatives in their jobs.

The objective concerned on assessing which motivators and hygiene factors contribute or
do not contribute to their level of job satisfaction of pharmaceutical sales representatives in
their current job. It also tested the overall level of job satisfaction currently being experi-

enced by pharmaceutical representatives in their jobs.

The questionnaire used a five-point Likert scale that ranged from very dissatisfied (1) to
very satisfied (5). A Likert scale is a psychometric scale commonly used in questionnaires,
and is the most widely used scale in survey research. When responding to a Likert ques-
tionnaire item, respondents specify their level of agreement to a statement. (Cooper &
Schindler, 2003)

3.3.2.2 The Pilot study

A pilot test is conducted to detect weakness in design and instruments and to provide proxy
data for selection of probability sample (Cooper & Schindler, 2003). According to Mal-
hotra (2003), pre-testing refers to the testing of the questionnaire on a small sample of re-
spondents in order to identify and eliminate potential problem. A sample of 8 respondents

was used during the pilot phase of the study. These respondents used in the pilot study
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were all pharmaceutical sales representatives from different pharmaceutical companies op-
erating in the Durban area. It was important to ensure consistency with the proposed test
sample. The two medical practices used in the test sample were also used during the pilot
study. The medical practitioners allowed their receptionists to be briefed on the purpose for

the survey and that this process was of a voluntary nature.

The following changes to the questionnaire needed to be made following the pilot study are

tabulated below:

Changes made to Questionnaire Why changes were made

The entire questionnaire was long and
cumbersome The pilot study picked up repetitiveness and
Section B1 was reduced to one question | redundancy. This had to be corrected to en-
instead of 12 questions sure that the data collected met the objec-
Section B2 was reduced to 2 questions | tives of the study.

instead of 25 questions

The entire questionnaire was long and | Adjustments had to be made to some of the
cumbersome and was some questions | questions so that the sound and its transition
were misunderstood were fluid to ensure that the respondent un-

derstood the question.

The questionnaire was refined using sen-
ior lecturers and professors in the field.
The questions were  changed to ensure | The question sequence needed adjustment in
that the dimensions being tested would be | line with the objectives and set hypothesis.

in line to meet the objectives and hypothe-

Sis

3.4 Data Analysis Techniques

This section discussed statistical techniques used to analyse data and obtain the research
results. There are two basic types of statistical analysis, namely, descriptive and inferential

statistics.
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Lind, Boman & Sollenberg (2005:6) describes descriptive statistics as a method of organis-
ing, summarising and presenting data in an informative way. Cozby (1989:142) indicates
that inferential statistics allows researchers to make inferences about the true differences in
the population on the basis of the sample data. An integral concept in inferential statistics

Is statistical significance.

3.4.1 Descriptive Statistics

Zikmund (2003: 403) describes descriptive statistics as statistics used to describe or
summarise information about a population or sample. Zikmund (2003:473) also states
that descriptive analysis is the transformation of raw data into a form that will make
them easy to understand and interpret, rearranging, ordering and manipulating data to
provide descriptive information. Calculating averages, frequency distributions and per-
centage distributions are the most common ways of summarising data. Descriptive ob-
jectives were analysed with frequency tables. The results were graphically presented
through tables and graphics in chapter 4 of this study. The following descriptive statis-

tics was used in the study.

3.4.1.1 Frequencies & percentages

Howell & Hall-Merenda (1999:28) describes a frequency distribution as a distribution that
plots the values of a variable against their frequency of occurrence, i.e. the number of times
each value of the variable is observed in the sample. Frequency tables, therefore, consist of
information about the values of variables (Theron, Gresse & Siegfried & Rogers
(1992:371). In these tables, percentages and cumulative percentages are used to describe

the sample.

This method was used to analyse the distribution of the sample according to the biograph-

ical variables.

3.4.1.2 Measures of central tendency

Measures of central tendency include the mean, mode and the median. Means and standard
deviations are techniques used to describe characteristics of a dataset and compare results
(Wegner, 2000). The mean is best known measure of central tendency that reveals what

sets of measure are like on average.
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It is comprises of the mean, median and the mode.

a.

=

|©

Mean — The mean is the most frequently used statistic for both interval and inter-
val-ratio data (Cooper & Schindler, 2001,2003:428) and is described as the arith-
metic average, which is symbolized byX.

Median — The median is the mid-point of distribution ad divides an ordered fre-
quency distribution into two equal halves. One half of the distribution falls above
and the other below the median (Bohrnstedt & Parrish, 1988). Due to the fact that
the median has resistance to extreme scores, it is a preferred measure of interval-
ratio data. In cases where even numbers of observations occur in the distribution,
the average of the two middle scores represents the median.

Mode — The mode is a further measure of central tendency. It refers to the most
frequently occurring value in situations where different values of X occur more
than once. A modal value can therefore not be calculated when all values of X oc-
cur with equal frequency and where the frequency may be equal to or greater than
one. The mode is a point of reference and, together with the mean and median, may

be used for analysing spread and shape.

In this study, the mean was used as the measure of central tendency to establish the

level of job satisfaction among the participants.

3.4.1.3 Measures of Dispersion

The standard deviation is the measure of dispersion and indicates the distances that de-

scribe the distribution of the individual scores from the mean. The standard deviation is the

square root of the variance. It is also used to describe a dispersion of a distribution. Ac-

cording to Theron et al, (1992:370) the standard deviation is a measure of the average of

the scores’ deviations of the mean. In a normal distribution, two-thirds of the observations

lie within one standard deviation of the mean.

There are several measures of dispersion.

a.

b.

Range — The simplest measurement of dispersion is known as the range. It is the
difference between the largest and the smallest values in a data set.

Variance — Is the arithmetic mean of the squared deviations from the mean.
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c. Standard Deviation — The standard deviation is the square root of the variance. It is

also used to describe a dispersion of a distribution. According to Theron et al
(1992:370) the standard deviation is a measure of the average of the scores’ devia-
tions of the mean. In a normal distribution, two-thirds of the observations lie within

one standard deviation of the mean.

This analysis will be used to examine the variation in the responses of the respondents.

For the purposes of this study, standard deviation was used.

3.4.2 Inferential Statistics

Inferential statistics, according to Zikmund (2003:403), are the statistics used to draw in-
ferences or make judgments about a population on the basis of a sample. This process was
formally known as statistical inference and various techniques that are employed are com-
monly known as inferential statistics. Cooper and Schindler (2003:534) summarise the var-
ious techniques to choose from for the inferential statistics. Based on the distribution of the
descriptive statistics obtained from the study, the following techniques were used to per-
form the inferential analysis: frequency distribution, t-test, One Way Analysis of Variance
(ANOVA), Cronbach Alpha, and Pearson’s Correlation Coefficient.

Normal distribution testing was computed for the dimensions using the One-Sample
Kolmogorov-Smirnov Test. The scores do not follow an approximately normal distri-

bution. Hence, non-parametric inferential statistics were computed.

3.4.2.1 T-Test

DeFusco, McLeavey, Pinto & Runkle (2001:327) show that the appropriate inferential test
when comparing two means obtained from different groups of subjects is a t-test for inde-
pendent groups. The t-test for the independent groups is defined as the difference between
the samples means divided by the standard error of the mean difference.

The Mann-Whitney t Test was used to compare differences in the mean dimensions be-

tween male and female respondents.

