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Abstract

Dynamics and conducive organizational climate is mandatory for the contemporary
organizations to have satisfied and productive employees under the intense of global completion.
Realizing this, the main aim of this research was to determine the relationship between
organizational climate and employees job satisfaction in Ethiopian Revenues and Customs
Authority and recommend the bureau to improve the poorly perceived areas of its climate.
Stratified sampling based on job level was used to make the population representative in each
stratum. A total of 307 copies of questionnaires were administered to head office and 3 selected
branches but only 249 (81.1%) were returned and used for analysis. The study made use of
descriptive and inferential statics to obtain the results.

Among all organizational climate variables, salary package is the most poorly perceived by the
employees with mean 2.41, and percentage score (35.25%) which is by far below the average
score (50%). The results of correlation coefficient statics revealed that there is a significant
positive relationship between organizational climate and employees’ job satisfaction (r=0.459,
n=249, p=.000, (2 tailed).Besides the analysis under taken to identify the perception of different
groups to their organization’s climate and job satisfaction based on their job level /position/
indicates that the they perceived their organization’s climate in different ways (F (2, 246,)
=11.124,p = .000). However, the analysis conducted to see the perception of the participants by
their tenure reveal ed that the employees perceived their climate in the same way (F (3, 245) = 0.
696, p= 0.56). The T-test results concerning the perception of male and female toward their
organizational climate indicates that they perceived their climate in different ways,(p=0.044).
Finally, the study concluded by providing possible recommendations such as the managements
must take immediate adjustment to the climate dimensions scored below average (50%) and
gpecial attention must be given to senior officer employees as they poorly perceived their
organization climate. It is recommended that the organization has to create opportunities that

allow senior officers to management position or to any other career advancement.

viii



CHAPTER ONE

1. Introduction

1.1. Background/ Rational of the Study

Research on organizational climate can be traced back to the 1930s. With the human relations
movement pioneered by Hawthorne, researchers turned their attention from the “hard” physical
environment to the “soft” psychological environment; thus the concept of organizationa climate
was born. The first researcher to initiate studies in this area was Kurt Lewin (1939), the founder
of group dynamics. In his famous "leadership style" study, Lewin applied three different
leadership styles, democracy, autocracy and laissez-faire, to create a different group atmosphere,
and was the first to propose the concept of organizational climate.

Thisimplies that there has been long-standing interest in relationship of organizational climate to
other organizational phenomenon including job satisfaction, job performance, leadership
behavior and the quality of work group interaction (Schnake 1983).The climate of the
organization is based upon its employees feelings and perceptions of the organization's

practices, procedures and salary and reward systems, etc.

Organizational climate can be defined in a number of ways. One of the most widely accepted
definitions is that of Litwin and Stringer (1968) who define organizational climate as a “set of
measurable properties of the work environment that is directly or indirectly perceived by the
people who live and work in a particular environment and is assumed to influence their
motivation and behavior.” Gerber and Coetsee (2003) defined organizational climate as it is
representative of organizational members' collective perceptions and/or feelings (attitudes) about
their organization. Hellriegel and Slocum’s (1984) defined organizational climate as a set of
attributes that is perceived about a particular organization and/or its subsystems, and that may be
induced from the way in which the organization and/or its subsystems deals with its members

and environment.

Past research on job satisfaction has focused on the job itself or the work climate as the primary

means of increasing satisfaction. The main argument is that, if work climate are developed to



provide a more desirable work environment, an increase in job satisfaction will result (Afolabi,
O.A. 2005).

However, according to Mildred Golden, Sonia, (2008) organizations are facing many climate
challenges in the form of unclear role and responsibilities, objectives and goals, leadership and
management styles, organizational policies, work environment, performance management, career
growth and opportunities, lack of clear line of communications and rewards and recognitions that

impact them to retain their experienced and skilled human resource.

Peters & Waterman (1982) reveded that organizational climate is one of maor enablers that
leverage an organization to success and excellence and positively relates to employee
performance and the whole organization productivity. Pittigrew cited in Al-Kasawneh (2013)
suggested that organizational climate is essentially important for organizational excellence and is

the basis for success of the Japanese organizations.

Research indicates that one of the major causes for the failure of service providing organizations
to deliver a continuous and high quality service has been embittered by alot of factors. Manning
cited in Mel Goh (2013) showed that employees in service industries often represent the interface
between organization and customers; therefore, the organizationa climate is essentia in
supporting the employees to deliver aquality service.

Hence, organizations have to witness to create conducive climate to retain effective human
resources from a strategic perspective. Recent organizations are motivated to adopt innovative
practices and establish HR management units in order to take care of their manpower and
energize their human capital strategically towards achieving performance excellence, and
accomplishing organizational goals and bring about developments in most of their activities. To
this end organizations require satisfied and happy employees in their work force. Importantly is
the fact that for any organizations to take off and achieve its strategic goas would strongly
depend on its capacity to attract, retain and maintain competent and satisfied staff into its

employment.

Therefore, organizational climate must be considered among the important management and
technical processes so that, top managers should take into account to achieve highly valuable

outcomes. In consequence, creation of an appropriate organizational climate is not a secondary



choice for contemporary organization; rather it is vital to ensure substantia merit-based
excellence under the intense global competition.

In Ethiopia, there is mass movement of employees from one organization to other organization,
may be due to very low job satisfaction which is caused by un conducive organizationa climate,
which impact their productivity. The Ethiopian Revenues and Customs Authority (ERCA) is one
of the organization in which mass employees turnover is observed from year to year, may be due

to unattractive organizational climate which this research is going to assess.

1.2. Statement of the Problem

The study of organizational climate and job satisfaction has been accounted several years in the
discipline of organizational behavior and industrial psychology. Most of these studies have been
conducted to know the relationship between organizational climate and different organizational

variables, such asjob satisfaction, employees’ turnover and organizational performance.

In the contemporary world there has been movement of employees from one organization to
other both in developed and developing nations, which implies that there had been constant
mobility of highly skilled persons from one employer to another due to unattractive
organizationa climate. However, what is critical isthe fact that it had been established that some
of these employees hardly stay for long time in one organization before moving to another
employers (Gruneberg, Startup and Tapefield, 1975).

Competent employees are necessary for organization’s productivity, therefore there is a need to
find out and examine the relationship between organizational climate and job satisfaction which
in turn influence job performance and organizational productivity.

Severa studies have been conducted on the relationship between organizational climate and job
satisfaction, organizational climate and employees turn over and organizational climate and
performance.

Farokhi (2003)indicated that organizational climate accounted for a large percentage of variance
in individuals satisfaction. Similarly Patterson, West M (2004) stated that company productivity
was more strongly correlated with those aspects of climate that had stronger satisfaction
loadings. They also added Managers perceptions of climate would be positive and linked to
company productivity than non-managers. This implies that organizational climate can directly

cause work outcomes that are either positive or negative. Positive work incentives are incentives
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that make work interesting, e.g. attractive work environment, good management and leadership
style, feedback, high salary package, training and development and appropriate performance
management (Patterson, West M (2004). Enabling work environment leads to motivation, good
personnel policies, favorable work environment, and provision of benefits, job satisfaction and
compensation. However, negative work incentives include those incentives that make work
boring, unchallenging and dissatisfying. They lead to increased absenteeism, turnover and
accidents. It is also important to point out that factors like low salary package, poor training and
development, poor performance management and high work load could also discourage work
outcomes which if not adequately put in place could result in turnover of the employees.
Because, people tend to accept and internalize the climate of the organization in which they

work, and the perception of climate has an important impact on their behavior (Vardi, 2001).

Thus, to prevent the negative perception of employees toward their organization’s climate, there
is a need to access the climate of the bureau to find out which factors of the organizational
climate lead to low satisfaction and take appropriate measure so as to continualy have
productive, satisfied and competent employees. Hence, creating an appropriate organizational
climate is not a secondary choice for a contemporary organization; rather it is vital to ensure

substantial merit-based excellence under the intense of global competition.

Therefore, there is a need for the organizations to create optimal climate which enable them to
retain their experienced and most productive employees, even though, it is difficult to understand
what type of climate employees prefer because their perceptions and choices differ from time to
time and from situation to situation. This implies that the contemporary organizations must be
dynamics, flexible and understand their employees needs. Therefore, to minimize /bridge/the
gap that arises due to poor organizationa climate, the researcher has made an attempt in this
study to provide information about the climate variables and employees perceptions towards
these variables and its relationship with job satisfaction, as negative organizationa climate
results in low job satisfaction which in turn causes low organizational productivity and high
employees turnover, which is currently a critical problem in Ethiopian Revenues Customs
Authority.



1.3.

*

1.4.

Resear ch Questions

What is the relationship between the organizational climate and employees job
satisfaction in Ethiopian Revenues and Customs Authority (ERCA)?

Would there be any difference in the way junior officers, senior officers and
managements perceive their organizational climate and their job satisfaction?

Is there any statistically significant difference in perception of organizationa climate and
employees’ job satisfaction that varies by tenure?

Would there be statistically significant differences in the perception of the organizational
climate that varies by gender?

Is there any statistically significant difference in employees’ job satisfaction which varies
by gender?

Which organizational climate dimensions are poorly perceived by the employees of
ERCA?

Objectives of the Study

1.4.1. General Objective

The genera objective of the study is to determine the relationship between organizational
climates and job satisfaction in Ethiopian Revenues and Customs Authority (ERCA).

1.4.2. Specific Objectives

This study has the following specific objectives.

To determine the relationship between organizational climate and job satisfaction of the
employees in Ethiopian Revenues and Customs Authority (ERCA).

To determine whether there is a difference in the perception of organizational climate and
employees’ job satisfaction that varies by their job level(junior officers, senior officers and
managements)

To identify the poorly satisfied groups of employees based on their job level and recommend
appropriate measures.

To determine whether there is difference in perception of OC between employees based on
their year of experiences.

