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1.0 INTRODUCTION 

The constant changes occurring in the world today, especially with regards to technology and innovation in 

new products and services call for organization to reassess the manner in which they handle their employees (Stringer, 

C., Didham, J., Theivananthampillai, P. 2011). The greatest interest of every organization is to achieve its goals. The 

achievement of organizational goals to a greatest extent is dependent on various resources, and human resource is one 
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Abstract 
The purpose of this research is to assess the relationship between motivation, 

compensation and job satisfaction of employees in the banking industry using 

Hatso Branch of Ghana Commercial Bank as a study area. For the purpose of this 

case study, a sixty (60) people sample staff of the study area were selected as 

research population using simple random sampling method which quantitative 

and qualitative analysis were used. In order to measure employees’ motivation, 

compensation and job satisfaction, questionnaire and in order to measure 

compensation satisfaction has been used. This model includes four factors; 

Payment Justice, Organizational designed procedures, supervisor and 

performance-based pay. Also Herzberg and Kitchener model has been used to 

measure employees’ motivation. Motivation, compensation and job satisfaction 

played an important role to employees’ turnover because it would lead employee 

resigned when their motivation, compensation and job satisfaction is low. The 

results indicate human resources practice a positively and significantly correlated 

with motivation, compensation and job satisfaction. On the other hand, human 

resources practice as well as motivation, compensation and job satisfaction are 

negatively and significantly correlated with turnover. Turnover affects the cost of 

operations and drains the organisation of inherent implicit knowledge. To manage 

these effects, motivation, compensation and job satisfaction relationships have 

been studied. However, only moderate results have been obtained, a situation 

blamed on the exclusion of individual difference factors, and other relationships 

involving these factors. Using data from 60 employees of the study area (senior 

and Junior inclusive), the relationship between motivation, compensation and job 

satisfaction intention was evaluated. Motivation, compensation and job 

satisfaction were found to have a direct negative relationship with organizational 

trunovers or performance. Intrinsic and extrinsic satisfaction moderated this 

relationship, such that participants, who were low in their satisfaction had greater 

tendency to exit the organisation even at high levels of motivation, compensation 

and job satisfaction. These results indicate that the effect of motivation, 

compensation and job satisfaction on turnover can be enhanced in two ways; 

namely, when employees find congruence between their job and their self-identity, 

and when involved in such jobs enhances their overall job satisfaction. 

Consequently, Human resource managers will be challenged to place a high 

priority on job design, and develop policies that help employees to balance their 

work and non-work involvements so as to enhance their overall motivation, 

compensation and job satisfaction.  
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major resource which is directly related to the achievement of an organizational goals. Hence, the performance of 

employees is considered very significant in the achievement of organizational goals. In order to achieve this, 

organizations need to organize the task at hand, design systems and processes, re-evaluate and improve current 

management style (Harmon, 2007). Employee performance is a function of ability, effort, skill, environment, and 

motivation. Motivation is the process that taken together energizes, maintain, and direct behaviour of an individual 

towards goals of an organization. This process regulates behaviour by initiating it when it is needed or appropriate 

and termination when the goal is reached. It is worth noting that, the presence of ability, skill and effort without 

motivation might not yield high level of performance. Hence motivation is essential for employee performance. 

According to Robbins and judge (2007), motivation involves the processes that account for an individual's intensity, 

direction and persistence of effort towards attaining a goal. To motivate is to create desire, willingness to performance 

in a manner in which managers want to get work done.  

According to F.A. Atogiyire (2001), some of the things motivate employees to work effectively include: a 

good reward system, training and development, leadership style, promotion, work environment and so on all these are 

the strong motivators. It is important to note that employees are indispensable asserts of organizations who are 

instrumental in the achievements of organizational goals and objections. Therefore, an employee needs to be motivated 

to work efficiently. Human Resource is an indispensable aspect of every organisation. Employees are capable arms of 

an organisation who have significant role in the evolvement and progression of organisational affairs (Bacha, 2014). 

A motivated workforce is vital component for a company’s survival .for a company to be successful it needs the work 

force that can act strongly for the achievement of organisations goals and also have a strong urge to remain loyal to 

the company Molander (1996).most organisations across the globe put in much effort to sustain their human resource 

rather than capital structure because  they believe that human resources are significant base to increase their profits 

and achieve organisational goals motivation either intrinsic or extrinsic is an internal state or persistence which directs 

one to perform a specific activity in order to achieve a goal. Motivation in its sense is perspective because what is 

motivational for an individual or group may not be motivational for another person or group depending on the fact 

that each situation is associated with peculiar motivational forces. Most organisations are faced with the challenge of 

employee performance due to the fact that management are unable to adopt an effective way to motivate employees 

to achieve and provide a high job performance. The relationship between payment for better performance and creating 

external motivation has been stated explicitly and clearly in various theories. (Kunz & faff 2002) the significance of 

extrinsic motivations such as rewards, allowances, promotions and increased pay.  

Most current payment and incentive systems are unable to motivate employees to bring out their best. “In a 

world characterized by competition, customer focus and the need for speed and flexibility, in order to get the results, 

you want, you still have to depend on your people to carry the day” (Storey, 2001). This therefore makes it a necessity 

to employ “talented individuals, who need to be developed, motivated, rewarded and provided with the organisational 

cultures and work processes that will make them to be successful” (Hay group, 2000 in Storey, 2001). When an 

individual is highly satisfied of which studies have shown, the person is physically and mentally in a better condition 

to put in his/her maximum effort in the job.one important element of employee empowerment is motivation because 

motivation is what determines the Behaviour of employees to work.it is usually observed that dissatisfied employees 

usually leave their job before they get emotional incompatibility and psychic imbalance phase (faragher 2005). 

Most organisations cannot deny the fact that people who work in organisation have a key role to play in its 

output and performance. Reward practices linked to job satisfaction have been applied differently by public and private 

enterprises compensation is useful instrument at the disposal of every management to help contribute to the 

organisational effectiveness and can impact positively on the Behaviour and productivity of employees. We have to 

bear in mind that the strength of any organisation is in its workforce and that an organisation that does not have a well 

performing and dedicated workforce has a poor foundation to exist in a sound operational manner. This implies that 

human resources need to be treated with great care, since they are a special resource that needs to be given special 

managerial attention and time (Storey, 2001:6) the subject of work motivation maintains an exciting and relevant 

subject among most organizational researchers and practitioners.  

Uzona (2013) states that it has therefore been taken upon by organizations to come up with ways of 

motivating employees if they are to get the best performance out of them and ultimately that of the organization as a 

whole. According to Yang (2008), the motivational techniques implemented by organizations vary and can include 

team building, training, enhanced communication, targets, rewards and incentives, job enrichment, quality of working 

life programs, encouraging participation, checking system for equity, money, and recognizing individual differences. 

The reason that makes the topic work motivation especially important and relevant in today’s business environment 

is the development and current position of the service sector.  

Kinicki and Kreitner (2003) describe job satisfaction as an emotional response to work related situations and 

also consider job satisfaction as positive emotional reaction arising from appraisal of an employee’s job. In theory, 
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satisfaction is usually correlated with motivation in many cases in literature and empirical studies. To satisfy 

customers, firms pays much effort but do not pay attention to satisfying employees. But the fact is that customer would 

not be satisfied until and unless employees are satisfied. Because, if employees are satisfied, they will do more work 

therefore ultimately customers will be satisfied (Ahmad, Wasay & Malik, 2012). Employee performance is actually 

influenced by motivation because if employees are motivated then they will do work with more effort and by which 

performance will ultimately improve (Azar & Shafighi, 2013) The relationship between motivation and job 

satisfaction is not necessarily a direct and linear relation even though some studies believe that there is a direct 

relationship. 

 

1.2 Problem Statement 

From productivity and profitability to recruit and retention, hardworking and happy employees lead to 

harmony and organisational triumph (Ryan, 2012). It can be realized that the success of any organisation or business 

is mostly dependent on employees who are highly motivated and satisfied. Some line managers delegate their duties 

to subordinates and yet they are paid higher salaries of which demotivates the junior employees whose salary is 

relatively low. Most plans put in place by heads of department create some kind of exploitation of junior employees 

which creates poor performance, demotivation and resentment. Some employees pick up the habit of earlier departure, 

late coming which is normally monitored by the human resource department. Interestingly no motivation directives 

are put in place to boost the morale but rather give out query letters to employees with associated punishments. Several 

studies have been carried out relating to employee motivation, but few have focused on its impact on employees’ 

performance, rather focusing on the motivational techniques (Dinler, 2008).  

Banking is seen to be one of the most lucrative industries because a lot of bankers seem to have higher 

standards of living as compared to average Ghanaians. Over the years, a lot of research has been conducted by several 

researchers such as Nguyen, Taylor and Bradley (2004), Hanif and Kamal (2009) among many others to find out the 

level of satisfaction of employees within the banking industry and a lot of the findings have been centered on the 

conditions of work. Unfortunately, when you think about it, motivating people is far from an exact science in most 

businesses. However, some branches of Ghana Commercial Bank (Hatso Brach) do not understand the concept of 

compensation and motivation to the extent of implementing tithe inability of organisation to put in place proper 

motivation factors results in losses which normally leads to low staff turnover, absenteeism, poor attitude towards 

work, low output and productivity. Hence in light of these, the study intends to fill the identified gab by evaluating 

the relationship between motivation, compensation and job satisfaction of employees at Ghana Commercial Bank, 

Hatso branch.  

 

1.3 Objectives of the Study  

The primary objective of the study is to evaluate the relationship between motivation, compensation and job 

satisfaction in employees at Hatso Branch Ghana Commercial Bank. 

The secondary objectives of the study are as follows: 

1. To study the role of job satisfaction influences the employees of Ghana Commercial bank approach to work. 

2. To determine the factors for job satisfaction and motivational directives put in place by the bank and how 

effective those measures are. 

3. To examine the causes of employee turnover and ascertain whether there are any direct link with 

motivational. 

4. To establish solutions for employee turnover 

 

1.4 Research Questions 

The research will attempt to retain answers to the agitating questions raised with respect to adequately motivating 

workers to put in their best to ensure product. The study will answer the following questions, 

1. What are the roles of job satisfaction and its influences the employees of Ghana Commercial bank approach 

to work? 

2. What are the factors for job satisfaction, motivation and the effect of those factors to bank? 

3. What are the causes of employee turnover and its direct link with motivational? 

4. What are your suggestions as a solution for employee turnover? 

 

1.5 Significance of the Study 

The findings from this research will help underpin arrears where problems related motivation, compensation 

and job satisfaction of employees will benefit management of the organisation to adequately put in place proper 
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motivational policy and strategies which will inevitably cause an increase in staff turnover or productively which will 

also lead to growth and eventually development.  

This research after its completion will be of immense importance to the management of the banks as it will 

bring to light the hidden factors or variables within the organization that the employees need to be satisfied outside 

the working environment so that their productivity increases and then the success of the banks in the long run. This 

work will contribute to existing knowledge throwing more light on the satisfaction levels of bankers taking their 

personal and social lives into consideration and serve as a basis for further research. It will also help employers know 

how they can contribute to the satisfaction of their employees by implementing certain policies that will favor them. 

Employees will hopefully benefit when their superiors implement the suggestions to be made based upon the study. 