3.4.2.2 Analysis of Variance - ANOVA

Ott, Grebogi & Yorke (1990:695) define analysis of variance (ANOVA) as “a procedure
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for comparing more than two populations”, while Bohrnstedt et al., (1998:219) view
ANOVA as a statistical method to test the hypothesis that “...the sample means of two or
more groups come from the same rather than different populations”. ANOVA could be
seen as a method to determine whether or not differences between groups exist (Theron et
al, 1992:343). Theron et al, (1992:343) note that it is also possible to test the strength of
association between independent and dependent variables, for which a variety of tech-
niques are available. The essential question in an ANOVA is how much of the total vari-
ance in the dependent variable can be explained by the independent variables and how

much is left unexplained.

One-way variance analysis allows the researcher to measure the effect of an independent
variable (IV) on a dependent variable (DV) (Theron et al., 1992:345). In factorial ANOVA
(another technique of variance analysis), two IV’s are simultaneously investigated. This
technique involves two bases of classification, which are called factors. ANOVA, being
analogous to the levels test, the parallelism test and the flatness test, allows for analysis of
variance to be used for conducting a profile analysis. Here, treatments correspond to rows

and dependent variables to columns (Harris, 1975:81).

The Kruskal-Wallis Analysis of Variance (ANOVA) was used to compare mean differ-
ences of the dimensions between age, marital status, length of service, qualifications
and position.

3.4.2.3 Multiple Regression

In an attempt to improve on the simple linear-regression model, the accuracy of a predic-
tion can be increased through incorporating additional information from several independ-
ent variables (Mason, McGee, Farmer — Dougan & Risley 1989: 182). This is referred to as
multiple regression, and the simplest form is when the scores on two independent variables
(X1 and X2) are used to predict the score Y. The multiple regression co-efficient indicates
the strength of the association between a continuous dependent variable and an independ-
ent variable while controlling the other independent variable in the equation (Bohrnstedt et
al., 1998: 495- 496).

Cooper et al., (2003) state that multiple regression can be used as a descriptive tool in vari-

ous types of situations:
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= When developing a self-weighting estimating equation to predict values for a crite-
rion variable (DV).

= |t can be a descriptive application. This calls for controlling of cofounding varia-
bles to better evaluate the contribution of other variables.

= |t can also be used to test for and explain casual theories (referred to as path analy-
sis). Here multiple regression is used to describe the linkages that have been ad-

vanced from casual theory.

The regression coefficient may be stated either in raw score units or as a standardized coef-
ficient (Cooper et al., 2003). In both these cases the coefficient value states the amount the
Y varies for each unit change of the associated X variable, while the effects of all other X

variables are being held constant (Cooper et al., 2003).

Multiple regression was used to ascertain which of the dimensions of job satisfaction is
the best predictor of overall job satisfaction. Multiple regression was computed using

the 12 dimensions as predictors and B7 as the independent variable.

3.4.3 Reliability
Reliability demonstrates the consistency of measurement (Bryman & Cramer, 1997:63).
This means that with repeated measurements, equivalent results must be found. Nueman
(1997) states that reliability is mainly tested in three ways.
These are:
a. Stability reliability: i.e. whether the instrument will provide the same results over
time
b. Representative reliability: i.e. whether the instrument will provide the same results
when applied to different sub-populations for .e.g. different age groups or gender
groups; and
c. Equivalence reliability: i.e. whether the instrument will provide the same result

when multiple indicators are used to measure a construct.

For this study, the Cronbach’s alpha was used to measure the 12 dimensions of job sat-
isfaction and the results were demonstrated a high degree of internal consistency and

correlation amongst the dimensions. Further, the dimensions of job satisfaction together
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measure a common construct.

3.4.4 Validity
Validity is the degree to which the measuring instrument actually measures what it is sup-
posed to measure (Uys, 2003: 123). Validity can firstly be divided into internal and exter-
nal validity.
a. Internal Validity: In a quantitative study, the test for internal validity is how confi-
dent the researcher is that the independent variable is at least partly responsible for
the variation found in the dependent variable (Quinton & Smallbone, 2004:154).

b. External validity: External validity concerns whether the results can be applied to
other contexts or situations and to what extent this might be possible. In quantita-
tive studies the representativeness of the sample is key issue in generalising about
the larger population (Quinton & Smallbone, 2004).

Cooper et al., (2003) sub-divide internal validity into three types of validity. These are:
e Content validity — is the definition of what is to be researched represented in the
measuring instrument;
e Criterion validity — how does the measuring instrument weigh up to other instru-
ments if results are compared; and
e Construct validity — to what degree does the different measurement indicators cor-

respond to results from these indicators.

Very often a process called factor analysis is used to determine construct validity (Uys,
2003). For the purpose of this study, validity was established by using content and criterion
validity. The questionnaire was adopted from established questionnaires which have been
used in other research. Questionnaires were given to lecturers and senior researchers in the
field who found the questionnaire was aptly designed to receive the intended results of the
study.

3.5 Conclusion

In this chapter the research methodology and design was discussed. The research strategy

was explained, after which the process of survey research was discussed in detail by refer-
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ring to the objectives of the study. The population was demarcated and the procedures for
administering the questionnaires and the collection of data were discussed. The last part of
the chapter entailed a description of the statistical methods to be used, namely, descriptive
statistics, analysis of variance, Student’s T-test, and multiple regression. This chapter pro-
vided a logical basis and framework which will be used in the empirical analysis to be

completed in Chapter 4.
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CHAPTER FOUR

Presentation and Discussion of Results

4.1 Introduction

In this chapter, the statistical tests mentioned in the previous chapter were applied and the
results obtained are included here. Also the meaning of the results as well as the reference

to literature is discussed.

The chapter concludes with a summary of the results and leads to the next chapter which

discusses the results obtained.

4.2 Descriptive Statistics

4.2.1. Sample profile
The tables that follow reflect the distribution of the sample profile according the biograph-

ical variables.

Table 4.1 Frequencies & Percentages of the Gender Group

Gender Count Percent
Male 19 38.0
Female 31 62.0

The data in Table 4.1 represents the gender distribution and indicates the number of males
and females that participated in this study. Females comprised 62% of the respondents and

38% were male.
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Table 4.2 Frequencies & Percentages of the Age Group

Age Group Count Percent
20-30 18 36.0
31-40 23 46.0
41 -50 9 18.0

The data in Table 4.2 represents the age groups that participated in the study and indicates
that 46% of respondents were between 31 -40 years of age, whilst 38% were between 20-
30 years of age; and 18% were between 41 — 50 years of age. This shows that 82% of the
respondents were between 20 and 40 years old.

Table 4.3 Frequencies & Percentages of Marital Status

Marital Status Count Percent
Married 28 56.0
Single 20 40.0
Divorced 2 4.0

The data in Table 4.3 represents the marital status of the respondents that participated in
the study. Married respondents comprised 56% of the sample followed by 40% who were
single and 4% divorced.
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Table 4.4 Frequencies and Percentages of Academic/Professional Qualification

The data in Table 4.4 represents the qualification of the respondents that are employed as
sales representatives. Only 2% had a matric certificate, whilst 16% had a post matric certif-

icate; 36% were in possession of a degree and 46% of the respondents had a post graduate

degree/diploma.