To identify whether there is statistically significant difference between male and female

employees in perception of their organizational climate and job satisfaction.
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« To identify the poorly perceived climates by the employees and recommend appropriate
measures.

1.5. Resear ch Hypotheses
To provide answers to the research questions the following hypotheses were tested in this

research.

Hypothesis 1

HO: There is no positive and dstatistically significant relationship between employees job
satisfaction and organizational climate in ERCA.

H1: Thereis positive and statistically significant relationship between organizational climate and
job satisfaction in ERCA.

Hypothesis 2

HO: There is no statistically significant difference between the employees in perception of their
organizationa climate and job satisfaction that varies by their job level (junior officers, senior
officers and managements)

H1:- There is statistically significant difference between employees in their perception of
organizationa climate and job satisfaction that varies by their job level(junior officers, senior
officers and managements).

Hypothesis 3

Ho: There is no statistically significant difference between employees in perception of ther
organizational climate and job satisfaction that varies by their tenure.

H1. There is satistically significant difference between employees in perception of ther
organizational climate and job satisfaction that varies by their tenure.

Hypothesis 4

HO: There would be no statisticaly significant difference in the perception of organizational
climate that varies by gender.

H1: There would be statistically significant difference in perception of organizational climate
that varies by gender.

Hypothesis 5

Ho: There would be no statistically significant difference of employees job satisfaction that
varies by gender.

H1: There would be statistically significant difference of employees’ job satisfaction that varies

by gender.



1.6. Scope /Delimitation of the Study

It is very difficult to conduct a research across the vast country, like Ethiopia as it requires much
money and time, so that the researcher was forced to be delimited to certain areas. Due to this,
the study was conducted only in ERCA’s head offices and three selected branches located in
Addis Ababa as the researcher cannot reach other branches outside the capital within the given
time as well as with the available financial capacity. Therefore, the researcher delimited only to
branches located in Addis Ababa because of the aforementioned reasons even though it is very
important to conduct this study across the country. The selected braches were Ethiopian revenues
and Customs Authority head office, Eastern Addis Ababa Medium Tax Payers Branch, Arada
Micro Tax Payers Branch and Addis Ababano.1 Medium Tax Payers branch office.

1.7. Limitations of the Study

It is recaled that the study was conducted in ERCA head offices and selected branches. The
study was limited only to ERCA because of time and financial constraints that compel the
researcher to include other organizations. Therefore this research was not free from the limitation
of generalizablity, as it is difficult to generalize it to other organizations. This implies that the
research had less externa validity. In addition the study was conducted based on perceptions
/opiniong of the respondents, which may not be free from their individual perception and bias, in
spite of the researcher’s efforts to get them as objectively as possible. Lack of appropriate
research model done in our country is another limitation of this study. Besides exclusion of
employees below junior officers level such messengers, guards and secretaries is another
limitation of this research paper. The nature of the study forced the researcher to exclude these
subjects due to the fact that, the research was stratified as junior officers, senior officers and
managements.

Another limitation of this study is, athough the cognitive and behavioral components of
measuring job satisfaction are important in understanding attitudes such as job satisfaction, this
research study did not include these components.



1.8. Significance of the Study

The study helps the Ethiopian Revenues and Customs Authority (ERCA) to identify
organizationa climates which are poorly perceived by its employees. Further, this study was
initiated to generate and add some information to the existing knowledge for researchers who are
going to conduct the research in the same area or related discipline. Besides, the finding of the
study might help the ERCA, managers, practitioners and academicians to compare and contrast
the theory and the reality. The study would also recommend adoptable policies and strategies for

mitigating organizational climate which are poorly perceived by the respondents.
1.9. Organization of the Paper

This paper was organized into five chapters. The first chapter discusses about the background of
the study, chapter two reviewed the literature of the study and chapter three discuss about the
methodology used in the study. In the fourth chapter the research anaysis i.e. finding,
interpretations and discussion was presented while chapter five discusses about summary,

conclusion and recommendation of the study.



Chapter Two

2. Literature Review

2.1. Introduction

The origin and the use of the term Organizational Climate are found to be as old as the original
concept of management itself. However, over a long period of time there appeared various
frameworks, conceptual as well as operational, different sets of dimensions, techniques of
measurements, and research findings that are highly diverse and often contradictory. It created

considerable ambiguity in the particular area.

2.2. Organizational Climate

Before proceeding to some topics of organizational climate, it is necessary to define and
conceptualize the topic. One of the earliest and most widely accepted definitions of
organizationa climate (James & Jones, 1974), explained organizationa climate as a set of
characteristics that describes an organization, distinguishes it from other organizations, is
relatively enduring over time and can influence the behavior of peoplein it.

Gerber and Coetsee (2003) postulates that organizational climate is representative of
organizational members' collective perceptions and/or feelings (attitudes) about the organization.
They went on to say that the organization’s climate reflects members’ subjective attitudes and
perceptions, regardless of whether it is an accurate description of reality in the organization.
Gerber (2003) defines organizational climate as the surface manifestation of organizational
culture that consists of the conscious behavior, such as the feelings or perceptions and attitudes,
that is shared by individuals in an organization at a particular time regarding the fundamental
elements of the organization and that can positively or negatively influence the behavior of

organizational membersin terms of organizational effectiveness.

Hellriegel and Slocum’s (1984) definition of organizational climate is representative of the
combination of concepts of various authors. According to this definition, organizational climate
refers to a set of attributes that is perceived about a particular organization and/or its subsystems,
and that may be induced from the way in which the organization and/or its subsystems deal with

its members and environment.



For the purpose of this research organizational climate is defined as the shared perceptions,
feelings and attitudes the organization’s members have about the fundamental elements of their

organization and influence individuals' behavior either positively or negatively.

For a long period of time researchers in organizational behavior have long been interested in
understanding employees ‘perceptions of the work environment and how these perceptions
influence individuals ‘work- related attitudes and behaviors. Early researchers suggested that the
socia climate or atmosphere created in a workplace had significant consequences employees
perceptions of the work context purportedly influenced the extent to which people were satisfied
and perform up to their potential, which in turn, was predicted to influence organizationa
productivity (e.g Katz& Kahn, 2004). Climate has been described as an experientialy based
description of the work environment and, more specificaly, employees perceptions of the

formal and informal policies, practices and procedures in their organization (Schneider, 2008).

An important distinction has been made between psychological and organizational climate
(James & Jones, 2004). Individuals ‘own perceptions of the work environment constitute
psychologica climate at the individual level of analysis, whereas, organizational climate has
been proposed as an organizational or unit-level construct. When employees within a unit or
organization agree on their perceptions of the work context, unit-level or organizational climate
is sad to exist (James & Jones, (2004). A large number of studies have consistently
demonstrated relationships between unit or organizational climate and individual outcomes such
as performance, satisfaction, commitment and involvement. While past researches had greatly
contributed to our understanding of relationships between psychological climate and adiverse set
of individual-level criteria, there are two key limitations inherent in this work. Firstly, studies
have tended to focus on either psychological or organizational climate on individual outcomes.
This is an important omission because employee attitudes may not only be influenced by one's
personal perceptions of the work environment but also by the shared perceptions of co-workers
(Mathieu & Kohler, 2000). The study of emergent processes suggests that awork group’s shared
perceptions might influence individual attitudes above individual perceptions of the work
environment.

Secondly, research has increasingly examined a global index representing a single strategically
focused climate (e.g a climate for service or a climate for safety) or has focused on a set of
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climate dimensions. Examining single dimensions or a set of independent dimensions of climate
ignores the broader context in which they are operating. This is a limitation because it may be
useful to examine multiple dimensions of climate together, as a system. Different organizational
attributes are likely to mutually reinforce one another, making the total effect greater than the
sum of individual dimensions Bowen (2004).

Again, there have been several approaches to the concept of climate of which two, in particular
have received substantia patronage (1) the cognitive scheme approach and (2) the shared
perception approach. The first approach regards the concept of climate as an individual
perception and cognitive representation of the work environment— meaning from this
perspective, climate assessments should be conducted at an individua level. The second
approach emphasizes the importance of shared perceptions as underpinning the notion of climate
(Whitley, 2002). Burke & Green (1999) define organizational climate as the shared perception of
the way things are around there.

Organizational climate comprises of cognate sets of attitudes, values and practices that
characterize the members of a particular organization. Xaba (1996) defined organizationa
climate as consciously perceived environmental factors subject to organizational control.
According to him, climate in this view falls into three major and well-known |leadership styles:
autocratic, democratic, and laissez—faire. Kaczka and Kirk (1978) defined organizational climate
asaset of attributes, which can be perceived within a particular organization, department or unit.
Severa studies have focused on perceptually based measures of climate dimensions and job
satisfaction, Friedlander and Margulies (1968), using perception data from an electronics firm,
studied the multiple impacts of organizational climate components and individual job values on
workers satisfaction.

They found that climate had the greatest impact on satisfaction with interpersonal relationships
on a job, a moderate impact upon satisfaction with recognizable advancement in the
organization, and relatively less impact upon self-realization from task involvement. Pritchard
and Karasick (1993) studied 76 managers from two different industrial organizations. They
found climate dimensions to be moderately strongly related to satisfaction facets as security
working conditions and advancement opportunities. Schneider (1973) surveyed bank customers
and learnt that their perception of the bank's climate was related to a form of bank switching

(customer dissatisfaction). Customers who perceived their bank's climate negatively tended to
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switch banks more frequently than did those who perceived their banks as having a customer

employee centered atmosphere.