Further, the study will be significant for all financial institutions especially the bank to get enlightened on critical 

issues of motivation as it will help in the retention of workers. The study will further b of immense benefit to the 

human resource functional areas of the organisation in the areas of different approach to work motivation, identify 

various types of needs and expectation of the people at work.  

 

1.6 Limitation of the Study 

The study will be limited to an interview and questionnaire administration method. The sample size will also 

make it extremely difficult to generalize the results of the study as a true reflection of all branches of the bank. 

Workload and long hours of work may hinder respondents from responding to the questions asked especially 

employees of the bank. 

 

1.7 Organisation of the Study 

The study comprises five chapters and it is presented as follows: Chapter one will deals with the introduction, 

giving the background to the study along with its statement of the problem. The chapter goes ahead to outline the 

research objectives together with the research questions, hypothesis, limitations and significance of the study. Chapter 

two will review related literature regarding facets of compensation and motivation and it bearing on performance of 

employee. Chapter three will presents the research methodology and will focus on the research design and methods.it 

will go further to touch on the study population, sampling and sample size, data collection and data analysis method. 

Chapter four presents the data interpretation and analysis in relation to the research objectives and discussions findings. 

Chapter five will provide a summary to study, conclusions and also recommendations. 

 

1.8 Definition of Terms 

For the purpose of this study, the following terms are defined: 

 Reward and Compensation: this refers to a very vital factor that has big contribution towards enhancing 

job satisfaction and commitment of employees. It can be in monetary or non-monetary value. 

 Commitment: Commitment as a partisan, to emotional attachment, to individual’s role to accomplishment 

of objectives and values of himself and an organization. It is the relationship between the organization (the 

employer) and an individual (the employee) being a bond 

 Employees: these are individuals paid to carry out specific duty or perform specific obligations  

 Organization: this is an entity comprising multiple people, such as an association, that has collective goal. 

 Motivation: This refers to the internal or external forces to a person that arouse enthusiasm and persistence 

to pursue a certain course of action. Employee needs differ, ranging from food, achievement and monetary 

gain. These forces propel employees to behave in certain ways in order to fulfill their needs. Motivation 

affects performance and productivity; thus, managers are tasked with satisfying employee needs to meet 

organizational goals, (Daft and Marcic, 2007:475). 

 Job satisfaction: this are the attitudes and feelings people have about their work. 

 

2.0 LITERATURE REVIEW 

2.1 Introduction  

This chapter therefore reviews relevant theoretical and empirical literature on motivation, compensation and 

job satisfaction of employees. In this chapter, we will throw more light on employee satisfaction making reference to 

various concepts of employee satisfaction, the forms of employee satisfaction, how we can improve employee 

satisfaction, the effects of employee satisfaction on performance, banking operations as well as the nature of employee 

satisfaction in the banking industry.   Mathis and Jackson (2000), human resources are used not only as a tool in the 

production process but it has an important role in the production activities of an organization. Status of human 

resources at this time is not only as a production tool but also as a driver and determinant of the process of production 

and all activities of the organization. Performance can be defined as complex and constantly need to be improved both 
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in terms of individual, group, or organization. Good performance must be accompanied by well-qualified human 

resources so the company's goals can be achieved. Iqbal and Gulzar (2013), employee dissatisfaction is the starting 

point of the problems that arise in organizations such as absenteeism, conflicts between leaders and subordinates and 

employee turnover. In terms of employees, dissatisfaction can lead to decreased motivation, morale declining 

employment and falling labor to see both qualitatively and quantitatively. Productive culture is a culture that can make 

the organization strong and the company's goals can be accommodated.  

Build a strong organizational culture requires a long process due to changes in the organization regarding 

changes in people who are in the organization including differences in perceptions, desires, attitudes, and behavior. 

Compensation system is one of the subsystems that are important in human resource management. Thus, adequate 

compensation will spur a person's spirit and loyalty to the organization because they feel cared for and valued 

according to their expectations.  Nurfaiyah and Damajanti (2012) stated that motivation, organizational culture, 

leadership have significant effect on job satisfaction and employee performance in PT. Samwon Busana Indonesia. 

Jehanzeb, Rasheed, Raheed, Aamir (2012) mentioned that the level of remuneration, motivation and job satisfaction 

of employees have strong relationships in the banking sector of Saudi Arabia. Sledge, Miles, Coppage (2008) 

 

2.1.1 Job Satisfaction, Compensation and Job Motivation  

Job satisfaction is an effective or emotional response to various aspects of the job (Kreitner and Kinicki, 

2005). Robbins (2006), defines job satisfaction as a general attitude of the individual toward his work, the difference 

between the amount of rewards received by a worker and the amount they believe they should receive. Thus, 

dimensions of job satisfaction according to Munadar, Smith, Kendall and Hulin (2004) are condition of employment, 

colleagues, promotion opportunities, supervision, and salary. One way to improve performance management, motivate 

and improve employee performance is through compensation (Mathis, 2000). Dessler (2010), states that the employee 

compensation refers to any form of payment or reward for employees and derived from their work. Mondy (2008) 

states that the term compensation includes all total rewards given to employees as a good lead for their services. 

Veitzhal, Rival and Ella (2010) say that the compensation can be divided into two, the first direct compensation that 

is compensated directly perceived by the recipient, in the form of salaries, wages, incentives that are vested and it is 

the company's obligation to pay it. Second indirect compensation, compensation cannot be felt directly by employees, 

the benefits and services (support services). Benefits and services are additional compensation (financial or non-

financial) provided by the company's policy to all employees in an effort to improve their welfare, such as holiday 

allowances, pensions, uniforms, sports and excursions (family gathering). 

Jones and George (2008) state that motivation is the central management, for explaining how people behave 

and how they do work in the organization. Uno (2012), says that motivation is the impulse contained in a person to 

try to establish behavioral changes that better meet their needs. Dimensions of motivation by McClelland (2007) 

which, motivation is the emergence of behavior because it is influenced by the needs that exist in human beings. First, 

Need for achievement is the need to achieve success, as measured by the standard of excellence in a person. These 

needs, closely linked with employment and direct behavior in an attempt to achieve some degree. Second, the need 

for affiliation, the need for warmth and support in relationships with others. This needs to hold direct behavior in 

intimate relationships with others and third, need for power, the need for control and influence over others. This 

requirement causes the person concerned less or not care about other people's feelings. 

 

2.1.2 Job Motivation and Job Satisfaction 

Motivation is an internal drive which causes change in behavior and moving towards organizational goals. 

Organizational resources are categorized in two general groups: financial resources and human resources. Since 

financial resources gets utilized by human resources as well, efficient usage of financial resources without having 

motivated human resources is not possible (Karbani, 2010). And motivation (a moderator process or and internal state 

of a living creature which drives him to implement activities) can be defined (Schiestel, 2007) Job satisfaction is 

someone’s emotional orientation towards his job. In fact, a person’s job satisfaction which is measured by knowing 

how compatible his psychic and social characteristics is with job conditions, is a metric to measure his career 

performance (Kosteas, 2009). In other words, we can say that if job provides the person with desired conditions, he 

will be satisfied but if job does not provide him with desired satisfaction and joy, the person starts to blame his job 

and will leave the job if possible (Fisher and Hana). According to Brayfield (2004) 

Barnett and Karson (2007) and other experts, job is discussable from two point of views; attitudinal and 

motivational. For instance, Hellgrill, Slokam and Woodman define job satisfaction as a general feedback of person’s 

to his job or career while some others define it as a positive and enjoyable emotional state which is caused by his job 

experience and his attitude towards work (Sbati, 2005). 
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There are different theories about factors which affect job satisfaction and people’s motivation which can be 

categorized in two general groups; Content theories which deal with the content of creating job satisfaction and 

motivation (e. g. Maslow theory and Herzberg theory) and process theories which deal with its process (e. g. Adams 

theory and Victor Vroom) (Houman, 2002). The most applicable and the most common theory which is used as a 

reference in job satisfaction measurement and assessment is Herzberg theory. Herzberg believes that job motivation 

is affected by mental or internal factors (motivation driving factors) and external or hygiene factors (motivation 

maintain factors) and by studying these factors, the most important job satisfaction factors can be identified and used 

for performance improvement programs in organization (Shafiabadi, 2011)  

First Theory: There is a direct relation between job motivation and job satisfaction.  

 

2.1.3 Job Satisfaction and Compensation Satisfaction  

Smith (2001) has emphasized on compensation and income as a highly influential factor on job satisfaction. 

Siegel et al. (2005) has given a higher importance to justice and treating employees without discrimination and job 

security and Keen (2001) and Wild (2006) has pointed to job independence. Keen (2001) and Plio (2008) have 

emphasized on the importance of constructive relationship between colleagues and team members and in Thompson’s 

study the way supervisors and managers mentor the job has been identified as an influential factor. Flanagan (2002) 

has emphasized on hiring method as another influential factor. Disanits and Diverset (2006) have shown in their 

studies that seasoned employees are more capable to utilize their experience in their job and the older and the more 

experienced people get, the higher their job satisfaction (Williamson, 1996; Smith & Shields, 2013). Linz (2003) 

demonstrated that organizational and occupational characteristics has a higher effect on job satisfaction of female 

employees compared to males and level of education can affect this relation. Agent theory has focused on external 

rewards (Merchant et al., 2003). Base on this theory, employees’ actions are replied by rewards or punishments and 

therefore these feedbacks helps that their effort and performance get identified and acknowledged. So compensation 

is a powerful level in order to increase employees’ job satisfaction (Jensen & Murphy, 2004).  

Second Theory: There is a direct relation between job satisfaction and compensation satisfaction.  

 

2.1.4 Job Motivation, Jon Satisfaction and Compensation Satisfaction  

Base on expectancy theory which was started by Porter and Lawler (2008), it is argued that performance and 

reward system affects employees’ job satisfaction (Ferris, 2007; Igalens & Roussel, 2009). Approving this point of 

view, Powel (2007) assesses the relation between job motivation and job satisfaction and findings of this study 

demonstrate a positive correlation between these in a way that when job motivation goes up, job satisfaction increases 

accordingly. Also in regard of external motivation (reward payment system), we can say it has a positive correlation 

with job satisfaction (Moynihan & Pandey, 2007; Wright & Kim, 2004). Despite the studies which have been done 

on external motivation, so many studies have also been implemented on internal motivation as well. Based on 

individual fait determination theory, this theory suggests that supporting team work which encourages employees’ 

internal motivation, also brings about a rise in employees’ job satisfaction and performance (Gagne & Deci, 2005; 

Deci & Ryan, 2008). Based on this theory when employees are satisfied of their salary (reward payment against 

performance), employees realize what they are doing is valuable, so it leads to higher levels of job satisfaction and 

self-confidence in employees (Wright & Kim, 2004). Main hypothesis: there is a correlation between employees’ job 

motivation, compensation satisfaction and job satisfaction in organization 

 

2.2 Development of the Study 

The management of human resources at work is a vital component of the management process. To realize 

the critical importance of people in the organization it is imperative to recognize that the human element and the 

organization go together. One way of achieving this goal and to realize the critical importance of the people in the 

organization is to keep them motivated. In the field of management, the key to understanding the process of motivation 

lies in the meaning of, and relationship among, needs, drives, and incentives. In their work, Minner, Ebrahimi, and 

Watchel (2005) elaborate in a system sense that, motivation consists of these three interacting and interdependent 

elements, i.e., needs, drives, and incentives.For as long as organizations have existed, compensation has been 

recognized as a major motivator of employees as well as an important tool and expense for organizations. 