Table 4.5 Frequencies & Percentages of Length of Service of Group

Quialification Count Percent
Matric 1 2.0

Post Matric Qualification 8 16.0
Degree 18 36.0

PG Degree/Diploma 23 46.0

The data in Table 4.5 represents the length of service of the respondents that participated in
the study. The majority of sales representatives (42%) have between 5- 10 years serviced

followed by those with five years and less (30%) and those with 11 — 15 years service

(28%).
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Length of Service Count Percent
<5 years 15 30.0
5—10 years 21 42.0
11 —15 years 14 28.0




Table 4.6 Frequencies & Percentages of Position/Status Groups

Position Count Percent
Junior Sales representative 8 16.0
Senior sales representative 27 54.0
Executive sales representative 15 30.0

The data in Table 4.6 represents the position of the respondents that participated in the
study. Only 16% occupied junior positions, whilst 54% of the respondents were senior

sales representatives and 30% were executive sales representatives.
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4.2.2. Measures of Central Tendency & Dispersion of Job Satisfaction

Table 4.7 below reflects the results for the means, standard deviation and maximum and

minimum scores for the job satisfaction dimensions and overall job satisfaction.

Table 4.7: Means, Standard Deviation, Minimum and Maximum Scores for the Job

Satisfaction Dimensions and Overall Job Satisfaction

Dimensions N Minimum | Maximum | Mean | Standard
Deviation

1. Achievement 50 1 5 3.84 .792

2. Recognition 50 1 5 3.96 1.049

3. Work itself 50 1 5 416 |.889

1. Responsibility 50 1 5 3.88 1.062

5. Opportunity for  Advance- | 50 1 5 3.56 1.296
ment

6. Company Policy & Admin-|50 2 5 3.84 .955
istration

7. Supervision 50 1 5 3.70 1.266

8. Salary 50 3 5 3.62 |.602

0. Interpersonal Relations 50 1 5 3.96 1.009

10. Working conditions 50 1 5 4.18 919

11. Job security 50 1 5 3.32 1.077

12. Status 50 3 5 3.70 |.580

The mean scores indicate that the subjects expressed satisfaction with all the dimensions.

In descending order subjects expressed the highest satisfaction for working conditions (m =

4.18) followed by work itself (m = 4.16), recognition and interpersonal relationships (m =

3.96), responsibility (m = 3.88), achievement and company policy and administration (m =
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3.84). Supervision and status (m = 3.70) respectively, salary (m = 3.62), opportunity for
advancement (m = 3.56) and job security (m = 3.32).

The variation of subject responses in descending order was as follows: opportunity for ad-
vancement (SD = 1.296), supervision (SD = 1.266), job security (SD = 1.077), responsibil-
ity (SD = 1.062), recognition (SD = 1.049), interpersonal relationships (SD = 1.009), com-
pany policy & administration (SD = .955), working conditions (SD = .919), work itself
(SD =.889), achievement (SD =.792), salary (SD =.602), status (SD = .580)

In terms of minimum and maximum scores, responses that ranged from 1-5 were as fol-
lows: achievement, recognition, work itself, responsibility, opportunity for advancement,
supervision, interpersonal relationships, working conditions, and job security. This indi-
cates that there were some subjects who were very dissatisfied while others were very sat-

isfied regarding the variables.

The minimum and maximum scores from 2-5 was as follows: company policy and admin-
istration. This indicates that the same subjects were dissatisfied with company policy and

administration while others were very satisfied.

The minimum and maximum scores ranged from 3-5, for responses relating to: salary and
status. The result shows that the same subjects were neither satisfied nor dissatisfied with

salary and status while others were very satisfied.

The percentage distribution for the responses to the dimensions of job satisfaction is as fol-
lows: majority of the respondents indicated Satisfied or Very satisfied with most items.
There were 44% of the respondents who remained Neutral for Salary while 30% indicated
Neutral for Job Security and 36% for Status.

According to Bodla & Naeem (2004), “work itself” is the most motivating dimension of
sales representatives’ job whilst “operating procedures” the least motivating job dimen-
sion, whereas the current study shows that “working conditions” is expressed as the dimen-

sion that offers the highest satisfaction.
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Malik and Naeem (2009), found that “pay and fringe benefits” are rated as the most im-
portant motivator, while good “working conditions” as the least important factor. The cur-

rent study however, reveals that “working conditions” offers the highest satisfaction.

On the contrary and as Herzberg et al., (1966) observes, remuneration is only an aspect of
the hygiene factors rather than a motivator. Motivators, as opposed to hygiene factors
should originate from within an individual rather than from the outside and include such
things as achievement, recognition, responsibility, personal growth, advancement and the
nature of the job itself. These are directly related to the job content or the work itself and

are generally referred to as motivators or growth factors (Herzberg et al., 1966).

On the other hand, salary, job security, work conditions, supervision, company policy and
interpersonal relations are not motivators but merely hygiene or maintenance factors which
if absent cause dissatisfaction - but if present, do not motivate workers. They are concerned
with work environment and are extrinsic to the job itself. Money or remuneration, being a
factor from without an individual, is merely a dissatisfier and not a motivator. Thus, even
though the remuneration may be low, the staff of an organisation may still be highly moti-
vated in their work (Koontz and Weihrich, 1998).

In this study subjects, expressed the highest satisfaction for working conditions (m = 4.18)
followed by work itself (m = 4.16), recognition and interpersonal relationships (m = 3.96).
According to Herzberg (1966), work itself and recognition are motivators and working
conditions and interpersonal relationships are hygiene factors. One can extrapolate from
this that although the subjects felt satisfied with these dimensions the dimensions may not

necessarily increase their motivation.

The data that follows look at measures of central tendency and dispersion for the overall

job satisfaction dimension.
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4.2.3 Measures of Central Tendency and Dispersion for the Overall Job Satisfaction

dimension

Table 4.8 below reflects the measures of central tendency and dispersion for the overall job

satisfaction dimension.

Table 4.8: Measures of Central Tendency & Dispersion for the Overall Job Satisfac-

tion Dimension

Dimensions N Minimum | Maximum | Mean Std Deviation

Overall level of job |50 |2 5 3.78 .840
satisfaction in current

job

Overall the subjects were satisfied with their job. There was variation in the responses. The
results for overall job satisfaction reflect that 62% of respondents were satisfied with their

current job while 14% indicated very satisfied.

The minimum and maximum scores show that some subjects indicated that they were dis-
satisfied with their overall level of job satisfaction, while others indicated that they were

very satisfied with their overall level of job satisfaction.
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4.2.3 Inter-correlation among the dimensions of Job Satisfaction
Table 4.3 below reflects the results for the dimensions of job satisfaction using the Pear-

son’s inter-correlation matrix

Table 4.3 Pearson’s Inter-correlation matrix of the dimensions for job Satisfaction