Organizational climate can have positive and negative effects on employees. A climate that does
not promote communication upwards, downwards and literally would lead to fear of expression
of ideas and opinions. Absence of an open-door policy (situations where employees are not
allowed to come to the manager with anything that is bothering them) can also have negative
effects on the climate. However, organizational climate differs from organizational culture.
Organizational climate is the feeling that is conveyed by the physical layout, the way participants
interact and the members of the organization conduct themselves with customers or other
outsiders (Luthans, 1998). The definition emphasizes interaction among employees since people
can see for themselves if the climate of the organization is positive or negative by looking at how
the employees of that institution interact with each other. On the other hand, organizational
culture is the customary way of thinking and behaving that is shared by all members of the
organization and must be learned and adopted by newcomers before they can be accepted in the
organization. Thisimplies culture can be learned, shared and transmitted. It is also a combination
of assumptions, values, symbols, language and behavior that manifest the organization's norms
and values. Managers transmit organizational culture to all members of the organization so that
they are sure that al employees have the same understanding of their culture; thereby they are
expected to internalize the organizational culture so that they all function at the same level.

2.3. Dimension of Organizational Climate

Evidence from literatures suggests that there are no constant organizational
dimensions/variables/ across the world that scholars agreed upon. Organizational climate has
been researched in diverse situations, such as businesses, laboratories, schools and governments,
making it difficult to determine which key dimensions are relevant to al of the above

environments.

Therefore researchers are forced to use different measurements of organizational climate
dimensions as different organizations have distinct climates. For instance Koys and DeCotiis
(1991)identified over 80 different separate labeled dimensions of climate in literatures; where as
Litwin and Stringer (1968) identified about nine dimensions. Therefore, organizational

dimensions used in this study are identified by reviewing different literatures such as
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organizationa dimension identified by Wiley and Brooks (2000) in their research conducted in
several organizations and industries as well as the dimensions of Tustin (1993) and also the
researcher developed few dimensions by assessing the organization under the study. The
organizationa climate dimensions used in this research are there for explained in the subsequent

sections.

2.3.1. Training and Development
Climate has been identified as critical to achieving transfer of training in organizations. Thus, an

organization whose climate is favorable for transfer to take place is considered as “supportive”’,
while those whose climate inhibits transfer are regarded as “unsupportive” Burke (1999).
Supportive transfer climate can be seen through the organization efforts and direction in
improving organization performance by implementing goal oriented method. The vision of the
organization should create a climate that could motivate their employees performance at
workplace (Acikgoz & Gunsel, 2011). Human Resource Development intervention such as
training could assist the employees and organization in attaining their goal or vision. They also
emphasized that by enhancing the employees’ skill and successful performance, it could
eventually lead to the attainment of employee and organizational goal.

In this research Training and Development refers to training initiatives received, satisfaction
thereof and availability and provision of training for the employees in the organization. It is also
aware of mentoring and coaching programs, promotion criteria and opportunities.

2.3.2. Communication

The study of organizational dimensions of Wiley and Brooks (2000) defined communication as
information and knowledge which means provision of clear direction, vision and understanding
of goals. Employees are informed about decisions/changes and information is shared.

Tustin (1993) defined interpersonal communication is the clearness of upward and downward
communication and the relationship between subordinate and supervisor. It refers to
communication issues in the organization, the manager’s ability to listen to staff, share

information, and clarify misunderstandings.

The interna communication may be open or closed. In the open internal communication

employees fedl free to express thelir opinions, voice complaints, offer suggestions to their
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superiors, argue their point of view, and comment freely about policy decisions in connection
with production, personnel, and marketing concerns. While in closed communication new ideas
have a little space or cannot be expressed, people fed threat of criticism or punishment in
sharing information of critical nature. Open internal communication enhances supportiveness,
participation, and trustfulness while reduces effects of stress on employees (Ray, 1987 cited in
Miller, Considine & Garner 2007). Freedom and openness in information sharing among
organizationa members builds mutual trust that helps to create positive and effective
organizational climate. The open communication facilitates the participation of employees in
decision making process, organizational actions can best be explained, and clarity of
expectations of management from the employees on the basis of set standards, and they

(employees) could contribute for fairness at workplace (Kandel, 2000).

2.3.3. Performance M anagement

Performance management refers to the receipt of information and feedback about the employee’s

job, responsibilities and goals. It is the satisfaction with job evaluation and recognition received.

2.3.4. Remuneration and Rewards (salary package)

Thisrefers to fairness of salary package in relation to the market and in comparison with similar

jobsin the organization.

There is no doubt that monetary rewards play a very influential role in determining job
satisfaction. Pay is one of the fundamental components of job satisfaction since it has a powerful
effect in determining job satisfaction. Individual has infinite needs and money provides the
means to satisfy these needs, (Arnold and Feldman 1996). However, there is no such empirical
evidence that asserts that pay alone improves worker satisfaction or reduces dissatisfaction
(Bassett 1994). The author is of the opinion that handsome salary cannot be the only factor of job
satisfaction even highly paid employees may still be dissatisfied if they do not like the nature of
their job. Moreover, a study conducted by Young and Woehr (1998) in the public sector

organizations revealed the failure of any significant relationship between job satisfaction and

pay.

However, Boggie (2005) says that poor pay and absence of recognition often leads to a problem

with employee retention. Chung (1977) says that dissatisfaction and discontent can be the reason
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if salaries are not market related. Neel, Van Dykand Werner (2004) also say that employees will
compare themselves with their colleagues in terms of salary and their inputs to their job and may

leave an organization if they are not satisfied and contented.

2.35. Team Work

According to Gerber (2003), team work is the effective functioning of the team and as a result
achievement of goals and dynamics. It is al about belonging and fitting to the team and

organization.

2.3.6. Quality of Service

According to (Schneider, 1998) organizationa climate of the service industries refers to the
organization’s support for employees’ activities, work procedures, and behaviors as sensed by
employees in all aspects of customer services. Schneider (1998) added employees sense that
they will be rewarded for providing quality services to customers and the organization

implements service activities to support them, the organizational climate is thus formed.

Besides employees, customers are aso able to fed the organization’s climate through
interactivities with the frontline contact employees and customers awareness of the
organizationa climate further affects their opinions and level of satisfaction to the quality of the
services. Schneider (2005) also pointed out that when both the managers' efforts and the internal
service environment are working to create an OC, this OC will be developed towards customer-

oriented service behaviors.

Therefore, an organization must create and maintain ascertain organizationa climate that suits
the attributes of the services it offers if the organization wishes to achieve the image of service
excellence. Organizational climate creates a cyclical system of positive feedback. Employeesin a
high organizational climate environment care highly about customers' opinions on their services
and tend to think about how to improve their services and maximize customer Satisfaction.
These employees have higher tendency to accumulate positive service/work experiences and
customers benefited by such positive experiences also tend to give employees positive opinions.
This positive feedback, in turn, encourages employees to strive for even better services in the

next opportunity to service customer
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2.3.7. Leadership
Gerber (2003) in his study of organizational climate defined management and leadership as

supervision hindering or helping employees in performing their duties. However, in this
research, leadership refers to the ability of managers to manage and lead employees, how they
behave and treat employees and their knowledge.

2.3.8. Administration Style

Administration is about the leadership and management style, such as the span and degree of
hierarchy, flexibility and autonomy, the organizational norm, the meeting time with employees,

culture distinction fostered by the members that differentiate from the others.

2.3.9. Workload

Workload is relevant to the strength level of the job role and pressure, such as the number of hours
per week, workforce in a shift, magnitude of the goals, frequency of pace of job. The pleasant
workload influences employees perception towards their organization and aso their job
satisfaction (Maslow 1943; Herzberg 1993).

2.3.10. Role Clarity

Role clarity refers to the presence or absence of adequate role-relevant information due either to
restriction of this information or to variations of the quality of the information Kahn (2004).
Neel (2004) found that workers who reported having inadequate information about their own
position in the eyes of their foremen also reported dissatisfied than workers having a clearer

picture. Clarity of goals was associated with greater satisfaction with the tasks.

2.4. Rationale for Studying Organizational Climate

Organizations which are high-performing have climates with particular measurable
characteristics (Watkin& Hubbard, 2003). They go on to say that research has also shown how
organizationa climate can directly account for up to 30 per cent of the variance in key business
performance measures. This is supported by research that examined “the relationship between
how employees describe their work environments and the relative performance success of those
work environments’ (Wiley & Brooks, 2000). This research found that employees were more

“energized and productive” in work environments in which particular organizational and
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leadership practices were present (Wiley & Brooks, 2000,). According to these authors, the more
energized and productive the employees were, the greater customer satisfaction was and the
stronger the long-term business performance of the organization. A climate does make a
difference to an organization's performance because it indicates how energizing the work
environment is for employees. There is clearly more to an organization’s performance than an
energized employee or the presence of certain organizational and leadership characteristics.
However, productivity also depends on the morale which governs discretionary effort — the
willingness to ‘go the extra mile'. This is unforthcoming if workers feel insecure (Culkin, cited
in Gray, 2007). Organizationa climate can therefore be considered a key variable in successful

organizations.

2.5. Measuring Organizational Climate

It is impossible for managers to practice and implement organizational goas without
understanding organizational climate. Therefore measuring organizationa climateis crucial.

The majority of tools used to measure climate can be categorized into perceptual (subjective) or
objective categories. According to Hellriegel and Slocum (1984), the main difference between
these two methods is that the objective method does not depend on the individual’s perception of
the dimensions in the organization, subsystems and/or the external environment. Researchers
who focus on objective measures of organizational climate examine the objective properties of
organizations such as organizational size, levels of authority, decision-making authority, degree
of centralization and rules and policies. According to Hellriegel and Slocum (1984), even though
objective methods tend to be more accurate and reliable, they have at least three limitations.
Firstly, there is an abundance of variables that may be extremely specific, making interpretation
difficult. Secondly, these methods do not consider how organizational properties are related to
each other and to organizational functioning. The third limitation relates to the assumption that
objective properties affect organizational members indirectly.

Researchers who prefer perceptual measures of organizational climate contend that the
perceptions of organizational members should be measured because they provide a more

encompassi ng description of the concept.