Understanding the construct of compensation systems, its impact upon the organization's structure, strategies, and 

employees has been an important area. To use compensation as a motivator effectively, personnel managers must 

consider four major components of a pay structures in an organization Popoola and Ayeni (2007).  

These are (a) job rate, which is the importance the organization attaches to each job;(b) payment, which 

encourages employees by rewarding them according to their performance;(c) personal or special allowances; and (d) 

fringe benefits such as holidays with pay, pensions, and so on. In his work, Akintoye (2000) emphasize that money 
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remains the most important motivational strategy. As far back as 1911, Frederick Taylor and his scientific management 

associate described money as the most important factor in motivating the industrial workers to achieve greater 

productivity. Taylor viewed compensation and performance based pay as one of the major tools management had at 

its disposal to motivate employees and to increase their productivity and reduce turnover Dulebohn, Ferris, & Stodd 

(2005). Money possesses significant motivating power in as much as it symbolizes intangible goals like security, 

power, prestige, and a feeling of accomplishment and success. Sinclair, et al. (2005) exhibits the motivational power 

of money with the process of job choice. They explain that money has the power to attract, retain, and motivate 

individuals towards higher performance. For instance, if an employee has another job offer, which offers greater 

financial rewards and has identical job characteristics with his current job, that worker would most probably be 

motivated to accept the new job offer.  

Banjoko (2006) states that many managers use money to reward or punish workers. This is done through the 

process of rewarding employees for higher productivity by instilling fear of loss of job or other related issues (e.g., no 

annual increment or promotion due to poor performance). The desire to be promoted and earn enhanced pay may also 

motivate employees. Another stream of compensation research; focus on highlighting the internal orientation towards 

an individual’s reaction to pay. This research orientation is led by industrial organizational psychologists and has 

contributed significantly to human resource management practice. The main impetus for this research has been the 

supposition that pay affects employees’ overall level of job satisfaction and primary work behaviors or motivation, 

Oshagbemi (2000). 

Numerous studies on work motivation seem to confirm that it improves employees’ performance, motivation 

and satisfaction. For example, in their work Brown and Shepherd (2007) examine the characteristics of the work in an 

organization with four major categories: knowledge base, technical skills, values, and beliefs. They report that 

employees will succeed in meeting this challenge only if they are motivated by deeply held values and beliefs 

regarding the development of a shared vision. Vinokur, Jayarantne, and Chess (2004) examine work and employment 

conditions, and assess their impact on social workers' motivation and job satisfaction. Some motivational issues were 

salary, fringe benefits, job security, physical surroundings, and safety. Certain environmental and motivational factors 

are predictors of job satisfaction.  

Colvin (2008) shows that financial incentives will get people to do more of what they are doing; Silverthrone 

(2006) investigates motivation and managerial styles in the private and public sector. The results indicate that there is 

a little difference between the motivational needs of public and private sector employees, managers, and non-

managers. Today, majority of the contemporary organizations use some sort of program intended to motivate 

employees by tying compensation to performance in one way or another. But more striking is the belief that people 

will do a better job if they have been promised some sort of incentive. This assumption and the practices associated 

with it are all encompassing, but a growing collection of evidence supports an opposing view. According to numerous 

studies in laboratories, workplaces, classrooms, and other settings, rewards typically undermine the very processes 

they are intended to enhance.   

The findings of Jude T. Rich and John A. Larson (2007) are of quiet interest here. In 1982, using interviews 

and proxy statements, they examined compensation programs at 90 major U.S. companies to determine whether return 

to shareholders was better for corporations that had incentive plans for top executives than it was for those companies 

that had no such plans. They were unable to find any difference. Jenkins (2006) tracked down 28 previously published 

studies that measured the impact of financial incentives on performance; these studies were conducted in different 

setup. His analysis, "Financial Incentives," revealed that 16, or 57%, of the studies found a positive effect on 

performance. However, all of the performance measures were quantitative in nature: a good job consisted of producing 

more of something or doing it faster. Only five of the studies looked at the quality of performance. And none of those 

five showed any benefits from incentives. In his study Rothe (2000), studied production over a period of months, 

providing the sort of long-term data. After the initial slump, Rothe found that in the absence of incentives the workers' 

production quickly began to rise and eventually reached a level as high as or higher than it had been before.  

Guzzo, Jette and Katzell (2005) conducted one of the largest reviews of how intervention programs affect 

employee productivity, a meta-analysis of some 330 comparisons from 98 studies, was conducted. The raw numbers 

seemed to suggest a positive relationship between financial incentives and productivity, but because of the huge 

variations from one study to another, statistical tests indicated that there was no significant effect overall. What's more, 

financial incentives were virtually unrelated to the number of employees who were absent or who quit their jobs over 

a period of time. Even if people were principally concerned with their salaries, this does not prove that money is 

motivating. There is no firm basis for the assumption that paying people more will encourage them to do better work 

or even, in the long run, more work. As Herzberg (2008) has argued, just because too little money can irritate and 

demotivate does not mean that more and more money will bring about increased satisfaction, much less increased 

motivation. It is reasonable to assume that if someone's take-home pay was cut in half, his or her morale would suffer 
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enough to undermine performance. But it doesn't necessarily follow that doubling that person's pay would result in 

better work.  

Human resource management practices (including compensation) may give a competitive edge to one 

corporation over its rivals Schuler and MacMillan (2004). From a managerial perspective in addition to the significant 

cost of doing business associated with compensating employees, the implications of compensation decisions are 

among the most important in remaining viable and competitive. From a human resource management perspective, the 

successes of major human resource activities are related to and are dependent on compensation policy and practice. 

The success in attaining goals in human resource planning related to attracting and recruiting human capital is directly 

linked to compensation offered. Also, the ability to motivate workers and retain desired employees is largely 

influenced by compensation offered Dulebohn and Werling (2007). 

Expectancy Theory:  Motivational models are commonly divided between those which focus on an 

individual’s internal attributes (content theories) and those, which focus on the individual’s interactions with his/her 

environment (process theories). Expectancy theory is a process theory of motivation, which describes motivation as a 

function of individuals’ perceptions they have about their surroundings and the expectations they form based on these 

perceptions. While the organizational psychology literature includes a number of motivational theories, we have 

selected expectancy theory as our “implementation mechanism” for several reasons. First, the theory has been 

subjected to rigorous academic testing as each of its components has been experimentally confirmed as having a 

positive influence on motivation.  

Klein (2009), Pritchard and Sanders (2003), and Arvy (2002) give support for the link between E-P 

expectancy and effort. The link between instrumentality and effort seems to be the best supported of the components 

and has been empirically established by Hope and Pate (2008) and measured by Lawler and Porter (2010), Snead and 

Harrell (2011), Klein (2009), Harrell and Stahl (2008), and Pritchard and Sanders (2003) have verified the motivational 

link between valence and effort. Second, the theory is straightforward and easily understood. First developed by 

Vroom (2000), expectancy theory identifies three factors, which play an interactive role in motivation. The first of 

these factors, effort-performance expectancy (referred to hereafter as “E-P expectancy”), concerns the individual’s 

perception that effort is positively correlated with level of performance.  

Proposition 1: An individual is positively motivated and is likely to put more effort when (s) he expects that 

effort will lead to performance achievement. The second factor in expectancy theory, performance-outcome 

expectancy, or instrumentality, concerns a person’s expectations that the rewards he will receive are closely tied to his 

level of performance. A paradigm example of someone who ought to have high instrumentality is a salesperson paid 

on straight commission.  

Proposition 2: When an individual expects that performance leads to the obtaining of outcomes in terms of 

total compensation, (s) he is likely to be motivated to put in more effort. Valence, the degree to which an individual 

values a particular reward, is the third component of expectancy theory. The more a person values the reward he will 

receive for his effort, the more motivated he will be to receive the reward. Proposition 3: The value attached to each 

component, that is fixed pay, flexible pay, and benefits, of total compensation will increase work motivation. 

 

2.2.1 Concept of Employee Satisfaction  

Various theorists have examined this topic and see it from different perspectives. This examines some of 

such theories. According to Hoppock (2005), employee satisfaction is the individual response and happiness of 

employees with objective and emotional facet of their working environment. In the view of Wang (2005), employee 

satisfaction and job satisfaction are synonymous. Locke (cited in Sempane et al, 2005) says that job satisfaction is the 

pleasurable or positive emotional state resulting from the appraisal of one’s job or job experience. It is also seen to be 

an employee‟s observation of how well their work presents those things which are important to them. Chedladurai 

(2009) also defines job satisfaction as an attitude people have about their jobs. The difference between the amount of 

rewards workers receive and the amount they believe they should receive is the definition for job satisfaction according 

to Robbins (2004).  Brown and Patterson (2003) defined employee job satisfaction as the affective state of employees 

regarding multiple facets of their jobs. Beer (2000) however sees employee satisfaction to be the employees‟ feelings 

and thoughts about the organization, work and coworkers.  

Ivancevich et al (2010) are of similar belief as they define employee satisfaction as the sensation and 

perception employees have about their work and organization. Heslop et al (2002) stated that job satisfaction is the 

discrepancy among people‟s expectations and what is really offered to them. Wagner and Hollenbeck (2000) define 

job satisfaction as pleasurable feelings that result from the perception that one’s job fulfills or allows for the fulfillment 

of one’s important job values. According to Chandan, job satisfaction can be defined as the extent of positive feelings 

or attitudes that individuals have towards their jobs.  
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Singh (2003) found that job satisfaction is the result of various attitudes in all probability activated by a 

worker’s needs and their fulfillment (through work) a worker exhibits towards his job, towards related factors and 

towards life in general. More explicitly explained worker’s experience of satisfaction or dissatisfaction with his job 

or any aspect of it in large part, consequences of the extent to his positive or negative job attitude. According to 

Schermerhorn, Horn and Osborn (211), job satisfaction is just one among many important attitudes that influence 

human behavior in the work place. It is closely related for example to organizational commitment which is the degree 

to which a person strongly identifies and feels a part of the organization and job involvement, the willingness of a 

person to work and apply efforts beyond normal job expectations and an individual who is highly involved in a job is 

considered very dedicated to it. Hulin and Smith (2010) delineated that job satisfaction is influenced by various 

variables and they came up with findings that job satisfaction in men and women vary. Schaffer (2009) has proposed 

the hypothesis that overall satisfaction will vary directly from the extent to which those needs of an individual which 

can be satisfied in a job are actually satisfied. He says the stronger the need, the more closely will job satisfaction 

depend on its fulfillment. 