B5.1 B5.2 B5.3 B5.4 B5.5 B5.6 B5.7 B5.8 B5.9 [B510 [B511 [B512

B5.1 Pearson Correlation

p

N 385+
B5.2 P C lati

earson Correlation 006

P 50

N _ 530 *% 488 *4
B5.3 Pearson Correlation 1000 1000

p 50 50

N 244 | 692 * 280*
B5.4 Pearson Correlation 088 000 049

p 50 50 50

N 109 7073461598 *
B5.5 Pearson Correlation 451 000 014 .000

p

N 50 | 50 | 50 | 50

.181 442 %% 391 %% 403 % 634 *
.208 .001 .005 .004 .000
50 50 50 50 50
-.232 452 *% -.083 595 * 403 *% .331*
.105 .001 .565 .000 .004 .019
50 50 50 50 50 50
.169 .040 .345 *| -.041 .304 *| .460 ** -.393 *4
.239 .782 .014 778 .032 .001 .005
50 50 50 50 50 50 50
.273 615 * 257 .605 * .610 *¥ .670*4 .613* .008
.055 .000 .071 .000 .000 .000 .000 .956
50 50 50 50 50 50 50 50
349 *| 389 *% 614 * .545*1 256 .312*| .293*| .089 A48 *
.013 .005 .000 .000 .072 .027 .039 .538 .001
50 50 50 50 50 50 50 50 50
B5.11 Pearson Correlation -.011 .535 * .009 A44 % 585 *% 408 * 476 *Y 191 481 % 126
.942 .000 .948 .001 .000 .003 .000 .184 .000 .383

p
N 50 | 50 | 50 | 50 | 50 | 50 | 50 | 50 | 50 c

B5.12  Pearson Correlation |-.018 |-.255 .135 .073 119 317 * | .042 485 ** 118 371 %% -.137

n nnn n7a A rar ann nnc 774 nnn PER) nno nan

B5.6 Pearson Correlation

P
N

B5.7 Pearson Correlation

P
N

B5.8 Pearson Correlation

P
N

B5.9 Pearson Correlation

P
N

B5.10 Pearson Correlation

P
N

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

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

B5.1= Achievement, B5.2= Recognition, B5.3= Work itself, B5.4=Responsibility,
B5.5= Opportunity for advancement, B5.6= Company policy and administration, B5.7= Supervision, B5.8=

Salary, B5.9= Interpersonal Relationships, B5.10= Working conditions, B5.11= Job security, B5.12=Status
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There is a statistically significant correlation between Achievement and Recognition and
Work Itself respectively at the 1% level of significance and Working Conditions at the 5%

level of significance.

There is a statistically significant correlation between Recognition and Work Itself, Re-
sponsibility, Opportunities for Advancement, Company Policy and Administration, Super-
vision, Interpersonal Relations, Working Conditions, Job Security respectively at the 1%

level of significance.

There is a statistically significant correlation between Work Itself and Company Policy and
Administration and Working Conditions respectively at the 1% level of significance. At
the 5% level of significance, there is a statistically significant correlation between Work
Itself and Responsibility, Opportunities for Advancement and Salary respectively.

There is a statistically significant correlation between Responsibility and Opportunities for
Advancement, Company Policy and Administration, Supervision, Interpersonal Relations,

Working Conditions and Job Security at the 1% level of significance.

There is a statistically significant correlation between Opportunities for Advancement and
Company Policy and Administration, Supervision, Interpersonal Relations and Job Securi-

ty at the 1% level of significance and with Salary at the 5% level of significance.

There is a statistically significant correlation between Company Policy and Administration
and Salary, Interpersonal Relations and Job Security at the 1% level of significance and

with Supervision, Working Conditions and Status at the 5% level of significance.

There is a statistically significant negative correlation between Supervision and Salary and
a statistically significant positive correlation with Interpersonal Relations and Job Security
at the 1% level of significance. At the 5% level of significance, there is a statistically sig-
nificant correlation between Supervision and Working Conditions.

There is a statistically significant correlation between Salary and Status at the 1% level of
significance. There is a statistically significant correlation between Interpersonal Relations

and Working Conditions and Job Security at the 1% level of significance.
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There is a statistically significant correlation between Working Conditions and Status at
the 1% level of significance.

4.3. Inferential Statistics

4.3.1. Hypotheses

The hypotheses stipulated in Chapter one is presented again to be tested.
4.3.1.1 Hypothesis 1

(HO): There is a statistically no significant relationship between the dimensions of Job sat-
isfaction and overall job satisfaction
(H1): There is a statistically significant relationship between the dimensions of Job satis-

faction and overall job satisfaction

Table 4.10 below reflects the results for the dimensions of job satisfaction and overall job

satisfaction using the Pearson’s inter-correlation matrix.

Table 4.10: Pearson’s Correlation Analysis for the Dimension of Job Satisfaction and

Overall Job Satisfaction

Correlations

B5.1 B5.2 B5.3 B5.4 B5.5 B5.6 B5.7 B5.8 B59 | B5.10 | B5.11 | B5.12 B7

B7 Pearson Correlation 191 .685*4 267 725*4  .547*4 .388*1 .532*4 -.007 .615*4 .634*Y 575 .029
p .183 .000 .061 .000 .000 .005 .000 .960 .000 .000 .000 .840
N 50 50 50 50 50 50 50 50 50 50 50 50

**. Correlation is significant at the 0.01 lev el (2-tailed).
*. Correlation is significant at the 0.05 lev el (2-tailed).

B5.1= Achievement, B5.2= Recognition, B5.3= Work itself, B5.4=Responsibility,
B5.5= Opportunity for advancement, B5.6= Company policy and administration, B5.7= Supervision, B5.8=
Salary, B5.9= Interpersonal Relationships, B5.10= Working conditions, B5.11= Job security, B5.12=Status

There is a statistically significant relationship between recognition, responsibility and op-
portunity for advancement, company policy and administration, supervision interpersonal
relationships, working conditions and job security and overall job satisfaction respectively

at the 0.01 level of significance.

There is no statistically significant relationship between achievement, salary and status and
overall job satisfaction respectively.
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The results of the study done by Bodla and Naeem (2004), reflects that there is no signifi-
cant differences in the demographic subgroups in relation to overall job satisfaction.

4.3.1.2 Hypothesis 2

(HO): There is a statistically no significant difference in the perceptions of the dimensions
of job satisfaction among the biographical variables
(H1): There is a statistically significant difference in the perceptions of the dimensions of

job satisfaction among the biographical variables

a. Gender
Table 4.11 below reflects the results of the dimensions of job satisfaction by gender.

Table 4.11: T- Test — Dimensions of Job Satisfaction by Gender

Dimensions t df p
B5.1 Achievement - 714 37.615 480
B5.2 Recognition -.330 34.158 144
B5.3 Work itself -.316 30.561 154
B5.4 Responsibility .354 40.253 125
B5.5 Opportunity for advancement 304 38.518 .763
?5.6 Company policy and administra- &3 27741 ™
tion

B5.7 Supervision 1.623 42.637 A12
B5.8 Salary -.910 44.906 .368
B5.9 Interpersonal Relationships 767 34.161 448
B5.10 Working Conditions -.141 45.789 .888
B5.11 Job Security 1.083 40.679 .285
B5.12 Status -.643 37.104 524

Results in Table 4.11 show no significant difference in the perception of the dimensions of
job satisfaction levels between males and female respondents at the 5% level of signifi-

cance.
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According to Malik & Naeem (2009), the demographic subgroups of sales force differ
from another in perceived importance of job content and context factors. The analyses re-
flect that male respondents place significantly higher value on the “supportive coworkers”
than female counterparts. Malik & Naeem (2009) also point out the promotion opportuni-
ties and personal growth and development was the top ranked motivators for pharmaceuti-
cal sales force in Pakistan. Its findings also support the Herzberg theory. This also found
that public and private sector professionals had the same opinion on hygiene and motiva-

tional factors on workplace.

According to Bodla and Naeem (2004), female sales representatives are somewhat less sat-
isfied with overall job than male counterparts.