Schneider and Hall (1972) presented Organizational Climate as a set of globa perceptions held

by individuals about their organizational environment. The sets of perceptions are basically the
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result of interactions between personal and organizationa characteristics. Organizational Climate
was imagined as a summary evaluation of events based upon the interactions between actual
events and the perceptions of these events.

The focusis on the active role the individual plays in perceiving organizationa characteristics. It
is important to note that dimensions are descriptive and not affective or evaluative, which
measures attitudes. Therefore for this research study the researcher used the perpetual
(subjective) method of measuring the organizational climates as the perception of the
respondents were subjectively measured via questionnaire.

2.6. Importance of Organizational Climate

A considerable amount of attention in the past 30 years has been concerned with the topic of
organizationa climate and its effect on employees behaviors in the organization (Andrews and
Kacmar (2001). Climate perceptions are seen as a critical determinant of individual behavior in

organizations.

Schneider and Hall (1972) note that climate perceptions emerge as a result of the employee’s
numerous activities, interactions, and other daily experiences with his’/her organization. They
further suggest that perceived climate may be related to a number of outcome variables, such as
individual job satisfaction, involvement in the job, and effort. Climate isimportant asit is seen as

influencing day-to-day job experiences.

Andrews and Kacmar (2001) reported data indicating that climate and effort and climate and job
satisfaction are related. In other words, employees who perceived a supportive climate in their
organization felt that their work situation facilitated their giving their best effort to their work,
while those employees who perceived their organizational climate as unsupportive perceived
their work situation as not conducive to their putting forth their best effort at work. Researchers
have invested a great deal of time and energy in trying to identify which organizational climate
factors have the most influence on managers perceptions of their organization’s commitment
and, thus, on how motivated they feel. Various studies (Ashkanasy, Wilderom, Peterson, 2000)
have looked at a variety of categories of managers in organizations in an effort to identify which

climate factors have the greatest influence on effort.

However, different studies of different managerial groups, for instance, marketing managers,

production managers, and finance managers have found that different sets of organizationa
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climate factors influence a particular group’s perceptions. Robert J. Lichtman (2007) for
example, cited that finance managers are more influenced by the degree to which their position
provided opportunities for chalenging problems and staying current in their fields more
important. He also concluded from his research that production managers perceptions were
found to be more influenced by the degree to which they perceived their jobs to allow them to
achieve established objectives.

The modern work environment is different from previous, as currently employees are demanding
more freedom and conducive organizational climate which the management must take into
account. Therefore, the current leaders must take care not only defining and creating conducive
physical work environment but also they must ater the management style that the current

employees demand.

2.7. Techniquesfor Improving Organization Climate
Open communication: there should be two-way communication in the organizations so that
employees know what is going on and react to it. When employees react to what is happening in
the organization the management can make proper decision based on the act of the employees.
Concern for People: The management has to show concern for the workers. It should work for
their welfare and improvement of working conditions and must be interested in human resource
devel opment.
Participative Decision making: The employees should be involved in goal setting and taking
decisions influencing their lot. They will feel committed to the organization and show
cooperative attitude.
Change in Palicies: The management can influence organization’s climate by changing policies,
procedures and rules. This may take time, but the change islong lasting if the employees seeit in
policies, procedures and rules as favorable to them.
Technological Changes: It is often said that employees resist changes. But where technol ogical
changes can improve the working conditions of the employees, the change is easily accepted.
There will be a better climate if the management adopts improved methods of work in

consultation with the employees.
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Provision of workable career ladder: Management should provide promotion opportunities for
their employees. This helps the management identify employees with exceptional performance to
promotion to higher positions, which encourage them for higher achievement in their units.

Trust: By establishing trust and openness between the management and the employees through
communication including frequent feedback in an organization, would help in keeping morale
high. Through communication, employees can raise problems that they encounter in the
workplace as well as problems relating to them as individuals. Prompt feedback can thus help

employees to know their strengths and weaknesses so that they can improve their performance.

2.8. Job Satisfaction
Without people organizations are ssimply empty buildings and unused equipments. It is people
who give them life, purpose, and meaning. Healthy and vibrant organizations are those with
healthy and vibrant workers. Happy and vibrant workers are productive workers; and productive

organizations are those with satisfied workers and conducive environment.

Realizing these, research on job satisfaction has began with the idea of * scientific movement’ or
‘Taylorism’ by Frederick W. Taylor (1911, which treats the human being as ‘ Economic-man’
where ‘“Money’ is the biggest motivator for job-satisfaction, although most of the debates about
this theories start with Maslow’ s theory of ‘Hierarchy of Needs' (1943). This view was criticized
by Elton Mayo& Associates (1924-33) during ‘Hawthorne Studies’ about the nature of human
being.

Currently employees’ job satisfaction is invaluable for productive organizations and to survivein
the competent environment asit is difficult to think productive employees who are not satisfied.
Different researchers and scholars has been defined job satisfaction in several ways. Among
many definitions given by scholars some are discussed in this section.

According to Fletcher and Williams, (2007) job satisfaction is the personal evauation of the job
conditions, the job itself, the attitude of the administration etc, or it is the consequences of the job
such as wages, occupational security acquired from the job.

Reichers (2006) defined job satisfaction as the phenomenon ascertaining the pleasure of the
employees and appearing when the qualifications of the job and the demands of the employees
match.
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Job satisfaction is complex phenomenon with multi facets; it is influenced by the factors like
salary, working environment, autonomy, communication, and organizational commitment.

Spector (1997) refersto job satisfaction in terms of how people feel about their jobs and different
aspects of their jobs. Ellickson and Logsdon (2002) support this view by defining job satisfaction

as the extent to which employees like their work.

Robbins and Judge (2007) believe that job satisfaction represent an attitude and not behavior.
They define job satisfaction as a positive feeling that an individual has about his/her job, based

on the evaluation of the characteristics of the job.

Robbins (2007) considers job satisfaction to be an attitude - an outcome that many managers
concern themselves with because it has possible links to productivity, absenteeism and turnover.

They define job satisfaction as the general attitude that an employee has towards hisg/her job.

From the definitions above, job satisfaction can be defined as the attitude or feeling that one has
about on€’s job that is either positive or negative. Hence someone who has a high level of job
satisfaction will have a positive feeling about his/her job, while someone who is dissatisfied will
have negative feelings.

2.9. The Theory of job satisfaction
Severa theories have been proposed concerning causes of job satisfaction. They can be loosely
categorized as i) Situational theories, ii) dispositional approaches and iii) Interactive theories
where only Situational and Interactive theories are separately discussed in the next section.

2.9.1. Situational Theoriesof Job Satisfaction

This theory sates that job satisfaction results from the nature of one's job or other aspects of the
environment. There are many situational theories of job satisfaction in literature of which the two
most important are elaborated in this study. These are Herzberg's two-factor theory and Job
characteristics model.

29.1.1. Herzberg's Theory

In the late 1950s, Frederick Herzberg, considered by many to be a pioneer in motivation theory,

interviewed a group of employees to find out what made them satisfied and dissatisfied on the
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job. There was an urgent need at the time for more and better insight about the attitudes of
people towards their jobs due to the prevalence of job dissatisfaction indicators such as strikes,

slow downs, and filing of grievances . Herzberg asked employees essential two sets of questions:

1. Think of atime when you felt especially good about your job. Why did you feel that
way?

2. Think of atime when you felt especially bad about your job. Why did you fed that way?

Herzberg argued that the factors that would lead to a satisfaction are often different from
those that would lead to dissatisfaction. This conclusion was based on a series of interviews
of workers. When asked to consider factors connected to a time when they felt satisfied with
their jobs, individuals generaly talked about intrinsic factors such as the work itself,
responsibilities and achievements which caled as “motivators.” Conversely, when workers
were asked to consider factors that led to dissatisfaction, most individuals discussed extrinsic
factors such as company policies, working conditions and pay that he called as “hygiene
factors.” Herzberg further found that intrinsic factors were more strongly correlated with
satisfaction, while extrinsic factors were more strongly correlated with dissatisfaction. Based
on these findings, Herzberg argued that elimination of hygiene factors from ajob would only
remove dissatisfaction, but not bring satisfaction. To bring out job satisfaction, the
organization must focus on motivator factors such as making the work more interesting,

challenging and personally rewarding.
2.9.1.2.Job Characteristics Model

According to Job Characteristic Model jobs which contain intrinsically motivating characteristics
would lead to higher levels of job satisfaction as well as other positive workout outcomes such as
enhanced job performance and lower withdrawal. This was model was introduced by Hackman
and Oldham [1976] and focuses on 5 core job characteristics.

Task Identity: -degree to which one can see one's work from beginning to the end. Task
identity encourages the feeling that the job is meaningful and worthwhile thus motivating the
employee to work smart.

Task significance: -refers to how important the job is and its impact on the organization and/or
to the externa environment. Hackman and Oldham (1974) has been defined it as the degree to
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which a job has a substantial impact on the lives or work of other people whether in the
immediate organization or in the external environment.

Autonomy: Hackman and Oldham (1974) explained that autonomy is the degree to which a job
provides freedom, independence and discretion to the employees in scheduling his or her work
and in determining the procedures to be used in carrying it out. It is the vertica expansion of
responsibility, the amount of decison making and independence alowed for employee.
Autonomy can motivate and enable employee to try new ideas and learn from consequences, and
expend their domain- relevant skills.

Feed Back: refers to the degree to which the work itself provides feedback for how the
employee is performing the job. Hackman and Oldham (1974) defined it as the degree to
which carrying out the work activities required by the job results in the employee obtaining
information about the effectiveness of his or her performance. Top management need to give
feedback to the employee so that they know which areas that need to be improved and it can lead
to better understanding of their work nature.

Several research directly testing the relationship between job characteristics and job satisfaction
of employees has produced consistently positive results. It has been shown that there is a
significant relationship between the situational variables of autonomy, feedback, skill variety,
task identity and task significance, and job satisfaction.