 

2.2.2 Employees Turnover 

Employee’s turnover is the rate at which an employer gains and loses employees. Simple ways to describe it 

are "how long employees tend to stay" or "the rate of traffic through the revolving door". Turnover is measured for 

individual companies and for their industry as a whole. If an employer is said to have a high turnover relative to its 

competitors, it means that employees of that company have a shorter average tenure than those of other companies in 

the same industry. March S, (2014). Employee turnover is the ratio of the number of workers that had to be replaced 

in a given time period to the average number of workers (Agnes 2011). In simpler terms, employee turnover is the 

series of actions that it takes from the employee leaving for his or her being replaced. This term is also often utilized 

in efforts to measure the relationships of employees in an organisation as they leave, regardless of reason. “Unfolding 

model” of voluntary turnover represents a divergence from traditional think by focusing more on the decision aspect 

of employee turnover, in other words, showing instances of voluntary turnover as decisions to quit. Indeed, the model 

is based on a theory of decision making, image theory (Beach, 2000). The image theory describes the process of how 

individuals process information during decision making. The underlying premise of the model is that people leave 

organizations after they haveanalysed the reasons for quitting. Beach (2000) argues that individuals seldom have the 

cognitive resources to systematically evaluate all incoming information. They rather compare incoming information 

to more heuristic-type decision making alternatives. 

 

2.2.3 Types of Employee Turnover  

The separation of employees from an organisation may be due to voluntary or involuntary turnover. It is 

voluntary when the choice of leaving the organization is initiated by the employee and involuntary where the employee 

has no choice in their termination. It may result from the following situations: dismissal, retrenchment, redundancy, 

retirement, long term sickness, physical, mental disability, moving, relocating abroad and death (Thomas T. 2009)  

 

2.2.3.1 Internal vs. External  

Employee turnover can be classified as either internal or external. It is internal when employees leave their 

current assignment and take up new roles or positions within the organisation. This could bring both positive and 

negative feelings (Thomas T. 2009). The feeling could be positive if the new position brings about increased morale 

from the change of task and supervisor; alternatively, it could be negative if the new position is project related or 

relational disruption like holding brief for a colleague in another location. The effect of this internal turnover may be 

important as to require monitoring just like the external turnover. Human resource mechanism such as recruitment 

policy and succession planning can be used to control internal turnover.  

 

2.2.3.2 Skilled vs. Unskilled  

Unskilled employees who are generally known as contract staff usually experience high turnover. The reason 

for their exit is not far-fetched. This category of employees does not have the status of permanent, contract and 

consequently do not enjoy the same condition of service like their permanent counterpart. Employers do not worry 

about this kind of turnover because of the ease of hiring new ones. On the other hand, high turnover of skilled 

employees poses a risk to the business and ultimately in the organisation in the form of human capital lost. These 

include skills, training and acquired knowledge. Since these specialized employees have the skills that are relatively 

scarce and can be re-employed within the same industry. They are leaving can act as a competitive disadvantage for 

the organization in addition to the cost of replacing them. These costs can be enormous, especially if the employees 

occupy a strategic position and play key roles in the organization (Thomas T. 2009)  
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2.2.4 Job Satisfaction  

Job can be defined as a unit of work comprising related tasks that have been grouped together for purposes 

of assigning them to a person or group of persons for the performance. The tasks in a job represent the duties and 

responsibilities of an employee, and indicate what the employee is accountable for in the work organization (Ngirwa, 

2006). Satisfaction is where an employee is happy with the job and the ways are done and with the people they work 

with. Also, it means that they are happy not only with their job, but also what they get the job done correctly (Thoreau 

H, (2014). Job satisfaction is the concept of job satisfaction has been defined in many ways. However, most use a 

definition of job satisfaction in organizational research. Locke (2006), describes job satisfaction as "a pleasurable or 

positive emotional state resulting from the apprasa1 of one's job or job experiences". Job satisfaction can be defined 

as a positive feeling about one job result from an evaluation of its characteristics.  

A person with high level of job satisfaction holds positive feeling about the job, while a person who is 

dissatisfied holds negative feelings about the job”. In addition, a person's job is more than just the oblivious activities 

of stuffing papers, writing, programming code waiting on customers or driving a truck. Job requires interaction with 

co-workers and bosses, following the organisation rules and policies and meeting performance standard of living with 

working conditions that are often less than ideas and like (Robbins, 2007). Prasad (2005) defines job satisfaction as 

one of the important factors which have drawn attention of managers in the organisation as well as academicians. 

Various studies have been conducted to find out the factors which determine job satisfaction and the way it influences 

productivity in the organisation.  

Though there is no conclusive evidence that job satisfaction affects productivity. Moorhead and Griffin 

(2011) state hat Job satisfaction is an attitude that reflects the extent an individual is gratifies by fulfilled in his or her 

work. Extensive research conducted on job satisfaction has indicated that personal factors such as individual needs 

and inspirations determine altitude along with group and organisational factor. Tan (2011) assesses job satisfaction 

and turnover intention of employees in the travel agencies in Malaysia. Seventy-two items of the Job Descriptive 

Index (JDI) were used to determine the job satisfaction level. Job satisfaction was significantly related with intention 

to leave 

 

2.2.4.1 Dimensions of job satisfaction  

Luthans (2008) list the following dimensions of job satisfaction  

 Job satisfaction is an emotional response to a job situation. As such, it cannot be seen, it can only be inferred.  

 Job satisfaction is often determined by how well outcome meet or exceed expectations, for instance, if 

organisation participants feel that they are working much harder than others in the department, but are 

receiving fewer rewards. They will probably have a negative attitude towards the work, the boss or co-

workers. On the other hand, if they feel that they are being treated very well and are being paid equitably, 

they are likely to have positive attitudes towards the job.  

 Job satisfaction represents several related attitudes which are the most important characteristics of a job, 

about which people have an effective response. These are; the work itself, pay, promotion opportunities and 

supervision.  

 

2.2.4.2 Causes of job satisfaction  

Gupta (2009) identified the following causes of job satisfaction  

 Need fulfillment: Job satisfaction is based on the extent to which a job satisfies a person’s needs.  

 Value attainment: Job satisfaction results from the perception that a job allows for the fulfillment of an 

individual’s important one’s work values.  

 Equity: Satisfaction is a function of how “fairly” an individual is treated at work. Satisfaction is the result of 

one's perception that work outcomes, relative to inputs favorably with a significant others outcome inputs.  

 Dispositional or genetic components: Satisfaction is partly a function of personal traits and genetic factors. 

Were notified that some of the employer appears to be satisfied across a variety of job circumstances where 

as others always seem dissatisfied. 

 

2.2.5 Importance of Job Satisfaction  

Spector (1997) presents three reasons to clarify the importance of job satisfaction;  

 First, the organisations can be directed by humanitarian value based on the three values they will attempt to 

treat their employees honorably and with respect. High levels of job satisfaction could be signs of emotional 

wellness or mental fitness.  
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 Second, organisations can take on a utilitarian position in which employee’s behaviour would be expected to 

influence organisational operations, according to the employee’s degree of job satisfaction or dissatisfaction.  

 

 Third, job satisfaction might identify various levels of satisfaction among the organizational department and, 

therefore, can be helpful in planning down areas which need some improvement.  

 

2.2.6 Determinant or factors for job satisfaction  

When one says he or she likes and values his or her job highly and feels or has positive attitudes towards it, there 

must be a reason behind. There are varieties of factors that influence or lead to negative or positive attitude towards 

their jobs. The following are the determinants of job satisfaction Gupta C. B (2009)  

 

 Payment: Satisfy the higher level needs of people. It is self-evident that satisfaction with pay is an important 

element in job satisfaction, apart from helping people to achieve and obtain their basic needs, salaries also 

work too. Few employees would not still be within their present employment if they are not paying better 

salary, whereby higher payment will lead to job satisfaction Luthans (2006)  

 

 Job Content: Tend to provide satisfaction, but their absence does not cause dissatisfaction where the job is 

less repetitive and there is variation in the job context, job satisfaction tends to be higher. Job content in terms 

of achieving recognition, advancement, responsibility and the work itself Herzberg (2009)  

 

 Work Group: Man is a social animal, likes to associate with other interactions with the work group; help to 

satisfy social and psychological needs and, therefore, isolated workers tend to be satisfied. Job satisfaction is 

a general high when an individual is accepted by his peers and he has high need for affiliation Gupta C. B 

(2009)  

 

o The satisfaction gained through cooperating with others to achieve a goal. 

o Satisfaction arises from feeling valued by others.  

o The protection given by the group against outside threats.  

 

 Supervision: Many researchers reveal that supervision and job satisfaction has a positive relationship 

Consideration supervision tends to improve job satisfaction of workers. A considerate supervisor takes 

personal interest in their subordinates and allow them to participate in the decision making process. However, 

authoritarian people may be more satisfied under the supervision of high status and strongly directive leaders. 

Employee satisfaction from supervisory behaviour depends upon the influence, which the supervisor 

exercises on his own superior. Researchers have noticed that respondents probably feel satisfied generally 

with their job if they feel satisfied with their supervisors. Supervision outlines a very important role that has 

to do with employee job satisfaction in terms of the supervisor’s capability to give support of emotional and 

technical along with direction with any task that has to do with their job Robbins (2002).  

 

 Occupational level: In occupational level, the highest level of job satisfaction in the organisation has the 

greatest satisfaction to the individuals. This is because higher positions level is generally better paid, more 

challenging and provides greater freedom of operation, such job carry greater prestige set control and need 

satisfaction.  

 

 Promotion: Job satisfaction has a great connection with opportunities for promotion. Promotional 

opportunities seem to have a variable effect on job satisfaction. Promotion, as defined by Henry and Noon 

(2011) refers to “the action of shifting an employee up the organisation hierarchy which will normally bring 

in an increase of responsibility and status and a better remuneration package among the individuals who are 

promoted”. This is because it takes a number of different forms and a variety accompanying rewards. When 

promotion is undertaken it creates a feeling of satisfaction with the present situation and encourage ambition 

to continue working with the company. The opportunity to gain promotion can serve as an incentive for 

individuals to improve their capacities and performance.  

 

 Working Conditions: Working conditions are the situation under which people work include personnel 

policies and procedures as well as the extent to which an organization is committed to respecting the rights 

and privacy of its individual employees. Physical working conditions are the quality of the physical 
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environment in which the individuals perform their job. Conditions, like lighting, ventilation, temperatures, 

and noise level are some of the factors that can directly affect job satisfaction. 

 

2.2.7 Effect of gender on job satisfaction  

As one of the most important demographic factors, the relationship between gender and job satisfaction has 

been examined frequently. However, the results have been contradictory. Several researchers indicate that employee's 

gender has an effect on job satisfaction. The result of these studies suggests that a woman is more satisfied with their 

jobs than men (Kim 2005)  

 

2.2.8 Relationship and Practical Implications  

Job satisfaction can be an important indicator on how employees feel about their jobs and predictor of work 

behaviour such as organisational citizenship, absenteeism and turnover. Furthermore, job satisfaction can practically 

mediate the relationship of personality variables and deviant work behaviours. Job satisfaction is correlated with 

satisfaction, this correlation is reciprocal, meaning. However, some research has found that job satisfaction is not 

significantly related to life satisfaction when other variables such as none work satisfaction and core self-evaluation 

are taken into account (Smith et al 2010).  