According to Bishay (1996), there were differences between the responses of men and
women. Mean responses of men and women indicated that women were significantly less
satisfied with their incomes than men. This study also noted considerably lower overall

levels of job satisfaction for women.

According to Thompson and McNamara (1997) after extensive research concluded that
neither age nor gender provided any value to job satisfaction. There are also other studies
that present very similar findings to this study. However, one particular study considered
another variable, namely, gender of the small business owner. The results in this case indi-
cated that there was a significant difference in job satisfaction based on the gender of the
small business owner. Most satisfied females were most satisfied working for a female
owned and managed company and the most satisfied men were employed in male owned

and managed company (Smith, Smits and Hoy, 1998).

According to Singh, (2010), no significant differences exist among salespersons’ demo-
graphic subgroups regarding their current level of overall job satisfaction. However, female

salespersons feel somewhat more satisfaction with job than male counterparts.
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Age

Table 4.12 below reflects the results of the dimensions of job satisfaction by age

Table 4.12: ANOVA - Dimensions of Job Satisfaction by Age

Variables F value P value
B5.1 Achievement 5.596 .007**
B5.2 Recognition 1.334 273
B5.3 Work itself 3.308 .045*
B5.4 Responsibility 1.482 .238
B5.5 Opportunity for advancement 1.116 .336
B5.6 Company policy and administration 479 .622
B5.7 Supervision 25.297 .000**
B5.8 Salary 10.795 .000**
B5.9 Interpersonal Relationships 4.095 .023*
B5.10 Working Conditions .384 .683
B5.11 Job Security 4.495 .016*
B5.12 Status 2.226 119

*p<0.05

**p<0.01

The results in Table 4.12 indicate that there is a statistically significant difference in the
levels of job satisfaction among the various age groups for the following dimensions:
achievement (F=5.596; p<0.01), work itself (F=3.308; p<0.05), supervision (F=25.297;
p<0.01), salary (F=10.795; p<0.01), interpersonal relationships (F=4.095; p<0.05), Job se-
curity (F=4.495; p<0.05)

There was no statistically significant difference in the satisfaction levels for job satisfaction
for the dimensions: recognition (F=1.334; p>0.05); responsibility (F=1.482;p>0.05); op-
portunity for advancement (F=1.116;p>0.05); company policy and administration
(F=0.479;p>0.05); working conditions (F=0.384;p>0.05); status (F=2.226;p>0.05).
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According to Malik and Naeem (2009), respondents aged between 26-30 years value “pay
and fringe benefits” more that those aged between 20 — 25 years. Sales force having job
experience between 6-10 years have rated “good working conditions significantly higher

than those with a job experience more than 10 years.

According to Zeitz (1990), the relationship between age and job satisfaction differed
among these three groups of employees: non-professionals (mostly clerical personnel),
non-elite professionals (not promoted to highest rank), and elite professionals (attainment

of grade 13 or above).

According to a study done by liacqua et al. (1995) younger, less experienced workers ex-
pressed more job dissatisfaction that older more experienced workers. One particular study
suggested that job satisfaction might increase with age due to better benefits such as pen-
sion and rewards and pay, as well as, become more realistic with their job outcomes Spec-
tor (1997).

In the study conducted by Bodla and Naeem (2004), older sales representatives are more
satisfied with the job than their younger counterparts. Junior frontline employees are

somewhat more satisfied with job than senior counterparts.

According to Singh (2010), older salespersons (Greater than 35 years) are somewhat more
satisfied with job than younger counterparts (Less than 35 years). Junior sales-force feel
more satisfaction with job than senior sales force.
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Marital Status

Table 4.13 below reflects the results of the dimensions of job satisfaction by marital status.

Table 4.13: ANOVA- Dimensions of Job Satisfaction by Marital Status

Variables F value P value
B5.1 Achievement 1.345 270
B5.2 Recognition 178 837
B5.3 Work itself .755 475
B5.4 Responsibility 1.171 319
B5.5 Opportunity for advancement 1.549 223
B5.6 Company policy and administration 2.494 .093
B5.7 Supervision 1.803 176
B5.8 Salary 5.359 .008**
B5.9 Interpersonal Relationships 1.190 313
B5.10 Working Conditions 1.725 189
B5.11 Job Security 4.397 .018*
B5.12 Status 4.168 .022*

*p<0.05

**p<0.01

The results in Table 4.13 show that there is a statistically significant difference in the per-
ception of the dimension in the levels of job satisfaction among the marital status groups
for the following dimensions: salary (F=5.359; p<0.01), job security (F=4.397; p<0.05)
and status (F=4.168; p<0.05).

There was no statistically significant difference in the perception of job satisfaction among
the marital status groups for the following dimensions: achievement
(F=1.345;p>0.05),recognition(F=0.178;p>0.05),work itself(F=0.755;p>0.05), responsibil-
ity (F=1.171;p>0.05), opportunity for advancement (F=1.549;p>0.05), company policy and
administration (F=2.494;p>0.05),supervision (F=1.803;p>0.05), interpersonal relationships
(F=1.190;p>0.05),and working conditions (F=1.725;p>0.05).
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According to Malik & Naeem (2009) married individuals have rated “job security” significant-

ly higher while un-married consider “interesting work’ more important than their counterparts.

According to Singh (2010), married individuals are somewhat more satisfied with job than

unmarried counterparts.

Academic Qualifications

Table 4.14 below reflects the results of the dimensions of job satisfaction by academic
qualifications.

Table 4.14: ANOVA- Dimensions of Job Satisfaction by Academic Qualifications

Variables F value P value
B5.1 Achievement .063 939
B5.2 Recognition 9.946 .000**
B5.3 Work itself 2.834 .069
B5.4 Responsibility 960 391
B5.5 Opportunity for advancement 1.037 .363
B5.6 Company policy and administration 3.849 .028*
B5.7 Supervision 9.400 .000**
B5.8 Salary 2.059 139
B5.9 Interpersonal Relationships 3.846 .029*
B5.10 Working Conditions 2.155 127
B5.11 Job Security 9.986 .000**
B5.12 Status 1.355 .268

*p<0.05

**p<0.01

The results in Table 4.14 show that there is a statistically significant difference in the per-
ception of the dimensions of job satisfaction among the academic qualification group for
the following dimensions: recognition (F=9.946;p<0.01), company policy and administra-
tion (F=3.849;p<0.05), supervision (F=9.400;p<0.01), interpersonal relationships
(F=3.846;p<0.05) and job security (F=9.986;p<0.01).
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There was no statistically significant difference in the perception of the dimensions of job
satisfaction among the academic qualification group for the following dimensions:
achievement (F=0.063;p>0.05),work itself (F=2.834;p>0.05), responsibility
(F=0.960;p>0.05), opportunity for advancement (F=1.037;p>0.05) , salary
(F=2.059;p>0.05), working conditions (F=2.155;p>0.05) and status (F=1.355;p>0.05).

According to the results obtained by Malik & Naeem (2009), graduate degree holders have
emphasised more on “promotion opportunities” than master degree holders, whereas the
results in this study revealed that Post Graduate Degree/ Diploma holders emphasised more
on recognition. Job satisfaction studies, that included education as a variable suggested that
there may exist a relationship that can be negative or positive. One particular study report-
ed a negative effect of education on job satisfaction. It found that there may exist a level of
dissatisfaction among younger workers who have a higher level of education due to per-

forming routine tasks (Carrell and Elbert 1974).
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b. Length of Service

Table 4.15 below reflects the results of the dimensions of job satisfaction by length of ser-
vice.