2.9.2. Interactive Theories

This theory of job satisfaction considers both personal and situational variables. The interactive
theories of job satisfaction comprises of Cornell Integrative Model, Locke's Value-Percept
theory and Adams' equity theory which are separately discussed below.

2.9.2.1.Cornell Model
Cornell Model develop by Smith(1969). Kendall and Hulin states that job satisfaction is
individual’s emotion associated with hisher job or affective responses developed toward
different dimensions of state of job. According to researchers, these emotions stem from
individual’s perception on difference between experience and expectation of reasonable and fair
response, in relation to current situation’s aternatives. Smith et a. are the first researchers who

discuss the definition of “frame of references” which isthe basis of their study.
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According to the model, job satisfaction is a function of the balance between the role inputs,
what the individua puts into the work role (e.g. training, experience, time and effort), and role
outcomes, including what is received (pay, status, working conditions and intrinsic factors). The
more outcomes received relative to input invested, the more job satisfaction would be, other
things remain constant. According to the Cornell Model the value individual put on input is
affected by opportunity cost of the inputs available in the market. In periods of labor oversupply
i.e. (high unemployment), the individua will perceive their inputs as less valuable due to the
high competition for few alternative positions, and the opportunity cost of their work role
declines (i.e. work role membership is less costly relative to other opportunities). Therefore, as
unemployment rises, the subjective utility of inputs falls- making perceived value of inputs less

relative to outcomes- thus increasing satisfaction.

Finally, the model proposes that an individual‘s frames of reference, which represent past
experience with outcomes, influenced how individuals perceive current outcomes received. The
fewer or less valued, the outcomes received in the past and as current employment opportunities
erode, the same outcomes per inputs would increase job satisfaction (i.e. more was received than
had been in the past). Again, the reverse scenario is aso true. Although the breadth and
integration of the Hulin model is impressive, direct tests of the model are lacking. One partial
test (Judge & Hulin 1993) of the model was not particularly supportive; therefore, more research
on it is needed.

2.9.2.2.Value Percept Theory

Locke (1976) value-percept theory presents different perspective on job satisfaction. He argues
that to great extent what satisfy individuals on their jobs are determined by their own values.
Note that here value is defined as that which one desires or considers important. That is to say,
many factors such as salary, promotion may play an important role on individuals job
satisfaction only when they are unfulfilled and valued by individuals. The value-percept model

can be summarized as follows:

Satisfaction = (want — have ) X importance or S=(V~P).Vi

Where S is satisfaction, V¢ is value consent (amount wanted) , P is perceived amount of the

value provide by the job and Vi isthe importance of value to the individual. Thus, value-percept
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theory predicts that facets importance moderates the relationship between facet amount and facet
satisfaction, but it does not moderate the relationship between facet satisfaction and generad
satisfaction. In other words, the whole is not as same as the sum of parts. Locke's theory is, to
some extent, similar to Vroom’'s EIV theory (1964). Both emphasize on the importance of facets
to individuals. Only if the job facet isimportant to the individual, the discrepancy between what
is wanted and what is gained is dissatisfying. However, there is one potential problem. How can
we explain why one wants a lot of money while it is not important to him? That reminds us that
what one wants and what one considers important are overlapped. We may not separate them

from each other.

2.9.2.3.Adams Equity Theory

Adams (1963) equity theory is an important theory based on the conception of social
comparison. ‘Social comparison is a process by which individuals compare themselves with
other people to arrive at a self-judgment’. According to Adams, individuals judge the fairness of
working conditions through comparing. They compare their input/output ratio with others in
order to assess whether they are treated fairly or not. Inputs are things that put into the job, such
as hours, working technology, working experience, diligence where as outputs are things that get
out from the job, such as payment, bonus, benefit, reputation, respect. Normally output has a
close relationship with payment. At the same time, they also evauate what they get in
comparison with what they expect. During the process of assessing, they make their own
conclusion whether they are fairly rewarded or not. There are three possible perceptions
according to their judgment. The first possibility, they perceive that they will be properly
rewarded in estimating the input/output ratio compared with others, in other words, they will be
fairly treated. The second possibility, they will be over-rewarded with the input/output ratio over
others'. If individuals will be properly rewarded or over-rewarded, they will be satisfied with
their jobs and their attitude to the jobs will be active. The third situation, they will be under-
rewarded with the input/output ratio under others'. That means they will feel inequity. Then, they
will feel dissatisfied with the jobs and be motivated to reduce the inequity. There are several
ways to reduce the inequity, by changing the input, such as less working time, or be lazy; by
changing the output, such as require more payment, more bonus, more respect; by changing the

comparison referents, they may choose another group which are less rewarded; by leaving the
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job; by changing the comparison referents' input or output. Through these aternative methods,

individuals reduce the inequity and finally get satisfaction from the jobs.

2.10. Measuring Job Satisfaction

The concept of job satisfaction is extremely broad because it includes al the characteristics of
the job as well as the characteristics of the work environment which employees find rewarding,
fulfilling and satisfying or which they find frustrating or unsatisfying (Ford & Walker, 2005).
Robbins (1998) concurs with the above, stating that an individua’s job involves more than only
the obvious activities associated with the particular job. It includes factors such as interacting
with colleagues, adhering to organizational policies and rules and achieving performance goals.
Hence an employee’'s assessment of higher level of satisfaction or dissatisfaction is a

multifarious summation of various job elements.

There are different ways of measuring job satisfaction in literatures. Paper-and-pencil tests,
critical incidents and interviews. The paper-and-pencil test is the most commonly used method
and involves scales that are standardized and tested using norms. The critical incident method
requires participants to recall incidents that were particularly satisfying and dissatisfying to them.
This method is extremely time-consuming. Interviews alow for in-depth questioning in order to
understand the causes and nature of job satisfaction and also offer respondents wider scope

regarding their responses.

This study defines job satisfaction as the feeling an individual has about hig’her job, and
therefore is concerned with measuring the affective aspect of job satisfaction. This was done by
including a number of statements in a questionnaire measuring job satisfaction. The respondents
were required to answer these statements by indicating the degree to which they agreed or
disagreed with them using a five-point Likert scale. The statements included in the job
satisfaction dimension are listed below:

+ | fed positive about my future in the organization.

+« | find my work interesting.

% | find my work challenging.

s | fed that the organization cares for its employees.

++ The organization retains its best employees.
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It is often believed that cognition causes affect, which causes behavior. However, these
components are closely related and difficult to separate (Robbins & Judge, 2007). Understanding
employees’ attitudes towards work outcomes such as job satisfaction is vital for organizations
because it gives them insight into how employees might behave. For example, if an employee
has a negative feeling (affect) about his/her job, this could result in him/her looking for
alternative employment (behavior). This attitude may lead to increased turnover and decrease the
organization’ s retention rate. Although the cognitive and behavioral components are important in
understanding attitudes such as job satisfaction, this research study did not include these

components.

211 Factor s Affecting Job Satisfaction
Job satisfaction is global concept which is determined by severa factors. Factors affecting job
satisfaction of employees are elaborated below.

2.11.1. Extrinsic Factors

Extrinsic job conditions are externa variables which are generally regarded as primary sources
of job dissatisfaction. These factorsinclude:

Salary: -According to Maslow’s hierarchy of needs theory (1943) salary is the basic need for
employees. Herzberg (1993) believes that salary belongs to hygiene factors and can prevent job
dissatisfaction. It will lead to severe dissatisfaction and ultimately demotivate if employees are
dissatisfied with salary. Salary is seen by many managers as a major motivators or at least an
important factors influencing employees' job satisfaction.

Supervision: - Supervision is the affiliation between leaders and subordinates. A synergistic
supervision is an appropriate instrument to enhance job satisfaction. It will establish open
communication, trust relationships, supervisory feedback and evaluation. Supervisors should
apply the appropriate strategies with their employee’s status and act accordingly (Herzberg 1993;
Hackman & Oldham 1976).

Working conditions: Working conditions are relevant to the environment impact, such as the
space for operating and resting, criticality of the job, the degree of required technology and skill;
equipments situation and so on. Working conditions are hygiene factors to prevent dissatisfaction
(Herzberg 1993). Locke (1976) finds that working conditions, which are compatible with the
individual’ s physical needs and work goals, are positively associated with job satisfaction.
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I nterpersonal relationship: - The theories of need such as Maslow (1943) and Herzberg (1993)
show that man are also a social animal. One of the most important needs is belongingness such
as love, both giving and receiving. Interpersona relationship play an important role in job
satisfaction for two reasons: first, good relationship improves people’ sinterest in staying at work
which can maintain high job satisfaction (Herzberg 1993); second, good relationship may lead to
positive intervention, which is proved to be the socia information people rely on to form their

attitudes towards jobs.

2.11.2. Intrinsic Job Characteristics

Intrinsic job characteristics are regarded as the core variables as well as motivators of job
satisfaction. Here we listed the main factors as follow:

Achievement
Achievement is one of main things people want from their jobs. That means people can get
satisfied when they get success (Herzberg, 1993).

Feedback

It is necessary to provide feedback for employees which allow them to know how well they are
doing their jobs (Herzberg, 1993). Feedback could be from supervisors, co-workers and
sometimes customers who get services from the organization. The effective feedback is specific
but its function is general especialy to job satisfaction. Feedback is closely related with respect
and recognition. Individuals at al levels of the organization want to be recognized for their
achievements on the job. A study conducted on job satisfaction, stress and burnout in Australian
specialist anesthetists shows that poor recognition is the major dissatisfying aspects of the job
satisfaction.