 

2.9 Impact of employee Turnover on the Organisation  

The reason so much attention has been paid to the issue of turnover this is because turnover has some 

significant effects on organisations. Many researchers argue that high turnover rates might have negative effects on 

the profitability of organisations, if not managed properly (Hogan 2007). An employee leaving a company for 

whatever reason must have an effect on the organization and the people that compose it. Employee turnover is 

expensive from a business point of view and voluntary quits, which represents an exodus of human capital investment 

for organisations and the subsequent replacement process entails manifold costs to the organizations. These 

replacement costs include, for example, a search of the external labour market for a possible substitute, selection 

between competing substitutes, induction of the chosen substitute, and formal and informal training of the substitute 

until he or she attains performance levels equivalent to the individual who quit. In addition to these replacement costs, 

the output would be affected to some extent or output would be maintained at the cost of overtime payment. Asides 

from economic effect, uncontrolled employee turnover can actually have social and psychological effects.  

Gustafson (2002) argues that turnover includes other costs, such as, lost productivity, lost sales and 

management’s time. She estimates the turnover costs of an hourly employee to be $3,000 to $10,000. This clearly 

demonstrates that turnover affects the profitability of the organization and if it’s not managed properly, it would have 

the negative effect on the profit. Research estimates indicate that hiring and training a replacement worker for a lost 

employee costs approximately 50 percent of the worker’s annual salary, but the costs do not stop there. Each time an 

employee leaves the firm, we presume that productivity drops due to the learning curve involved in understanding the 

job and the organization. Furthermore, the loss of intellectual capital adds to this cost, since not only do organizations 

lose the human capital and relational capital of the departing employee, but also competitors are potentially gaining 

these assets.  

Therefore, if employee turnover is not managed properly, it would affect the organization adversely in terms 

of personnel costs and in the long run it would affect its liquidity position. Gordon et al (2000) introduce what they 

call a simple solution to the turnover problem, that bank to pay employees more that the competition. If it was surely 

about money that would be a great solution, but unfortunately employee turnover has a number of sole and combined 

causes depending on a variety of issues dealing with work related and non-work related matters dealing. Employees 

blame works and thus become dissatisfied with their jobs as part of the internal conflict caused by the combined 

responsibilities of work, family, community and personal (Hom et al 2001).  

 

2.2.10 Theoretical Framework  

There are very few areas in industrial and organisation psychology that have received as much attention and 

research as employee turnover. Most researchers, including Bluedom (2001), March and Simon (2000), Pettman 

(2001), have attempted to investigate what determines people’s intention to quit by examining the possible antecedents 

of employees' intentions to quit. The researchers employed different methods of approaches and analytical techniques, 

consequently, to date; there has been little consistency in their findings. Therefore, there are several reasons why 

people leave an organisation. The reasons range from job related factors, external factors to personal characteristics 

of the employees. These previous reviews have agreed on some factors concerning turnover; factors such as 

effectiveness of job satisfaction, age and tenure as predictors of turnover. The framework for this research includes 

independent and dependent factors: Job satisfaction and employees‟ turnover intention as variables in this study. 
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Turnover intention has been widely used in past research as an appropriate dependent variable as it is linked 

to actual turnover. Bluedom (2000) and Price and Muller (2000) recommend the use of turnover intention over actual 

turnover because actual turnover is more difficult to predict than intentions as there are many external factors that 

affect turnover behaviour. Our discussions below will provide a theory underpinning testable hypothesis. There are 

numerous theories attempting to explain job satisfaction, but three frameworks seem to be more prominent in the 

literature, these frameworks also known as content theories. Based on theories job satisfaction is gained when an 

employee feels that his job gives him the sense of growth and self-actualization. These theories include; Maslow’s 

Hierarchy of needs, Aldelfers and Hertzberg, the two factor theory. The theories assume that all employees in the 

organisation have the same set of needs and, therefore, predict the characteristics that should be present in the job. 

These theories emphasize on the factors and needs that encourage and inspire the behaviour as well as performance 

improvement. 

 

2.3 Different Theories 

The theories of employee satisfaction intend to throw more light on how people find contentment and 

fulfillment with their jobs. These theories express the thought that jobs are perceived not only as a means of earning 

a living or making ends meet but also as important extensions of people‟s identity hence their happiness. Campbell et 

al (1970 cited in Smucker and Kent 2004) classified employee satisfaction theories into two namely Content theories 

and Process theories. Whereas Content theories are based on various factors which influence employee satisfaction, 

Process theories consider the process through which variables such as expectations, needs and values and comparisons 

interact with the jobs to produce job satisfaction. Content theories include those of Maslow and Hertzberg among 

many others while Process theories include Locke‟s theory and others.  

 

2.3.1 Abraham Maslow’s Theory of Needs  

The original hierarchy of needs model was developed between 1943 and 1954 and had the five basic needs of 

humans according to Abraham Maslow. According to him, our most basic needs are in-born, having evolved over tens 

of thousands of years. He suggests that we must satisfy each need in turn, starting with the first which is at the bottom 

of the pyramid and deals with the most obvious needs for survival itself. Conversely, if the things that satisfy our 

lower needs are swept away, we are no longer concerned about the maintenance of our higher order of needs. This 

theory thus explains that humans seek to satisfy five main needs in life which are their physiological and biological 

needs, safety needs, social needs (belongingness and love needs), self-esteem needs and self-actualization needs. 

Maslow‟s theory has served as a basis for many an early researcher to develop theories on job satisfaction. In 1970, 

this theory was revisited and Cognitive needs and Aesthetic needs were added as the fifth and sixth needs respectively, 

pushing self-actualization to the seventh need. In the 1990s, another level of need was added as the seventh need; 

transcendence needs thereby pushing self-actualization to the eighth need. 

 Physiological Needs: In Maslow‟s view, these are the basic needs of life that have to be fulfilled for 

sustenance. These needs include air, food, drink, warmth, sex, sleep, clothing, water among many others. He 

states that people need these more than they do all others. So in order for them to be truly satisfied, these 

needs need to be met. Smith and Cronje (2000) cited an example saying that a typical example of this is Trade 

Unions ensuring that their members‟ basic needs are met by negotiating for better wages for them. 

 

 Safety Needs: Maslow makes us understand that once the first level of needs is met, the next is line is safety 

needs. These include the need for protection, job security, order, stability, medical aid and others. These 

needs he said make people feel secured.  

 

 Social Needs (belongingness and love needs): When one adequately meets the above stated level, this level 

of need is activated. Humans have the need to be loved, accepted, appreciated and understood. They want to 

feel a sense of belonging which will take away all feelings of loneliness. They yearn to be part of groups, 

yearn to have relationships and families as well. Employees usually have tendencies to join groups that fulfill 

their social needs. According to Smith and Cronje (2000), managers can play a vital role here by encouraging 

employees to interact with one another thereby enhancing the probability of employees‟ social needs being 

met.  

 

 Esteem/ Ego Needs: The next level of need is the need to be respected and have self-respect as well, the 

need to be recognized by others, confidence, achievement, status responsibility and the need to have a good 

reputation. Smith and Cronje (2001) stated that managers or supervisors can play pivotal roles here by 

recognizing and rewarding high achievers for outstanding or good performance.  
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 Self-Actualization Needs: The highest level of Maslow‟s needs lead to the full development of one‟s 

potential. He states that this is where individuals strive for personal growth and fulfillment. This is where 

they reach their full potential and utilize their talents ensuring that they reach their stipulated life targets or 

level of success. 

 

3.0 METHODOLOGY 

3.1 Introduction  

This chapter describes the methods and procedures in the whole process of data collection. It also shows the 

techniques used and it includes the area of the study, sampling procedure, data collection methods, methods of data 

presentation, data analysis and limitation of the study.  

 

3.2 Research Design  

According to Churchill (1991), a research design is simply the framework or plan for a study used as a guide 

in collecting and analysing data. It is the blueprint that is followed in completing a study. The objective of the study 

is determined at the earliest stage of the research including the design to ensure that the information collected is 

appropriate for solving the problem. The researchers specify the information, the method or technique, the sampling 

methodology. In this study, a case study has been adopted because of its flexibility in terms of the variable data at the 

organization and a guarantee of the investigation of the unit of inquiry.  

The study also has been used primary and secondary as a method of data collection, it involved the 

questionnaire to a sample of the respondents selected from a large population. The study combined both descriptive 

characteristics, which refer to qualitative characteristics and which cannot be measured quantitatively. Also numerical 

characteristics refer to qualitative phenomenon, which can be measured through some statistical units. Therefore, the 

study sought to specifically assess the extent to which job satisfaction impacts the employee turnover. Numbers and 

intellectual capability of employees have been involved and thus utilizing both quantitative and qualitative approaches. 

 

3.3 Research Approach and Strategy 

The research will be conducted in Ghana Commercial Bank, Hatso Branch. This will be done for the 

reliability and generalizability of the research findings.  

 

3.4 Data Collection Method  

The data collection will be from primary and secondary sources. With the primary sources, the will researcher 

administered questionnaires, and some oral interviews and made observations. The questionnaires will have comprised 

of straightforward questions with very simple language for easy understanding of respondents to ensure the 

genuineness of these responses. 

 

3.4.1 Primary Data  

Primary data are data collected from the first time and thus happened to be original in character. Primary data 

involved direct experience and observation and thus, distortions by other observers avoid and therefore they are 

reliable. These data were obtained through questionnaires that the researcher conducted during the study.  

 

3.4.2 Interviews  

These are face to face discussion between the researcher and the respondent for the purpose of getting more 

information and seeking clarification on specific aspects of the group. The interview is important for the collection of 

primary data, because some employees may fail to answer the questions because of the low level of education and 

understanding in which it is difficult to understand questionnaires. It can also find that managers may merely like to 

agree to be interviewed rather than complete questionnaires. The researcher conducted in depth interviews with the 

organisation top managers and also some of the employees; it enabled the researcher to get depth information from 

the respondents.  

 

3.4.3 Questionnaire  

Questionnaires were used to gather data related to this study. The questions were both closed and open ended 

in order to increase response to questionnaires. The researcher made prior contacts with the entities in the sample 

frame. The questions were in English language. The use of questionnaires asa data collection tool has various 

advantages. These are free from bias of the interviewer because answers are in respondent’s own words. Another 
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advantage is that respondents have adequate time to give well thought out answers. The use of questionnaires also 

helped the researchers to cover large samples.  

 

3.4.4 Observation  

Observation is a primary method of collecting data by human, mechanical, electrical or electronics means 

with direct or indirect contact. It involves looking and listening very carefully. The main strength of observation is 

that it provides direct access to the social phenomena under consideration. Instead of relying on some kind of self-

report, such as asking people what they would do in a certain situation, you actually observe and record their behaviour 

in that situation.  

 

3.4.5 Secondary Data  

These are data which have already been collected by someone else and passed through statistical process. 

This included all data obtained from the company documented records, organisation reports, books, and journals, 

organisation website, academician and government surveys. Secondary data are important to be used for statistical 

information and records might be of particular use for answers of research questions and objectives. They also need 

few resources (expenses) because they have already prepared.  

 

3.4.5.1 Documentation  

This include dwritten documents of the organisation such as notices, journals, books, magazine, 

administrative and public records as well as non-written documents. The researcher used documentation so as to obtain 

some other secondary data necessary to answer the research questions which included organization motivation policy 

and employee’s mora. The researcher used all written documents such as administrative records, including staff 

regulations and employee scheme of service which in one way or another helped to answer the research questions. 