Table 4.15: ANOVA Dimensions of Job Satisfaction by Length of Service

Variables F value P value
B5.1 Achievement 1.687 196
B5.2 Recognition 524 595
B5.3 Work itself 935 400
B5.4 Responsibility 3.204 .050*
B5.5 Opportunity for advancement 2.737 .075
B5.6 Company policy and administration 3.509 .038*
B5.7 Supervision 7.904 .001**
B5.8 Salary 3.162 .051
B5.9 Interpersonal Relationships 9.277 .000**
B5.10 Working Conditions 1.271 290
B5.11 Job Security 2.736 075
B5.12 Status 337 716

*p<0.05

**p<0.01

The results in Table 4.15 show that there is a statistically significant difference in the per-
ception of the dimensions of job satisfaction among the length of service group for the fol-
lowing dimensions: responsibility (F=3.204; p<0.05), company policy and administration
(F=3.509; p<0.05), supervision (F=7.904; p<0.01) and interpersonal relationships
(F=9.277; p<0.01).

There was no statistically significant difference in the perception of the dimensions of job
satisfaction among the length of service groups for the following dimensions: achievement
(F=1687;p>0.05); recognition (F=0.524;p>0.05); work itself (F=0.935;p>0.05), opportuni-
ty for advancement (F=2.737;p>0.05), salary (F=3.162;p>0.05), working conditions
(F=1.271;p>0.05), job security (F=2.736;p>0.05) and status (F=0.337;p>0.05).
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According to Gruneberg (1979), the relationship between length of service and job satisfaction
was unclear. Some studies also suggest that an increase in job tenure can lead to a decrease in
job satisfaction (DeSantis & Durst, 1996). However, Bedeian, Ferris, and Kacmear (1992)
provided evidence to show a positive relationship between tenure and job satisfaction.

According to Singh (2010), experienced sales representatives (Greater than 5 years) feel

somewhat more satisfaction with job than those having job experience less than 5 years.

c. Position

Table 4.16 below reflects the results of the dimensions of job satisfaction by position

Table 4.16: ANOVA Dimensions of Job Satisfaction by Position

Variables F value P value
B5.1 Achievement .029 972
B5.2 Recognition 1.940 155
B5.3 Work itself 1.964 152
B5.4 Responsibility 137 484
B5.5 Opportunity for advancement .646 529
B5.6 Company policy and administration 587 .560
B5.7 Supervision 4.031 .024*
B5.8 Salary 16.676 .000**
B5.9 Interpersonal Relationships 2.226 119
B5.10 Working Conditions 3.215 .049*
B5.11 Job Security .806 453
B5.12 Status 22.661 .000**

*p<0.05

**p<0.01

The results in Table 4.16 show that there is a statistically significant difference in the per-
ceptions of the dimensions of job satisfaction among the position groups for the following
dimensions: supervision (F=4.031; p<0.05), salary (F=16.679; p<0.01), working conditions
(F=3.215; p<0.05) and status (F=22.661; p<0.01).
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There was no statistically significant difference in the perceptions of the dimensions of job
satisfaction among the position groups for the following dimensions: achievement
(F=0.029; p>0.05), recognition (F=1.940; p>0.05), work itself (F=1.964; p>0.05), respon-
sibility (F= 0.737;P>0.05), opportunity for advancement (F=0.646; p>0.05), company poli-
cy and administration(F=0.587; p>0.05), interpersonal relationships (F=2.226; p>0.05) and
job security (F=0.806; p>0.05).

According to Malik and Naeem (2009), sales force in senior position have placed higher
importance on “pay and fringe benefits” while junior sales-force valued “interesting work”

more than their counterparts.

4.3.1.3. Hypothesis 3

(HO): There is a statistically no significant difference in the perception of overall job satis-
faction among the biographical variables.

(H1): There is a statistically significant difference in the perception of overall job satisfac-

tion among the biographical variables.

a. Gender

The following table presents the perception of overall job satisfaction by gender using the
t-test

Table 4.17: T- Test — Overall Job Satisfaction Variable by Gender

Dimension t df p

Overall job satisfaction in current job 71 47.449 944

The results in Table 4.17, shows no statistically significant difference in the perceptions of

overall job satisfaction between in males and females.

However, the study conducted by Bodla and Naeem (2004), revealed that female sales rep-
resentatives are somewhat more satisfied with overall job satisfaction that their male coun-
terparts.
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b. Other biographical variables

Table 4.18: ANOVA- Overall Job Satisfaction by Age, Marital Status, Academic

Qualifications, Length of Service, and Position

Variables F value P value
Age 2.999 .059
Marital Status .820 447
Academic Qualification 6.571 .003**
Length of Service 1.435 248
Position .685 509

*p<0.01

The results in Table 4.18 show that there is a statistically significant difference in the over-
all job satisfaction among the academic qualification group (F=6.572; p<0.05).

There was no statistically significant difference in the perception of the dimensions of job
satisfaction among the biographical groups for the following variables: age (F=2.999;
p>0.05), position (F=0.685; p>0.05), marital status (F=0.820; p>0.05) and length of service
(F=1.435; p>0.05).

According to Naeem (2009), the results of the study into pharmaceutical sales representa-
tives reflected that no significant differences exist in demographic subgroups in relation to
overall level of job satisfaction. However, female sales representatives are somewhat more
satisfied with overall job than male counterparts. Master’s degree holders are more satis-
fied with their job than undergraduate degree holders. Married individuals are somewhat
more satisfied with their job than unmarried individuals. Sales representatives with job ex-
perience more than 5 years are more satisfied with their job than those having job experi-
ence less than 5 years. Older sales representatives are more satisfied with their job than
younger counterparts. Junior frontline employees are somewhat more satisfied with their

job than senior counterparts.
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4.3.1.4. Hypothesis 4

(HO): The variance in the overall job satisfaction cannot be explained by the dimensions of
job satisfaction.

(H1): The variance in the overall job satisfaction can be explained by the dimensions of

job satisfaction

Table 4.19: Results of the Multiple Regression Analysis

R = SellaE Adjusted R Std. Error of the
q Square Estimate
0.846° 716 .679 462

The model summary shows that 71.6% of the variance in overall job satisfaction can be

explained by the dimensions of job satisfaction.

ANNOVA®
Sum of - Mean f Sig.
Squares Square
Regression 24.750 3 8.250 38.604 .000°
Residual 9.830 46 214
Total 34.580 49

The ANOVA results show that the regression model is statistically significant at the 0.05

level
Coefficients
Unstandardised Coefficients Stand.af’dised
Coefficients
B Std. Error Beta t Sig.
(Constant) 236 .350 673 0.505
responsibility 268 .083 339 3.228 .002
working conditions | 367 .087 402 4.232 .000
job security ‘ 297 ‘ .069 374 4.210 .000

% Dependent Variable: B 7
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The beta values show that working conditions is the best predictor of overall job satisfac-
tion, followed by job security and responsibility.

In other studies, pharmaceutical sales force rated pay and fringe benefits as the most im-
portant motivating factor (Wiley, 1997; Dubinsky, Jolson, Michaels, Kotabe and Lim,
1993; Shipley and Kiely, 1988).