Responsibility and Autonomy

The job characteristic model (JCM) predicts that employees in autonomous or self-managing
works have higher levels of job satisfaction than in traditionally designed jobs. High autonomy
means that employees are trusted by the managers, and employees will trust the managers as

well, which makes employees be more satisfied with their jobs (Hackman & Oldham, 1976).
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Per sonal Development

According to Herzberg (1993), people report job satisfaction when they get promoted. In order to
maintain and improve job satisfaction, it is very important to have an open position to
employees. Even if there is no space for promotion, support employees by allowing them to
pursue further education, which will make them more valuable and more fulfilled professionally.
If the job gives employees an opportunity to become multi-skilled, employees’ job satisfaction
would increase. That is to say the more diversity of the job will reduce the likelihood of job
dissatisfaction. Agho (1993) reports that promotional opportunity, the potential for growth and
self-growth lead to a joyful workplace and a strong sense of accomplishment.

Work value

Employees tend to prefer to jobs that are meaningful, interesting and challenging. The higher
work value is; the higher job satisfaction will be (Hackman & Oldham, 1976).

Cooperation with other departments

This concept is associated with task interdependence, the degree to which the job has impact on
the work of others. Study show when other departments rely on work performed by the
employee, job satisfaction will be expected; while the employee relies on work flows from other

departments, it is negatively related to job satisfaction.

2.11.3. Individual Characteristics

Research suggests that certain personal or demographic variables have an influence on job
satisfaction in one way or another. The results of studies on work-related attitudes and/or
behaviors and job satisfaction indicated that personal variables influence job satisfaction

Truly, to a significant extent, job satisfaction is rooted in individuals personaities. Here the
researcher interested in the basic demographic characteristics ‘which have alikely target been for
sources of variation in job satisfaction’. Those individual variables associated with job

satisfaction are summarized as following:

Gender
Today’s work environment is characterized by diverse workforce, with increasingly more

women entering the labor market. Hence, for organizations to effectively manage this diversity

29



to ensure the optimal efficiency and performance of their employees, they need to identify how
men and women differ in their attitudes to work. The literature on the gender-job satisfaction
relationship is inconsistent, some studies indicate that males are more satisfied than females;
others find the converse to be true with women being more satisfied than men, while others again
find no difference in job satisfaction based on gender.

In Loscocco’s (1990) studies of job satisfaction and gender, female employees were reported as
demonstrating higher levels of job satisfaction than their male counterparts. According to
Loscocco’'s (1990) findings, women experience higher levels of job satisfaction because they
value rewards that are readily available, for example, relationships with co-workers. These
values are in contrast to what men value as they desire autonomy and financial rewards, which

are not asreadily available, resulting in lower levels of job satisfaction.

This point of view is in contrast to that of Clark (1997) who made use of a large-scale British
data set to investigate the relationship between gender and job satisfaction. He found that women
reported significantly higher levels of most kinds of job satisfaction than men, even when
individual variables such as values, which are important predictors of job satisfaction, were
controlled. This difference in job satisfaction is attributed not to women describing their jobs as
better than men’s jobs but rather to the fact that they have lower expectations. It should be noted
that this gender differential disappears for younger and more highly educated workers, those in
professional positions and/or who had mothers in professional positions as well as those working

in male-dominated work environments.

Other studies, however, have reported no significant difference in job satisfaction among male
and female employees. To illustrate this point, in a study conducted by Pors (2003) on Danish
and British library managers, no significant difference was found between males and females
levels of job satisfaction. Alavi and Askaripur’s (2003) finding in their research of Iranian
government personnel was that there was no significant difference between the male and female
employees.

The findings of Long (2005)supported the differences between males and females in the

perception of their organizational climate.
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Job Level
There are no adequate studies investigating whether job satisfaction increases with job level.
Although, there were few studies concerning the relationship between job level and job
satisfaction, thereis no agreement on the relationship between the two variables.

More recent research studies findings supported that there is a positive relationship between job
level and job satisfaction. Kline and Boyd (1991) postulate that employees at the higher levels of
the organization report higher levels of job satisfaction.

However, research conducted by Herman and Hulin (1973) found that there were only certain
dimensions of the job where higher level employees reported higher levels of job satisfaction.
Frances (1986), however, found that higher-level employees reported less satisfaction than lower

level employees.

Tenure
It is postulated that length of service in ajob may be an indication of employees’ levels of job
satisfaction (Oshagbemi, 2000). The rationale is simply that those employees who are less
satisfied with their jobs are likely to resign, whereas employees who are satisfied with their jobs
will remain in these positions. This is consistent with studies indicating a negative relationship
between job satisfaction and turnover and job satisfaction and absenteeism, thereby indicating a
higher average level of satisfaction by employees with longer tenure in a particular organization.

Oshagbemi (2000) conducted a study of university teachers in the UK, focusing on length of
service in their present university as well as length of service in higher education as awhole. He
found a positive correlation between overall job satisfaction and tenure among teachers who
remained with their present university. When considering overall job satisfaction and tenure for
teachers in higher education as a whole, job satisfaction scores are similar for the first two
decades, with progressive increases over the next two decades. The conclusion that can be drawn
from this study is that job satisfaction and tenure have a positive relationship. In a study
conducted in South Africa, Josias (2005) found an inverse relationship between tenure and job
satisfaction, which with inconsistent to the above findings. He found that employees who had
been with the organization for along time were less satisfied than employees who had been with

it for only a short period.
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Possible reasons for the various findings in studies on tenure and job satisfaction could be linked
to employees career stage, organizational hierarchy and acculturation. As employees reach the
end of their careers, they have achieved their professional goals and start to disengage as they
prepare for retirement and focus on persona rather than work goals. As personal goals become
more important to these individuals, professional achievements and recognition becomes less
significant. Modern organizations are characterized by flat structures that present few

opportunities for managerial advancement.

2.12. Theoretical Relationship Between Organizational Climate and Job
Satisfaction

The concept of organizational climate and job satisfaction has been long lasting in organizational
behavior discipline. Severa studies have been conducted to show the relationship between the
two constructs. Organizational climate focuses on organizational/institutional attributes as
perceived by organizational members, while job satisfaction addresses perceptions and attitudes
that people have towards and exhibit in their work. In their field experiments, Litwin and
Stringer (1968) created different climates, and discovered that these contributed to different
levels of employee satisfaction.

The results of a study by Friedlander and Margulies (1968)showed that organizational climate is
asignificant determinant of job satisfaction, reporting that individuals with different work values
were more satisfied in different work climates and that individuals' satisfaction with various
aspects of their work depended on certain combinations of climate components.

Hackman (1974) reported that organizational climates that showed an interest in their employees,
provided opportunities for them and recognized their accomplishments, resulted in ther
employees being more satisfied. In Ford’s study of industrial engineers, organizational climate
characteristics such as concern for the feelings of others impacted on job satisfaction.
Opportunities for employee advancement and development appear to be organizational
characteristics that have an influence on job satisfaction. A work environment that encourages
continuous learning and provides new opportunities influences job satisfaction. Brief (1998)
found that salary, benefits and advancement opportunities were components of organizational
climate that had a direct influence on job satisfaction. All these finding indicate there is positive

relationship between organization climate and job satisfaction.
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2.13. The Conceptual Frame Works of the Resear ch
The conceptual frame work for this study is rooted in the organizational climate model depicted
by Gerber (2003), which is built upon or related to the concepts described in this chapter.
This frame work is suitable for the current study as it explains the relationship between
organizational climate and important variables.
The frame work involves both constructs of organizational climate and job satisfaction and take
into account the relationship between the constructs. Gerber’s (2003) model depicts severa
influences on climate. These include both internal and external influences, which can be divided
into three categories, namely external, organizationa and personal influences. The way in which
individuals observe these influences (perceptions) and form feelings about them (feelings and
attitudes) are different from group to group.
However, this model is limited to internal factors involving organizationa and personal
variables. In this conceptual model the organizational climate dimensions and job satisfaction are
either positively or negatively perceived by organizationa and biographical variables. It is
theorized that these variables potentially affect the organization’s perceived climate categories
and employees job satisfaction. The frame work aso depicted those different organizationa
climate categories that can influence employees job satisfaction. In this conceptua model
organizational climate categories are independent variables whereas job satisfaction is dependent
construct.
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Organizational
Factors

*

Job level
*  Tenure

Organizational climate dimension
*  Training and development
* Communication
*  Performance management

*  Team work Job satisfaction
*  Salary package
*  Work load

*  Leadership

*  Administrative style
*  Quality of service
*  Role clarity

*  Rules, regulation and policy

Biographical variable

*  Gender

*  Level of Education

Fig2.1: Conceptua Frame works of the Research Model

Sour ce: Adapted from Gerber (2003)
However, when testing the perception of different respondents (group) on organizational climate

dimensions and employees job satisfaction, organizational variables (job level, tenure) and
biographical factors such as gender and educational level are considered as independent

variables.
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CHAPTER THREE

3. Research Methodology
3.1. Research Design

In this study cross-sectional study design with descriptive design were used. Cross-sectional

design is used when information is to be collected only once Malhota (1996).

Descriptive design focuses on phenomena of interest, which according to this study whether

junior officers, senior officers and management perceive their organizational climate differently.

3.2.  Sampling Techniques

The target populations in this research paper were junior officers, senior officers and
managements of ERCA. This implies that the populations under the study were not
homogeneous. Hence, a stratified sampling technique was used for this research paper. The
populations were stratified based on their job level as junior officers, senior officers and
managements. After stratification as junior officers, senior officers and managements, the
guestionnaires were administered to all the managements, where as ssmple random sampling
technique was used for senior and junior employees in whom every single element in the
population has a known and equal chance of being selected as a subject. The questionnaires were
distributed for al managements to avoid low respond rate as they were few in number. Stratified
sampling was selected because of the nature of population as the populations were in different
job positions, so that it was assumed that they perceive their organization’s climate different
way. Stratified sampling method as certified by Cooper and Schinder (2006), mainly help to: (a)
increase sample's statistical efficiency; (b) adequacy of data for analyzing the various sub
populations or strata; and the usage of different research methods and procedures for different
Strata.
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3.3. Population of the Study

The population of the study was from Ethiopian Revenues and Costumes Authority head office,
East Addis Ababa Branch, Arada Micro Tax Payers Branch and Addis Ababa no.1 Medium Tax
Payers Branch, with target population comprising of junior officers, senior officers and
managements of the Bureau. Convenience sampling method was used to select the branches
located in Addis Ababa. It is difficult to include branches located outside Addis Ababa, as it is
costy to undertake the study within a given time and economically infeasible for the researcher to

conduct the study outside the capital.