 

3.5 Sample size and Sampling Technique 

Due to time constraint and economic reasons, a sample size of fifty (60) will be used: 30 from lower level 

staff GCB Bank and 60 from the senior level management.  The population comprises of all staff of the banks from 

top management to lower level staff. They are all included in order to get the relationship between motivation, 

compensation and job satisfaction of employees at all levels since the work load differs at every level.  Sampling is 

concerned with the selection of a subset of individuals from within a statistical population to estimate characteristics 

of the whole population. Each observation measures one or more properties (such as weight, location, colour) of 

observable bodies distinguished as independent objects or individuals (Robert et al 2010).  

Sampling is one of the best systematic technologies of choosing a group of respondents large enough to 

represent the population from which it has been selected. This study will use simple random sampling and purposive 

sampling techniques. The researcher will have employed the use of the Simple random and Purposive Sampling 

techniques. The purposive sampling technique was used to select the managers as well as others in the upper levels of 

the banks whereas the Simple random technique gave equal chances to all others to be randomly selected for the study.  

Simple Random Sampling: The researcher will use simple random sampling technique, because each of the 

population have the same probability of being selected in the sample, the procedure was used to avoid bias in choosing 

the respondent.  

Purposive Sampling: The technique will be used to select the heads of the departments and the top managers 

was purposive sampling. The technique applied to the respondents because the sample size selected was small 

according to the information the researcher had to present for the study 

 

2.6 Data Analysis  

Data analysis is an important aspect of any type of research study. Inaccurate data analysis can impact the 

results of a study and ultimately lead to invalid results. Data collection methods for the Relationship between Job 

Satisfactions and Employee Turnover in the Banking companies were both quantitative and Qualitative. The 

quantitative data collection methods; rely on random sampling and structures, data collection instruments that fit 

diverse experience into predetermined response categories. They produce and analyze results that are easy to 

summarize, compare and generalize. (Kothari 2001). The qualitative data collection methods, is the method which 

plays an important role in the impact evaluation by analyzing and providing information useful to understand the 

process behind observed results and assess changes in people’s perception of their well-being. It is used for improving 

the quality of the research, generate evaluation hypothesis, and strengthen the design of research questionnaire and 

expanding or clarifying quantitative evaluation findings. (Kothari 2001).  In this study the researcher will use both 
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quantitative as well as qualitative data analysis. This is because it needs some presentation in terms of tabulations and 

percentages and also explanations and discussion.  

Quantitative analysis will have employed simple tabulation and percentages. On the other side, qualitative 

data analysis has applied explanations and discussions. During data collection and analysis, the researcher used a 

descriptive statistic such as tables, percentages and means in order to summarize and organize data in a meaningful 

way. The data has been interpreted so as to give clear meaning to the reader. The researcher used sample drawn from 

the population to draw conclusion about the whole population 

 

4.0 DATA ANALYSIS  

4.1 Introduction  
This chapter broadly addresses the findings of the research study and interpretations of the findings. The 

findings are based on the relationship between job satisfactions and employee turnover in the banking industry, the 

case study of Ghana Commercial Bank, Hatso Branch. At the individual level of analysis, there is a plethora of 

different approaches, most of which have some conceptual viability, empirical support and practical use. A critical 

task for future thinking and research is to integrate findings from diverse sources in order to be able to produce a more 

coherent view of satisfaction, its content and mechanisms.  

Contemporary research aspires to a more integrated perspective, but progress is slow due to difficulties 

forming conceptual links and a difficulty comparing studies (due to non-comparability of constructs and 

measurement). Some researchers argue that job satisfaction denotes to the employees' commitment, and is, perhaps, 

best treatment to the employee turnover. The findings of the study were obtained through questionnaires, interview 

and documents source. The research involves normal employees, exit employees, heads of departments and the top 

managers. The main sample comprised of the total of 60 respondents.  The analysis of data and study findings have 

been presented in four categories. The first part presents the demographic analysis of the collected data which includes 

the characteristics of respondents, the sex, marital status, education level and working experience of the respondents. 

The second to study the role of job satisfaction in the organisation. The third part to determine factors for job 

satisfaction. Fourth part to examine the causes of employee turnover. Fifth part to find the effects of employee turnover 

and the final part to speculate suggested solutions for employee turnover.  

 

Section A: Personal particulars  

4.2.1. Demographic characteristics of respondents  
Demographics are the quantifiable statistics of a given population. Demographics are also used to identify 

the study of quantifiable subsets within a given population, which characterize that population at a specific point in 

time. Researchers typically have two objectives in this regard: first to determine what segments or subgroups exist in 

the overall population; and secondly to create a clear and complete picture of the characteristics of a typical member 

of each of the segments. The researcher found out it is important to examine the personal information in accordance 

with gender, age, marital status and education level.  

 

4.2.2 Gender  
The Researcher wanted to know sex of the respondents. The aim was to reduce bias, and also to have a gender 

balance, and the result was as follows: out of the 60 total questionnaires distributed and answered, 35 were males and 

25 were females and the frequency distribution table was shown below;  

 

Table 4.2.2: Frequency distribution of sex of the respondents (N=60) 

Sex of the 

respondents 

Frequency Percentage 

Female 35 58.3 

Male 25 41.7 

Total 60 100 
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Fig. 4.2.2 Sex of the Respondents 

 

From the data presented, it shows that 58.3% of the respondents are female and remaining 41.7% were male. 

This shows that Ghana Commercial Bank, Hatso Branch were dominated by female employees. From the data above 

it shows that the female is more satisfied with the work and more flexible. However, men and women value job 

flexibility, differently, this is to say, gender composition in the workplace plays no role in determining job satisfaction 

of women. 

 

4.2.3 Age  
The researcher wanted to know the age of the respondents, so as to identify what kind of people who are 

mostly employed in the banking industry. And the following were the results of the respondents;  

 

Table 4.2.3: Age of the respondents (N=60) 

Age Frequency Percentage 

21 – 30 years 30 50 

31 – 40 years 20 33.3 

41 – 50 years 10 16.7 

Total 100 100 

 

 
Fig. 4.2.3 Age of the respondents 

 

The distribution of the age of the respondent shows that 50% of the employees who responded to the 

questionnaire were of the age between 21 and 30 years. Also, 33.3% of the respondent shows 20 were between 31 and 

40 years. Apart from that, 16.7% of the age were between 41 and 50 years. According to the data presented from 41- 

50 years, they are more satisfied with the work compared to the age within 20-30, and they mostly tend to stay in one 

job for a longer time than the age of between 20-30, who are not satisfied and have a high turnover rate.  

 

4.2.4 Marital status of the respondents  
The purpose of this question is to determine marital status of the respondent, it helps the researcher to 

determine which group of the respondent is satisfied.  
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Table 4.2.4: Marital status (N=60) 

Status Frequency Percentage 

Single 40 66.7 

Married 20 33.3 

Total 60 100 

 

 
Fig. 4.2.4: Marital status 

 

From the data presented, the respondents were asked to choose the marital status; 33.3% of the respondents 

were married and 66.7% were single. This shows that the highest number of employees who are married is 20 which 

is low compared to 40 number of single employees. 

 

4.2.5 Education level  
The purpose of this question to the researcher was to determine levels of education for each respondent. This 

is because of the fact that the level of education may be one of the fundamental factors in understanding the source 

and nature of the problems as well as devising mechanisms for solution. 

Educational Level Frequency Percentage 

S.S. Certificate 5 8.3 

Certificate 10 16.7 

Diploma 15 25 

First Degree 20 33.3 

Master’s Degree 10 16.7 

Total 60 100 

Table 4.2.5: Levels of the education of the respondents (N=60) 

 

 
Figure 4.2.5: Levels of the education of the respondents (N=60) 

 

As far as the education level of the respondents is concern; the results indicate that 33.3% (20) of the 

respondents had attained first degree education, 25% (15) of the respondents attained diploma level, 16.7% (10) of 

the respondent attained the certificate level, 8.3% (5) attained secondary education and 16.7% (10) attained master’s 
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degree, whereby most of them are the Marketing officers, customer cares officers, cashers and account managers 

which imply that a big numbers of the respondent have attained first degree education. 

 

4.2.6 Working Experience  
Working experience is one of the factors that were observed to determine that, for how long respective 

employee worked with Ghana Commercial Bank, Hatso Branch. The fundamental nature of this question was to 

examine the consistency of the opinion given by the respective respondents. This is due to the fact that, the longer the 

number of years an employee is in service the more experienced or she is on the daily operation of the organisation. 

 

Table 4.2.6: Working Experience of Respondents 

Working Experience Frequency Percentage 

1 - 5 ears 20 33.3 

6 - 10 years 20 33.3 

11 - 15 years 10 16.7 

16years Above 10 16.7 

Total 60 100 

 

 
Figure 4.2.6: Working experience of the respondents (N=60) 

 

According to the study conducted, it has been shown that 33.3% (20) of the respondents interviewed have a 

working experience in banking industry between 1 to 5 years, 33.3% (20) of the respondents have a working 

experience between 6 to 10 years, 16.7% (10) of the respondents have a working experience of between 11 to 15 years, 

16.7% (10) of the respondents have a working experience of between 16 years and above. 

 

4.3: Section B: What are the roles of job satisfaction and its influences on the employees of Ghana Commercial 

bank approach to work? 
Job satisfaction is an effective or emotional response to various aspects of the job (Kreitner and Kinicki, 

2005). Robbins (2006), defines job satisfaction as a general attitude of the individual toward his work, the difference 

between the amount of rewards received by a worker and the amount they believe they should receive. Thus, 

dimensions of job satisfaction according to Munadar, Smith, Kendall and Hulin (2004) are condition of employment, 

colleagues, promotion opportunities, supervision, and salary. One way to improve performance management, motivate 

and improve employee performance is through compensation (Mathis, 2000). Dessler (2010), states that the employee 

compensation refers to any form of payment or reward for employees and derived from their work. Mondy (2008) 

states that the term compensation includes all total rewards given to employees as a good lead for their services. 

Veitzhal, Rival and Ella (2010) say that the compensation can be divided into two, the first direct compensation that 

is compensated directly perceived by the recipient, in the form of salaries, wages, incentives that are vested and it is 

the company's obligation to pay it. Second indirect compensation, compensation cannot be felt directly by employees, 

the benefits and services (support services). Benefits and services are additional compensation (financial or non-

financial) provided by the company's policy to all employees in an effort to improve their welfare, such as holiday 

allowances, pensions, uniforms, sports and excursions (family gathering). 

The purpose of this question is to study the roles of job satisfaction and its influences on the employees of 

Ghana Commercial bank approach to work, the information will help to determine the importance of job satisfaction 

to employees. In this regards the respondents were asked different things or factors for satisfaction, according to the 

research conceptual framework.   
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4.3.1 How do you rate your job?  
The researcher wants to find the way people rates their jobs, the aim is to measure people perception towards 

their job. The perception of employees towards their job helped the researcher to get employee’s point of their 

commitment. 