In addition, results indicate that pay and fringe benefits are highly valued by the sales force
of all demographic backgrounds. Its’ possible explanation could be that pay and fringe
benefits enable salespersons to fulfil their physiological as well as esteem needs (Malik &
Naeem, 2009). All the demographic subgroups of the sales-force, except salespersons above
10 years job experience, emphasised job security as one of the top motivators. It could be
probably due to widespread unemployment conditions in the country. Job insecurity can dete-
riorate economic and psychological well-being of the sales-force. So, when downsizing is ne-
cessitated, appropriate initiates such as severance programmes, incentives for early retirement
and outplacement techniques should to be taken to sustaining productive behaviours of the
salespersons (Wiley, 1997). Pharmaceutical salespersons placed promotion opportunities
among top three motivators.

Malik & Naeem (2009) found that top the three motivators of pharmaceutical sales people
in Pakistan are good pay and fringe benefits, job security and promotion opportunities for
pharmaceutical sales force. The findings in this study however rated recognition as the most

important motivating factor irrespective of the demographic backgrounds.

According to Bodla and Naeem, 2004 there were no significant differences in overall job
satisfaction between demographic sub-groups. It implies that pharmaceutical sales repre-
sentatives are stable regarding their overall level of job satisfaction. However, this study
showed that “work itself” was the most motivating dimension of a sales representative’s

job, whilst “operating procedures” the least motivating dimension.
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4.3.1.5 Reliability
Table 4.20 below reflects the results of reliability using the cronbach’s alpha

Table 4.20: Reliability statistics for the Dimensions of Job Satisfaction

Cronbach’s Alpha | N of Items
854 12

The Cronbach’s alpha of 0.854 for the 12 items indicate that there is a high degree of
internal consistency and correlation amongst the items. Further, the items together

measure a common construct.

4.4  Conclusion

This chapter discussed the empirical results of the study. Overall the subjects were satisfied
with their job. Highest satisfaction levels were experienced for working conditions, work
itself, and recognition. Working conditions was the best predictor of overall job satisfac-

tion, followed by job security and responsibility.

Chapter five; deals with the interpretation and discussion of the results found in Chapter 4.
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CHAPTER FIVE

Recommendations and Conclusions

5.1 Introduction

The purpose of the study was to assess job satisfaction among pharmaceutical sales repre-
sentatives in the context of Herzberg Motivation-Hygiene Theory. The findings of the
study, based on the objectives that guided the research, can be summarized as follows. The
first objective in order to fully address the other objectives of the study, was to carry out an
in depth review of the literature on job satisfaction. The second objective was to determine
the extent to which subjects experience job satisfaction in terms of the dimensions and
overall job satisfaction. The third objective was to establish the relationship between the
dimensions of job satisfaction and overall job satisfaction. The fourth objective was to ex-
amine the relationship between the biographic variables and the dimensions of job satisfac-
tion and overall job satisfaction and the fifth objective was to ascertain which of the di-
mensions best predict job satisfaction.

This chapter will look at the implications of this research, summarise the findings of the

research and goes on to make recommendations for future research.

5.2 Implications of this Research

This section is to inform us about the contributions your research work has made to schol-

arship. Here, you can also put across your personal reflections.

53  Summary of findings

5.3.1 Objective 1: To conduct a literature review on Job Satisfaction

An in depth literature review on job satisfaction was carried out.

5.3.2 Objective 2: To determine the extent to which subjects experience job satisfac-

tion in terms of the dimensions and overall job satisfaction

This objective was tested using measures of central tendency and dispersion. The mean
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scores indicate that the subjects expressed satisfaction with all the dimensions. In descend-
ing order subjects expressed the highest satisfaction for working conditions and the lowest

satisfaction for job security.

The variation of subject responses in descending order was as follows: opportunity for ad-
vancement, supervision, job security, responsibility, recognition, interpersonal relation-
ships, company policy & administration, working conditions, work itself, achievement,

salary and status.

The percentage distribution for the responses to the dimensions of job satisfaction is as fol-
lows: majority of the respondents indicated Satisfied or Very satisfied with most items.
44% of the respondents indicated Neutral for Salary while 30% indicated Neutral for Job
Security and 36% for Status.

Overall the subjects were satisfied with their job. There was variation in the responses. The
results for overall job satisfaction reflected that 62% of respondents were satisfied with

their current job while 14% indicated very satisfied.

5.3.3 Objective 3: To establish the relationship between the dimensions of job satisfac-

tion and overall job satisfaction

This objective was tested by Hypothesis 1: There is a statistically significant relationship

between the dimensions of Job satisfaction and overall job satisfaction

There is a statistically significant relationship between recognition, responsibility, and op-
portunity for advancement, company policy and administration, supervision interpersonal
relationships, working conditions and job security and overall job satisfaction respectively

at the 0.01 level of significance.

5.3.4 Objective 4: To examine the relationship between the biographic variables and

the dimensions of job satisfaction and overall job satisfaction respectively

This objective was tested by Hypothesis 3 which is: There is a statistically significant dif-
ference in the perception of overall job satisfaction among the biographical variables. The

results, shows no statistically significant difference in the perceptions of overall job satis-
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faction between in males and females. The results also show that there is a statistically sig-
nificant difference in the perception of the dimensions of job satisfaction among the aca-
demic qualification group. There was no statistically significant difference in the percep-
tion of the dimensions of job satisfaction among the biographical groups for the following

variables: age, position, marital status and length of service.

a. Gender: Results show that there is no significant difference in the perception of the
dimensions of job satisfaction levels between male and female respondents.

b. Age: There was a statistically significant difference in levels of job satisfaction
among the age groups for the following dimensions; achievement, work itself, su-
pervision, salary, interpersonal relationships and job security.

c. Marital Status: There was a statistically significant difference in levels of job satis-
faction among the marital status groups for the following dimensions; salary, job
security and status.

d. Academic qualification: There was a statistically significant difference in levels of
job satisfaction among the academic qualification groups for the following dimen-
sions: recognition, company policy and administration, supervision, interpersonal
relationships and job security

e. Length of Service: There was a statistically significant difference in levels of job
satisfaction among the length of service group for the following dimensions: re-
sponsibility, company policy and administration, supervision, and interpersonal re-
lationships.

f. Position: There was a statistically significant difference in levels of job satisfaction
among the position groups for the following dimensions: supervision, salary, work-

ing conditions and status.

5.3.5 Objective 5: To ascertain which of the dimensions best predict job satisfaction
This objective is tested by Hypothesis 4 which is: The variance in the overall job satisfac-
tion can be explained by the dimensions of job satisfaction.

This hypothesis was tested using Multiple Regression Analysis which indicates that 71.6%
of the variance in overall job satisfaction can be explained by the dimensions of job satis-

faction. The beta values show that working conditions is the best predictor of overall job
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satisfaction, followed by job security and responsibility. All these variables were signifi-
cant at the 0.05 level.

54 Recommendations

The following is an example of the recommendations one could make for future research:

In this section you must address problems that were identified and your solutions for those
problems. This section is once again your unique contribution to solve the research prob-
lem. One’s recommendations must be realistic and organisations should be able to imple-

ment them.

The current study determines the amount of variability in pharmaceutical sales representa-
tives” overall job satisfaction explained by motivator and hygiene factors. Additionally, it
seeks to explore if demographic subgroups are significantly different regarding their cur-
rent level of overall job satisfaction. Demographically, the pharmaceutical industry is male
dominated, whereas the study indicates that 62% of the respondents in this study are fe-
male. Human resource managers appear to have placed more efforts to balance gender di-
versity among sales representatives. The results, shows no statistically significant differ-

ence in the perceptions of overall job satisfaction between in males and females.