3.4. Determination of the Sample Size

The study was based the sample frame work of ERCA head office and its three branches. The
total populations of the research study in four areas were 1,317 of which 27 were managements
whereas 747 were junior officers and the rest 543 senior officers. In general the population of the

study was presented the in table 3.1 below.

Table3.1: Population of the Study

Gender No. Tota Junior officer | Senior officer | Management

male 682

BA 1159
Female 477
male 73

MA
Female 15 87 747 543 27
male 24

Diploma

Femae 45 71
Grand Total 1317

Sour ce: - ERCA’s Human Resource Department

It is very expensive in terms of money and time to collect data from all these employees, so that
the researcher has to determine sample which is representative for the total population. Yamane
(1967:886) provides a simplified formula to calculate sample sizes of finite population, which is

used to determine the sample size for this study paper.
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A 95% confidence level was assumed for this formula to determine the sample size, at e=0.05.

The sample size is determined by the following formula.

N
T TENE2
where n is the required sample size, N is the population size and e is the level of percision.
Applying the above formul a,

1317

n = ——————= 306.81=307 rounding nearest to the greatest integer. Hence the sample size
1+1317(0.05)2

for this research was 307 employees of Ethiopian Revenues and Customs Authority.

3.5. Method of Data Collection

Secondary and primary data were used to conduct this research paper.

3.5.1. Collection of Secondary Data

Secondary data was collected from the organization’s web site, brochures, documents and news
which are printed monthly by the Ethiopian Revenues and Customs Authority. The ERCA prints
different brochures and news concerning different issues such as employees turn over, the

organization’s performance and issues concerning rules and regulation of the bureau.

3.5.2. TheQuestionnaire

Survey research method was used for this study through the distribution of copies of
guestionnaire to collect necessary information from respondents. The questionnaire has two main
sections, the first part comprising 5 questions dealing with respondents’ profile of biographical
and organizationa variables, where as the second, which cover the major area of this study

comprises of fifty two measuring questions under different 12 categorical dimensions.

3.5.3. Distribution and Collection of the Questionnaire

Copies of the questionnaires were distributed to collect necessary information from respondents.
The researcher used one structured questionnaire for all junior officers, senior officers and
managements and presented personally to the respondents to gather the data. Thus, this enhanced
uniformity of response bearing in mind the degree of variations in perception of what the

organizationa climate is. The respondents have a number of aternative options with structura
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guestionnaire from which they must choose the one that most closely approximates their view.
The value of the study and the instructions were explained to the subjects. Respondents were
requested to complete the questionnaires which were collected personally by the researcher from
individual respondents which ensured a high return rate and encouraged freedom of expression

from the respondents.

The guestionnaires were distributed to the employees of the selected 3 branches and head offices
located in Addis Ababa. It took about two weeks, from April 8/2015-April 23/2015 to distribute
and collect the questionnaire from the respondents.

The status of the questionnaires was followed via phone and by physical visiting and a pre-test
was conducted before actual data collection using small representative sample to find out
whether the questions are properly being filled. The researcher collected the questionnaire from
few respondents and make sure whether it was correctly filled or not by the participants. Clarity
of wordings in view of respondents’ level of understanding was checked on the pre-test to avoid

misunderstanding of the questions.

3.5.4. DataProcessing and Analysis
Five-point Lickert scale was used in the design of the questionnaire. There is no established
number of categories that deemed optional for lickert scaling. In practice, a scale of five

categories which was applied in this study isatypical.

SPSS version 20 computer soft ware program was used. First the responses of the participants
were coded in Excel spreadsheet and then exported to SPSS to analyze the findings. After
exporting to SPSS, the raw data concerning the respondents' demographic and organizational
variables were depicted using different graphs. After the respondents profile was presented, the
organizationa climates and job satisfaction variables were processed using descriptive statics
and inferential statics such as correlation, analysis of variance (ANOVA) and T-test. The
descriptive statics parts of the variables were analyzed using means, standard deviation, and
percentage whereas hypotheses of the study were tested using correlation, analysis of variance
(ANOVA) and T-test. To determine the relationship between organizational climate and job
satisfaction correlation statics was used, whereas ANOVA and T-test were used to test the
significant mean differences between/ among respondents views on organizational climate
variables and their job satisfaction level.
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CHAPTER FOUR

4. Results Presentation, Analysisand | nterpretations

4.1. Introduction

The Ethiopian Revenue and Customs Authority came into existence on 14 July 2008, by the
merger of the Ministry of Revenue, Ethiopian Customs Authority and The Federa Inland
Revenue Authority who formerly were responsible to raise revenue for the Federal government
and to prevent contraband. According to article 3 of the proclamation No. 587/2008, the
Authority is looked upon as "an autonomous federal agency having its own legal personality”.
The reasons for the merge of the foregoing administrations into a single autonomous Authority
are- providing the basis for modern tax and customs administrations ,to cut through the red tape
or avoid unnecessary and redundant procedures that results delay and are considered cost-
inefficient and to be much more effective and efficient in keeping and utilizing information,
promoting law and order, resource utilization and service delivery are some the reasons that

initiate the authority re-establish in the new form

4.2. Objective of the Authority
The Authority has the following main objectives.
& To establish modern revenue assessment and collection system; and provide customers
with equitable, efficient and quality service,
& To cause taxpayers voluntarily discharge their tax obligations,
& To enforce tax and customs laws by preventing and controlling contraband as well as tax
fraud and evasion,
& To collect timely and effectively tax revenues generated by the economy;
& To provide the necessary support to regions with a view to harmonizing federal and
regional tax administration systems.
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4.3. Vision, Mission and Values of ERCA

& Vision - To be aleading, fair and modern Tax and Customs Administration in Africa
by 2020 that will finance Government expenditure through domestic tax revenue
collection.

% Mission - contributes to economic development and social welfare by developing a
modern Tax and Customs Administration that employs professional and highly
skilled staff who promote voluntary compliance amongst individuals and businesses,
and take swift action against those who do not comply.

& Vaues - ERCA understands its customers and their needs, treat them with trust and
respect and help them to meet their obligations. It acts with integrity, transparency
and professionalism, and enforces customs and tax related laws. It work closely with

stake holders and ensure the participation of women.

4.4. TheResponse Rate of the Questionnaire

The gquestionnaire administered to the respondents, returned and the percentage of returned
guestionnaire was analyzed in the table 4.1 below.
4.1: Summary of Questionnaire Administered, Returned and Analyzed by Group

Job level of the employees | Copies of | Returned questionnaire | Percentage of
Questionnaire Returned
Administered Questionnaire
Junior Officers 159 126 79.25
Senior officers 121 107 88.43
Managements 27 16 59.25
Total 307 249 81.11

Sour ce: - Questionnaire survey by the Researcher
The above table indicates the questionnaires administered to and returned by the respondents
based on their job-level. As one can see from the table 4.1, 159 questionnaires were administered
to junior officers of which 126 (79.25%) were returned. In the similar way 121 questionnaires
were administered to the senior officers and 107 (88.43%) were returned whereas 27
guestionnaire were distributed to managements and only 16 (59.25) were returned. The response
rate of senior officers was the highest (88.43%) followed by junior officers 79.25% where as the

response rate of the managements was the lowest (59.25%).
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4.5. Socio-Demographic Profile of the Respondents

The biographical variable that is presented in this research is gender and marital status of the
respondents whereas the organizationa variables are job level/position/, educational level and
tenure of the employees which are depicted and discussed by graph in the following sections.

Fig 4.1: Demographic Profile of the Respondents
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105 M Marital status single
100 - —
126 107 W Marital status Maried
[ |
50 - 77— 4-1» i Level of education BA
. M Level of education DIP
0 J - N I .
° o % 5 < a <§( v v 2 M Level of education MA
= = — Q Q C
S g £ 5 e e o @ m Job level/position/ Junior officers
s 7] = 5 %5 &
5 5 oo Job level/position/ Senior officers
9 o o
5, § g m Job level/position/ Managements

Source: Researcher’s Survey Result

45.1. Gender of the Respondents

Asit is depicted in the figure above, majority of the respondents 57.8% (n=144) were men where
as female respondents were 42.2% (n=105).

45.2. Marital Status of the Respondents

With regards to the marital status of the participants, as depicted in the figure 4.1 above ,
majority of them were single comprising 172 (69.1%) of the total respondents. On the other
hand 77 (30.9%) of the participants were married. Thisimplies that most of the employees of the
bureau were young who are in the productive age group.

This is due to the fact that most of the aged and experienced employees leave the bureau and
fresh university graduates join it, implying the bureau could not retain its experienced

employees.
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4.5.3. Educational Level of the Respondents

As one can see from the above graph bachelor holders were so many in number 87.6% (n=218)
followed by masters holders 8.8% (n=22) while diploma holders were the least 3.6% (n=9). The
main reason for fewness of the diploma respondents was, in the organization under the
consideration most diploma holders where below either junior officers or a senior officer which

isthe focus of the researcher as the employees were stratified based on their job level.

4.5.4. Job Leve of the Respondent

Job level is another organizational variable which is considered in this research. The researcher
included the job level in the study to see where there is difference in the perception of
organizational climate among junior officers, senior officers and managements in Ethiopian
Revenues and Customs authority.

The result from the graph indicates that the majority of the respondents 50.6% (n=126) were
junior officers, whereas 43% (n=107) were senior officers. The rest which depict small number

of the participants were managements 6% (n=16).

45.5. Tenureof the Respondents

Tenure is one the organizational variable which is measured by the length of the service year of
employees in certain organizations. The graph below depicts the tenure of employeesin ERCA.