 

Rate Your Job Frequency Percentage 

Extremely Satisfied 5 8.3 

Satisfied  10 16.7 

Some What Satisfied 15 25 

Dissatisfied 30 50 

Total 60 100 

 

 
Figure: 4.3 How do employee rate their job (N= 60) 

 

The researcher found that 50% (30) of the respondent were dissatisfied with their job, this is due to the fact 

that, most of the respondents were under payments (low salary). Motivation is an internal drive which causes change 

in behavior and moving towards organizational goals. Organizational resources are categorized in two general groups: 

financial resources and human resources. Since financial resources gets utilized by human resources as well, efficient 

usage of financial resources without having motivated human resources is not possible (Karbani, 2010).  It is therefore 

clear that, they (staff) lack interests that they have been working in a positions which they are not interested and 

qualified which agreed to Ivancevich et al (2011) which of similar belief as they define employee satisfaction as the 

sensation and perception employees have about their work and organization. One respondent said his profession is 

project management and is working under customer department.  

There is a limited career growth in the organisation and somehow poor human resource management. While 

25% (15) were somewhat satisfied with the job, 16.7% (10) of the respondents were satisfied with their job, and 8.3% 

(5) of the respondents who are in management level were extremely satisfied with their jobs.  Researcher found that 

many factors such as violating rights of employees, for example rights to get sick leave. According to Employment 

and Labour Relation Act states that an employee shall be entitled to sick leave for at least 26 days in any leave cycle. 

Where GCB gives employees only two days in a month. This makes a total of 24 days per year. Lack of participation 

in management decision is another reason that makes employee to be more dissatisfied, and low salary given from the 

recruitment Agency make the working environment more badly. Security of employment; since most of them are not 

employed with GCB but was immigrated from Capital Bank and UT Bank. There are other contract employees which 

are from recruitment agency. This makes them feel unsecured. 

 

4.3.2 The extent to which employee performance if affected with job dissatisfaction  
The researcher wanted to know measure the direct and indirect effects to employee’s job dissatisfaction in 

the organisation. The researcher hypothesis states that absenteeism, turnover and tiredness, grievances and sabotage 

are the outcome of job dissatisfaction. So the researcher aimed at knowing if it has an effects to organisation 

performance, commitments and productivity. And the results were as follows. 
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Some What Affect 15 25 

Not Affect  30 50 

Total 60 100 

 

 
Figure: 4.4 Extent to which employee performance is affected with job dissatisfaction (N= 60) 

 

The researcher found that 50% (30) of the respondent said job is dissatisfaction extremely affect the 

performance.  According to Hoppock (2009), employee job satisfaction is the individual response and happiness of 

employees with objective and emotional facet of their working environment. This means individual performance with 

organisation performance were affected by job dissatisfaction. While 25% (15) of the respondent said it affect, means 

is not very much affects. 16.7% (10) said somewhat affects, meaning has no effects because they can achieve their 

objectives. 8% (5) said job dissatisfaction does not affect performance of an organisation. 

 

4.3.3 The role of job satisfaction  
The researcher wanted to find the importance of job satisfaction to employee’s performance and commitment. 

This is because researcher wanted to measure if job satisfaction has the relation with turnover. And the following were 

the result that most of the respondents mentioned.  

a) To manage employee’s turnover  

b) To increase productivity  

c) To manage absenteeism  

d) To increase relationship  

 

4.4: Section C. What are the factors for job satisfaction, motivation and the effect of those factors to bank? 
The Researcher wanted to know combination of factors for job satisfaction. The objective of finding out the 

factors for job satisfaction were to know role of each factor towards job satisfaction.  Though there is no conclusive 

evidence that job satisfaction affects organizational productivity. Moorhead and Griffin (2005) state hat Job 

satisfaction is an attitude that reflects the extent an individual is gratifies by fulfilled in his or her work. Extensive 

research conducted on job satisfaction has indicated that personal factors such as individual needs and inspirations 

determine altitude along with group and organisational factor. Tan (2010) assesses job satisfaction and turnover 

intention of employees in the travel agencies in Malaysia. Seventy-two items of the Job Descriptive Index (JDI) were 

used to determine the job satisfaction level. Job satisfaction was significantly related with intention to leave which 

means that job satisfaction, and motivation has negative effect on an organization. 

 

4.4.1 What factors make employees more satisfied with their jobs?  
The researcher wanted to know the factors which make an employee or respondents to be more satisfied with 

their jobs. The researcher listed some of the factors which seem to be the factors for job satisfaction which were salary, 

working condition, job security and organisation policy and the following were the results as presented in the figure 

4.4 below. 
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Job Security  55 91.7 

Salary  59 98.3 

Working Condition  59 98.3 

 

 
Figure 4.4: What makes people more satisfied with their Jobs (N= 60) 

 

Researcher found that most of them said organisation policy is the most important factor which makes 

employees to be more satisfied. Since organisation policies are written statements, developed in light of the 

organization’s missions and values, which communicate and document the organization’s plans, instructions, intents, 

and processes. Policies guide management and employees, clarify the organization’s values and influence the 

organization’s culture. Among all, salary got 59 (98.3%) votes of 60 respondents who said it is also the most important 

factor in job satisfaction, since it facilitates an employee to fix up his/her psychological needs. Working conditions 

got also 99 (98.3%) of votes, and job security got 55 (91.7%) votes.   

The researcher found that, all those factors may cause job dissatisfaction if will not be valued according to 

the employee’s contribution, bad working condition, poor policy, low salary and lack of job security may lead to 

employee turnover. Organizational policies are the situation under which people work include personnel policies and 

procedures as well as the extent to which an organization is committed to respecting the rights and privacy of its 

individual employees. Physical working conditions are the quality of the physical environment in which the 

individuals perform their job. Therefore, the result agreed to Bluedom (2001), March and Simon (2000), Pettman 

(2001), have attempted to investigate what determines people’s intention to quit by examining the possible antecedents 

of employees' intentions to quit their organization when there is no organizational policies. 

 

4.4.2 How would you satisfied with the chance of being promoted to better position  
The researcher wanted to find whether promotion has the effects to job satisfaction. The aim is to measure 

employee’s perception promotion and its effects. And the result was as follows;  

Response  Frequency Percentage 

Extremely Satisfied 30 50 

Satisfied  25 41.7 

Some What Satisfied 5 8.3 

Dissatisfied 0 0 

Total 60 100 

Table 4.3 Satisfaction with the chance of being promoted to better position (N= 60) 
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The researcher found that there is no employee will be dissatisfied with the chance of promotion, this is due 

to the fact that, most of the respondent’s dreamed to be promoted to the better position so as to get better payments. 

While 8.3% (5) said will be somewhat satisfied if they will be promoted to better position, 41.7% (15) of the 

respondents said they will be satisfied if they will be promoted, and 50% (30) said they will be satisfied because their 

present jobs do not satisfy their needs and even positions are not satisfactory for them comparing to their qualifications. 

 

4.5: Section D.  Causes of employee turnover  
The researcher wanted to search factors which cause employees to develop intention to quit their jobs. The 

aim is to align with job satisfaction, this is because the research work wanted to examine the relationship between job 

satisfaction and employee turnover.  

 

4.5.1 Employee expectations when joining this organisation?  
The researcher wanted to know employee expectations when they were joining the organisation. The 

researcher wanted to examine whether unmated expectation may cause employee to develop turnover intention. And 

the result was as follows;  

Response Frequency Percentage 

To meet your personal needs  12 20 

To develop your personal insight  10 16.7 

To get a competitive salary  32 53.3 

To work with participative team  6 10 

Total 60 100 

Table 4.4 Employee expectations when joining the organisation (N= 60) 
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From the data presented, it shows that 20% (12) said they expected to meet their person needs while working 

at their organisation. Personal need includes house allowance, medical allowance, transportation allowances and 

salary. 16.7% (10) of the respondent said expected that they will develop their personal insight. 53.3% (32) of the 

respondents expected to get a competitive salary, that they said it will cover all needs including insight development, 

meeting personal needs and satisfaction, and 10% (6) of the respondents said expected to work with participative team. 

 

4.5.2 Negative situation employees experienced when joining to the Organisations 

The researcher wanted to know whether the respondent has experienced a negative situation which he/she 

didn’t expect when he joins the organisation. The aim is to see whether disappointment of the negative situation can 

make them dissatisfied and develop turnover intention. And the following are the results; 

Response Frequency Percentage 

Poor working condition  11 20 

Poor relationship with management/employees  13 16.7 

Low salary  26 53.3 

Lack of employment benefits  10 10 

Total 60 100 

 

 
 

The researcher found that 53.3% (26) of the respondent state said they didn’t expect to get low salary. While 

16.7% (13) of the respondents said they didn’t expect poor working condition. Have employed by recruitment agency. 

20% (11) said they didn’t expect whether poor relationship with management. This is due to the fact that employees 

have no direct link with their managers since they have employed by recruitment agency. 10% (10) of the respondents 

said lack of benefits were the negative situation they met, and they are not comfortable with the situation. The findings 

imply that every employee in the organisation has own factor which dissatisfy them, and because of it they tend to 

quit and look for another job which has better conditions than their present job. 

 

4.5.3 What makes people to quit the job? 

The researcher wanted to see different reasons that make people quit their jobs and tend to find other jobs. The 

respondents used the causes they are thought to be the reasons for the employee turnover at GCB Hatso Branch and 

the following were the summaries of what most of them identified; 

 

i. Dissatisfaction with the terms and conditions of their contracts: The findings show that many GCB 

Hatso Branch customer service, and call center are employed throughout recruitment agency, and their 

contracts are signed with the agency and not GCB. In this case, recruitment agency imposes their terms 

and conditions which to some extend exploit employees. For example, recruitment agency to deprive the 

rights of employees to choose a social security fund they prefer to join, instead they just decide 

themselves without employee involvement. The research found that, recruitment agency provides only 

one day per month sick leave, if it will exceed they deduct some amount of money according to the 
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missing days from the employee's salary. This is due to the fact that; Recruitment agency pays employees 

according to hours they work. 

 

ii. Dissatisfaction with the salary: The finding shows that, GCB employees who are employed through 

Recruitment agency, shares their salary. This is due to the fact that GCB pays recruitment agency who 

deducts around ½ of the employee’s salary. So people quit their job at GCB to look for a job which pays 

to satisfy their needs.  

 

iii. Security of their employments: Researcher found that, the Recruitment agency contract with the 

customer cares and call centers at GCB are renewable for every after 6 months. The security of this kind 

of contract is not enough, and also employees have no direct link with GCB Hatso Branch since they are 

not their employer. Due to this fact, employees have no any place to convey their grievances.  

 

iv. Employees benefits: One of the exit employees said he has decided to exit GCB Hatso Branch due to 

lack of employee benefits, like sick leave, medical allowances and transport allowance. Other employees 

said, recruitment agency does not send their contributions to the social security (SSNIT) almost for seven 

months. This made them to become very scrawny. They discovered this from the one exit employee who 

urged them to check their statements from the pension funds.  

 

v. Lack of promotions and appreciation: The respondents said the organisation has no promotion policy 

to its sales and marketing employees since they were employed. This is due to the fact that, all sales and 

marketing employees are not GCB Hatso Branch employees, but they are Recruitment agency 

employees. Because Recruitment agency is the employer, it is not possible for them to get promoted by 

GCB. Researcher found that, GCB Hatso Branch could have the policy of promoting employees, but the 

contract between Recruitment agency and GCB does not binding them to do so. In this regard, employee 

are more dissatisfied with the condition. Due to this, they tend to quit and find other jobs which give 

employees opportunity for promotions and appreciation to their contributions.  The most common reason 

why employees leave a certain organisation is that they see better opportunities elsewhere. Man has a 

growing desire to own more things and better pay can give them this. Apart from that, they are compelled 

to look for better pay because of financial needs. The Research found that there are five major 

components of job satisfactions, according to the results found from the questionnaires and interviews. 