The results of the current study show that “working conditions” is the best predicator of
job satisfaction for sales representatives’ job. This implies that pharmaceutical sales repre-
sentatives are most satisfied with context of their job. Decision makers should put more
efforts to improve the environment in which sales representatives perform the job. Motiva-
tor and hygiene factors are found to have moderate to substantial relationship with overall
job satisfaction. This leads to the conclusion that the basic propositions of Herzberg’s
(1959) motivator-hygiene theory of job satisfaction does not hold true. In this study, we
find no significant differences in overall job satisfaction between demographic subgroups.
It implies that pharmaceutical sales representatives are stable regarding their overall level

of job satisfaction.

With regards to responsibility, the management of pharmaceutical companies should eval-

uate managerial practices for the participation and autonomy of sales representatives. To

meet the growth expectations of the sales staff, empowerment and involvement are the best
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strategies to promote perceptions of control on their career, reinforcement of competence
and internalisation of objectives on their part. Regarding co-workers, supervisors should
develop such a climate in which sales representatives recognise and admire one another on
successful selling strategies and tactics and avoid highlighting mistakes and weaknesses of
one another. With regard to job security, managers should take initiatives to promote the
sense of job security among sales force. Management should meet the expectations regard-
ing promotion opportunities by promoting the people from within the company. It is advis-
able to introduce more new job titles for sales representatives with more empowerment and
responsibilities as sales representative while enjoying the benefits like a manager. Man-
agement should evaluate the rewards and recognition systems in light of the many contem-
porary changes taking place in selling to determine whether present reward and recognition

systems are meeting the expectations of pharmaceutical sales representatives.

55 Conclusion

In conclusion job satisfaction can be deemed the most important aspect of the overall busi-
ness success. It ultimately has influence over production, failure and success. It is thus ex-
tremely important that a firm does all that it can to maintain a suitable and welcoming
working environment. All avenues need to be addressed in terms of culture, gender, diver-
sity etc. The working environment should encompass the promotion of all aspects of life

and not only business.
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UNIVERSITY OF KWAZULU-NATAL

GRADUATE SCHOOL OF BUSINESS

MBA Research Project
Researcher: Mrs. Devika Roopai (084 582 7976)

Supervisor: Mr J Mervyn Naidoo (031 2607563)

Title of Survey: Job Satisfaction among Pharmaceutical Sales Representatives in the context of
Herzberg Motivation-Hygiene Theory

The purpose of this survey is to solicit information from Pharmaceutical representatives regarding factors
contributing to motivation and job satisfaction. The information and ratings you provide us will go a long
way in helping us identify these factors. The questionnaire should only take 15-20 minutes to complete.
In this questionnaire, you are asked to indicate what is true for you, so there are no “right” or “wrong”
answers to any question. Work as rapidly as you can. If you wish to make a comment please write it

directly on the booklet itself. Make sure not to skip any questions.

Thank you for participating!



SECTION A

BACKGROUND INFORMATION

1. Gender

Male

Female

2. Your age-group is 20-30 31-40 41-50 years.
3. Your marital status | Married Single Divorced Widowed
4. What is your academic/professional qualification?
Below Matric Matric Post Matric Cert Degree PG Degree/Dip Other

5. Length of Service

<5 years

5-10 years

11-15 years

6. Position

Junior Sales Representative

Senior Sales Representative

Executive Sales Representative




SECTIONB1

In the questions below you are asked to rate each statement. You are then required to choose an

appropriate option to match your response. Please answer all questions and remember there are no right

and wrong answers

5. Rate you level of job satisfaction that you experience in your current job

1. Achievement (Specific success, such as the
successful completion of a job, solutions to
problems, vindication, and seeing the results of
your work.

Very
dissatisfied

2. Recognition (Any act of recognition, be it

notice or praise. A distinction can be made

between situations where concrete rewards are Very
given along with acts of recognition and those in | dissatisfied
which they are not.

3. Work itself (The actual doing of the job or

I . . . Very
phases of it. is it challenging and stimulating?)

dissatisfied

4. Responsibility (Being given real responsibility,
matched with the necessary authority to discharge Very
it properly) dissatisfied

5. Opportunity for advancement (Actual changes
which enhance position or status at work. Pertains Very
to career growth and promotions) dissatisfied

6. Company policy and administration
(Availability of clearly defined policies, Very
especially those relating to people, adequacy of

o dissatisfied
organisation and management.)
7. Supervision( this deals with the manner in
which your immediate supervisor gives you
guidance in performing your related task, the Very
accessibility, competence & fairness of the dissatisfied

supervisor)

8. Salary (The total compensation package, such
as wages, salary, pension, company car and other Very
financially related benefits) dissatisfied

Dissatisfied

Dissatisfied

Dissatisfied

Dissatisfied

Dissatisfied

Dissatisfied

Dissatisfied

Dissatisfied

Neutral

Neutral

Neutral

Neutral

Neutral

Neutral

Neutral

Neutral

Satisfied

Satisfied

Satisfied

Satisfied

Satisfied

Satisfied

Satisfied

Satisfied

Very
satisfied

Very
satisfied

Very
satisfied

Very
satisfied

Very
satisfied

Very
satisfied

Very
satisfied

Very
satisfied



9 Interpersonal Relationships (with peers,
manager or colleague in the work place. The
relations with supervisors, subordinates and
colleagues, the quality of social life at work )

10. Working Conditions (The physical conditions
in which you work the amount of work, the
facilities available. Ventilation, tools, space, noise
and other environmental aspects)

11. Job Security (Freedom from insecurity, such
as loss of position or loss of employment
altogether)

12. Status (A person’s position or rank in relation
to others, symbolized by title, parking space, car,
size of office, furnishings)

Very

dissatisfied |2 >Stsfied

Very

dissatisfied |2 >S2tisfied

Very

dissatisfied | SS0sfied

Very

dissatisfied | SSusfied

Neutral

Neutral

Neutral

Neutral

Satisfied

Satisfied

Satisfied

Satisfied

7. How would you rate your overall level of job satisfaction in your current job?

Strongly
Dissatisfied

Dissatisfied |Neutral Satisfied

Strongly
Satisfied

Very
satisfied

Very
satisfied

Very
satisfied

Very
satisfied



APPENDIX 2

Ethical Clearance Certificate

82



UNIVERSITY OF
KWAZULU-NATAL

RESEARCH OFFICE (GOVAN MBEKI CENTRE)
WESTVILLE CAMPUS

TELEPHONE NO.: 031 - 2603587

EMAIL : ximbap@ukzn.ac.za

26 FEBRUARY 2009

MRS. D ROOPAI (202527176)
GRADUATE SCHOOL OF BUSINESS

Dear Mrs. Roopal

ETHICAL CLEARANCE APPROVAL NUMBER: HSS/0047/09M

| wish to confirm that ethical clearance has been approved for the following project:

“Job satisfaction among Pharmaceutical Sales Representatives in the context of Herzberg Motivation-
Hygiene Theory”

PLEASE NOTE: Research data should be securely stored in the school/department for a period of 5 years

Yours faithfully

MS. PHUMELELE XIMBA

cc. Supervisor (Mr. JM Naidoo)
cc. Mrs. C Haddon

wwt Uawimrd Callane Medical School we Pietermaritzburg - Westville
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