The components of job satisfactions; Attitude towards the work group; General working conditions; 

Attitude towards the company; Monetary benefits; and Attitude towards the management.  

 

That means a satisfied employee developed an intrinsic value to perceive well his/her work group. In this sense, 

an employee can have good attitude towards his/her work group. The employee can be more cooperative, supportive 

and innovative towards achievement of the organisation objective, while unsatisfied employees can develop a sense 

of bad attitude towards work group. The Working condition may hinder support of working ability and attitude. This 

is due to the fact that a good working condition makes employee to be more satisfied and feel secured. This makes 

them feel accepted by the working group which makes his/ her adherence to common goals, confidence and 

desirability of those goals and the desire to progress towards the goals. Attitude towards the company can be 

determined by the monetary values that a company evaluate to the employees. The best management is the one which 

treats its employee to the maximum that they can have the best attitude towards the management.  

 

4.6: Section E. Solutions for employee turnover  
In this part, researcher wanted to know the solutions to solve problem employee turnover in the organisation. 

And the following are the result of the respondents;  

 

4.6.1 Whether salary increase can retain employees in the organisation  
The researcher wanted to find whether salary increment can retain employee. Aim of the researcher is to examine the 

effects of salary increment to turnover intention. And the following were the results; 

Response Frequency Percentage 

Yes 35 58.3 

No  15 25 

Don’t Know  10 16.7 
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Total 60 100 

Table 4.5: Salary increase retains employees? (N=60) 

 

 
 

The study shows that 58.3% (35) of the respondent state said “Yes”, that salary increase would retain 

employee’s intention to exit. 25% (15) answered no meaning that salary increase is not method for employee’s 

retention. 16.7% (10) answered they don’t know. The reason why salary is not the most important satisfaction factor 

is that companies usually link workers’ salaries with their productive results. This gives employees less opportunities 

and limits their development. The findings imply that the majority of respondents agreed the fact that salary increase 

retains employees who has intention to exit.  

 

4.6.2 Suggested solution to manage employee turnover  
The researcher wanted to know the solutions that can be used to solve the problem of employee turnover in the 

organisation. And the respondents have suggested solutions that organisation should use to solve the problem.  

a) Review terms and conditions of their contract that will help them to solve parts which has been blamed by 

the employees.  

b) Organisation should employee themselves instead of using recruitment agency.  

c) Pay salary which suit with the job offered by their employees. 

d) Organisation should set right compensation packages and benefits that will help to retain employees who 

have intention to exit.  

e) Organisation should involve their employees in the management decision making to make them feel valued.  

 

 

5.0 CONCLUSION 

5.1 Introduction  
This chapter presents a summary of the study findings, conclusion and recommendations for further research 

of the matters discussed in this report. It also brings recommendations on various courses of actions needed to assist 

in one way or the other in overcoming the existing challenges for reducing employee turnover. For the past few 

decades, employee retention has been of interest to researchers and employers in various fields. To remain competitive 

in the rapidly expanding global economy and to keep pace with technological advances requires a workforce with 

vigorous institutional knowledge; therefore, employee retention is of great magnitude to business and academic 

communities. Prior research has shown that job satisfaction is strongly and inversely associated with the employee 

turnover. In other words, more satisfied employees are less likely to seek a new job, with a new employer. For this 

reason, studying the factors associated with job satisfaction was practical and valuable. Two general categories are 

believed to influence employee satisfaction: demographic characteristics and organisational culture. Demographic 

characteristics include age, gender, education, income, and tenure of employment. Organisational culture is difficult 

to define succinctly, but it is generally described as the shared thoughts, feelings and behaviours of a group. Research 

in a variety of settings suggests that organisational culture has a meaningful influence on job satisfaction and, in turn, 

employee turnover.  

The purpose of this study was to explore the relationship between job satisfaction and employee turnover. 

More specifically, the following research questions guided this study:  

0

100

200

Yes no Don’t Know Total

WHETHER SALARY 
INCREASE CAN RETAIN 
EMPLOYEES IN THE …

Frequency Percentage
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 Do demographic characteristics, such as, age, influence the relationship between job satisfaction and 

employee turnover intention?  

 Does increased job satisfaction predict decreased employee turnover intention?  

 Does the level of satisfaction with organizational culture, moderate the relationship between job satisfaction 

and employee turnover?  

 Does increased satisfaction with organizational culture decrease employee turnover intention?  

While most studies explore the relationship between job satisfaction and turnover intention have examined 

employees in a single or handful of occupations, few have explored this relationship across a variety of industries and 

occupations. This analysis contributes to the literature by examining the relationship between job satisfaction and 

employee turnover intention on a nationally representative sample of adult workers, over a time-span of eight years. 

Additionally, this study explores how satisfaction with organisational culture influences job satisfaction, and its 

subsequent impact on employee turnover intention. As it has been found out that some of the attributes of employee 

satisfaction include opportunity and recognition, respect and a good salary package.  

 

5.2 Summary  
The study was conducted in GCB Hatso Branch, the focus was to research the relationships between job 

satisfaction and employee’s turnover. It aimed at determining whether the employee turnover at GCB Hatso Branch 

is the result of job dissatisfaction. This study comprised of (60) sixty employees of which, twenty-five (25) were 

normal employees were randomly selected for the questionnaires and five (15) were exit employees, six (10) heads of 

the departments and four (5) were top managers. The objective of study was to study the role of job satisfaction, to 

determine factors for job satisfaction, to examine the causes of employee turnover, to find the effects of employee 

turnover and to speculate suggested solutions for employee turnover.  

The researcher collected information through questionnaires, interview, documentation and observation. The 

researcher found that, most of the employees are not satisfied with their job. This is due to the fact that salary, terms 

and conditions of their contracts, and other benefits are not satisfactory to them. It also brings recommendations on 

various courses of actions needed to assist in one way or the other in overcoming the existing challenges.  The 

researcher found the relationship between job satisfaction and employee turnover. Where findings show that the 

employee turnover is determined by the job dissatisfaction.  

In the figure above, emphasize the fact which has been clearly established that job satisfaction makes a 

positive impact on turnover, absenteeism, tiredness, accidents, strikes, grievances and sabotage. The figure 

summarizes those and other factors that determine an employee level of satisfaction or dissatisfaction. The total impact 

of those factors causes employees to be either satisfied or dissatisfied with their jobs on the right side of the frame 

shows that employees who are more satisfied tend to be committed and innovative to the organisation. These 

employees are likely to be very loyal and dependable. Employees who are more dissatisfied with their jobs tend to 

behave in the way that can be detrimental to the organisation. These employees are likely to have a higher rate of 

turnover, absenteeism, tiredness, accidents, strikes, grievances and sabotage  

NB: Job satisfaction is not synonymous with organisation morale, which is feeling of being accepted by and 

belonging to a group of employees, though adherence to common goals, confidence in the desirability of those goals 

and the byproduct of a group, whereas job satisfaction is more on individual state of mind (Byars, 2008).  

 

5.3 Recommendations  
What can the company do to maximize its employees’ job satisfaction? Based on this study, 

recommendations suggested by the researchers to be adopted in the company so as to create the satisfactory working 

environment for the purpose of reducing employee turnover. The researcher had provided the following 

recommendations to GCB Hatso Branch Tanzania management regarding enhancing job satisfaction and to reduce 

employee’s turnover.  

Learn about jobs that are most likely to meet employee expectations; Assist the company to identify 

occupations that fit employee personality and their interest. Try to get accurate information about each of them.  Do 

not allow employee job dissatisfactions to go unresolved for long; Job satisfactions and dissatisfactions are barometers 

of employees’ adjustment to work. They may lead to something worse, job loss, accidents, even mental illness. 

Depression, anxiety, worry, tension and interpersonal problems can result from, or be made worse by job 

dissatisfaction.  

Management should change their terms and conditions of the employment contract, including giving the 

human resources department the right to recruit all GCB Hatso Branch employees, including those who are recruited 

by the recruiting agency (Recruitment agency). This will give their employees a chance to have a direct link with their 
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employer, and a chance to convey their grievances that will simply help the management to come up with the desirable 

conclusion, that will improve employee satisfaction and retain them.  

Management should make sure they provide salary, which suit with the work done. As the researcher found 

that, Recruitment agency deduct almost half (½) of the salary given from GCB Hatso Branch for employees. The 

salary is not satisfied with the employees and this is why they are quitting to find another job which provide satisfied 

salary. In this fact, they should make sure that the salary provided suit the work done and satisfy their employees. This 

includes having a link for giving salary employees themselves and not through Recruitment agency.  

Setting the right compensation packages and benefits is important; Work with human resources needs to get 

current data on industry pay packages, and they should be creative in setting employee benefits, creating flexible work 

schedules and bonus structures. This will make employees most innovative, committed and it will retain them because 

their needs are satisfied. Therefore, GCB Hatso Branch should review compensation and benefits packages at least 

annually and pay attention to trends in the marketplace for human resources.  

Pay attention to employees’ person needs, find a person to deal with those needs immediate as it is issued 

and should try to be more flexible when dealing with employees. Employees need social interaction and a rewarding 

work environment. They need respect and recognition from managers, and a challenging position with room to learn 

and move up.  

They should make sure they involve employees in different organisation matters; This creates an intrinsic 

value to the employee, it is so called an intrinsic reward which retains and makes the employee feel being accepted 

and belonged to the organisation. The Intrinsic reward is the internal to the individual and normally derived from 

involvement in certain activities of tasks (Byars, 2008)  

Outline challenging and clear career paths; Employees want to know where they could be headed and how 

they can get there. Annual reviews or midyear checks is one obvious venue for these discussions, but they should also 

encourage workers to come with career questions and wishes throughout the year.  

 

5.4 Conclusion  
In general, this study discussed about the relationship between job satisfaction and turnover intention in a 

company. The objective of the study which was to examine the effects of intrinsic and extrinsic satisfaction on turnover 

intentions has been reached and completed. Statistical on a sample of 60 executive and non-executive employees 

revealed that both components of job satisfaction had a negative impact on turnover intention.  

Based on the findings, intrinsic satisfaction, however, had a stronger influence on intentions to leave in the 

organisation. The findings have proved that there are extrinsic values that influence the turnover intention within the 

organisation. Thus, the objective of this study was accomplished since extrinsic satisfaction founded to have less 

influence with negative relationship on turnover intention. This mean the intrinsic value were fulfilled, the turnover 

rate among the employees will be low compared if only extrinsic values that focused by the management to be fulfilled. 

It is hoped that the contributions proposed by the researchers were able to contribute towards improving 

human resource management at GCB Hatso Branch. Limitation were the availability of data or some of the relevant 

data to support the research not available due to the nature of the data or information. This was basically not to offend 

the companies’ confidentiality or policies that remained secretive. In this study, the company refused to expose the 

data regarding the staff salaries and opportunities for promotion. 
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