Asitisillustrated in figure 4.2, the mgjority of the subjects worked for the organization for 1to 5
years, comprising 73.1% (n=182) of the total participants. Forty five (45) respondentsi.e. 18.1%
has been with organization for 6 to 10 years, whereas only 7.2% (n=18) were worked in ERCA
for 11-15 years. Among the participants 1.6% (n=4) were worked in the organization for more

than 15 years which constitute very few number of the respondents.
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Fig.4.2: Tenure of the Respondents
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Sour ce: - Researcher’s Survey Result

This indicates that majority of the employees in the organization have service year for 1 to 5
which in turn indicate the existence of high turnover in the concerned organization. In general
the results suggest that there was uneven spread across the tenure categories of the subjects in
ERCA.

4.6. Reliability of the organizational Climate Variables (OCV)

Before seeing different analysis results of OCV, it is indispensable to make sure whether the
variables measure what they stand for to measure. Reliability is the measurement of internal
consistency of the variables. In this research paper Cronbach’s Alpha, using SPSS version 20
was used to measure the reliability of the variables. The scale measurement of Cronbach Alpha
was depicted in the table 4.2 below.

The Cronbach’s Alpha coefficients for each variable range 0.884 to 0.895 for al 52 items under
the consideration, whereas the total value is 0.89 as presented in the table 4.2. If the total valueis
above 0.7, the scale is deemed to be a reliable measure for examining the sample Pallant (2001),
cited in Monia Lola(2008). This indicates that the items of this study have internal consistencies
asthey lied above the recommended cutoff.
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Tabled.2: Scale Reliability of the Variables

S/no | Variables Cronbac
h Alpha
1 The organization provides me necessary training for doing my job .888
2 The organization provides me with training opportunities based on my job and | 887
profession
3 Necessary information and training is provided for new employees. .888
4 | believe that | have the opportunity for career advancement .886
5 | am satisfied with the opportunities with career devel opment .886
6 Clear promotion criteria are available in the organization .886
7 | receive all information required to carry out my job .885
8 My immediate leader carefully listens his/her employees concern .886
9 The organization spends too much time on unessential issue/problems 891
10 The organization supports honest two-way communication .884
11 The organization’ s strategy has been clearly communicated to the employees .885
12 My immediate leader regularly provides me with feedback concerning my | 8gs5
performance
13 | am satisfied with the way my work is evaluated .892
14 My performanceis evaluated as per personnel policies of the organization .885
15 | am satisfied with the recognition given to my good work .884
16 Good work results are readily noticed and awarded .885
17 My team focuses on fixing the problem rather than blaming people .886
18 My team members help me whenever | ask them .887
19 | feel needed in my team .886
20 My team members participate in decision making .886
21 | solve problems with my team .886
22 | am fairly paid for my position .887
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23 | am satisfied with my salary package .887
24 My salary packageisfair in comparison with ssimilar positions in the market 888
25 Jobs that do not pertain to me are sometimes allocated to me .890
26 | am often overloaded with work because my colleagues do not properly do | 892
their jobs
27 Jobs gllocated to me do not often match with my educational level and my | 893
experience
28 The work load allocated to meis not fair with the available time .892
29 My immediate leader sees and positively responsesto issues | raise to him/her | .885
30 The management style of my immediate leader is generally participative .886
31 My immediate leader reflects strong leadership skills .886
32 My immediate leader positively responses to customers .887
33 My immediate leader is knowledgeable and handles well his’her work .885
34 Employees spend too much time in meetings .895
35 Time spent in meetings keep me away from doing my best on the job 894
36 | benefit alot from the meetings of the organization .887
37 | have clear goals and objectives for my work .887
38 The organization provides me with clear job description .887
39 | am clear about my priorities at work .888
40 | am proud of the quality services the organization provides .886
41 | am proud of the quality of the services my department provides .886
42 This organization has quality standards in providing services .885
43 Fast and quality service providing employees get recognition and promoted 886
44 The organization has clear rules, regulations and policies .887
45 Employees fear of rules and regulations sometimes leads to delays in decision | 890

making
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46 I know well the rules, regulations and policies of the organization .887
47 The risky nature of some rules and regul ations |eads empl oyees turn over .893
48 | find the organization cares for its employees .886
49 | find the organization retains its best and experienced employees .886
50 | find my work interesting .886
51 | find my work challenging .890
52 | feel my future in the organization is bright .884

Total 0.89

Source: Researcher’ sSurvey Result

4.7. Descriptive Statics of the Organizational Climate Variables
In the analysis to make the interpretations understandable, the mean scores are converted into

percentage scores using the formula, (Rao and Abraham, 1991) cited in Mulatu Takele (2013):
climate percentage score = (Mean value-1) x 25; where the score 1 corresponds to 0%, 2
represents 25%, 3 corresponds to 50%, 4 represents 75% and 5 represents 100%. The percentage
indicates the degree at which the particular items exist in the organization under the
consideration.

It is certainly desirable for the organizations to have percentage scores at least above 50%
(average) on each item to say it has moderate organizationa climate. As Rao (1991), cited
Mulatu Takele (2013), if the bureaus score 60% and above they reasonably do have a good
developmental climate, and if they score 75% and above there is a good degree of improvement
desirable in the bureaus and presumed that at this level there are conducive climates and most
employees have positive attitudes towards their work and to the bureau. The descriptive statics of
all dimensions with their measurement was explained in the following sections of this study.

As it isindicated in the table 4.3 below, the percentage score result of descriptive statics for
training and development dimension ranges 34.24% to 49.8%. The items ‘the organization
provides me with training opportunities based on my job and profession’ is poorly supported by

the magority of the respondents (32.24%) with mean score 2.37 and standard deviation
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1.17 followed by the statements ‘the organization provides me necessary training for doing my

job’ 34.54% with mean score 2.38 and standard deviation 1.21.

Table 4.3: Descriptive Staticsfor Training and Development

_— Std.

Items Description N Mean Deviation Percent
The organization provides me necessary training for
The organization provides me with training
opportunities based on my job and profession 249 | 2.37 117 34.24
Necessary information and training is provided for
new employees. 249 293 1.24 48.29
L\g\? aln eé/eerrtlrg | have the opportunity for career 247 299 113 498
| am satisfied with the opportunities with career
development 248 2.78 1.09 44.56
Clear _ prqmotl on criteriaare available in the 246 205 114 48.68
organization
Overall average score 2.73 0.78 43.36

Sour ce:- Researcher’s Survey Result

Under training and development dimension, the statement ‘I believe that | have the opportunity

for career advancement’ was dlightly supported by the respondents (49.8%) with mean score
2.99 and standard deviation 1.13, in comparison with other items (see table 4.3) above. The tota

percentage score under this dimension is 43.36% with standard deviation 0.78 which is below

average. In genera the analysis of all items under training and development indicates very low

score so that the bureau has to improve the situation to have optimal and conducive climate.

Table 4.4: Descriptive Statics for Communication

Items Items Description N Mean | Std. Devn | Percent
| receive all information required to carry out my job 246 | 3.15 1.088 53.86
My immediate leader carefully listens hisher employees| 247 | 3.49 1.17 62.15
concern
The organization spends too much time on unessential | 248 | 3.15 1.22 53.83
issue/problems
The organization supports honest two-way communication 247 | 3.15 1.04 53.64
The organization’'s strategy has been clearly communicated to | 246 | 3.24 1.09 56
the employees

Overall average score 3.24 0.71 55.9

Sour ce:- Researcher’s Survey Result
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The descriptive statics for communication dimension indicates that the total respond of the
employees nearly exceed the percentage average score (50%), which at least one organization
has to possess. As it is shown in the table the overall score for communication dimension is
55.9%. Among the measurements of communication presented, the mgjority of the respondents
disagree with the statement ‘the organization supports honest two-way communication’
(53.64%) with mean score 3.15 and standard deviation 1 where as they relatively agree with the
‘idea my immediate leader carefully listens hisher employees concern’ 62.15% with mean
score3.49 and standard deviation 0.71.

Table4.5: Descriptive Staticsfor Perfor mance M anagement

Items N Mean Std. Devn Percent

My immediate leader regularly provides me | 246 3.24 1.13 55.89
with feedback concerning my performance
| am satisfied with the way my work is| 246 2.83 2.22 45.73
evaluated
My performance is evaluated as per personnel | 248 291 1.15 47.78
policies of the organization
| am satisfied with the recognition given to my | 249 2.66 12 41.47
good work
Good work results are readily noticed and | 248 2.31 1.22 32.66
awarded

Overall average score 2.79 0.99 44.73

Sour ce: Researcher’s Survey Result
The descriptive result analysis of the above table indicates that the total percentage score for
performance management variables is 44.73%, which is below average that at least an
organization has to possess. Among items of performance management variable dimension, the
idea ‘my immediate leader regularly provides me with feedback concerning my performance’
has highest percentage score, 55.89%, mean 3.24 and standard deviation 1.13, where as the
statement ‘good work results are readily noticed and awarded’ is not supported by majority of
the respondents (32.66%) with mean 2.31 and standard deviation 1.22. In genera careful
analysis of table 4.5 indicates the existence of poor perception of the employees toward the

bureau which must be taken into consideration by the concerned parties.
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Table 4.6: Descriptive Staticsfor Team Work

Items description N Mean Std. Deviation | Percent
My team focuses on fixing the problem | 247 3.69 1.021 67.31
rather than blaming people
My team members help me whenever | | 247 3.98 0.82 74.6
ask them
| feel needed in my team 247 3.75 0.897 68.83
My team members participate in | 247 3.64 1.06 65.89
decision making
| solve problems with my team 246 3.90 0.93 72.46
Overall average score 3.79 0.73 69.8

Sour ce: Researcher’s Survey Result
Each analysis in the above table 4.6 shows those items that measure team work variable
dimension has percentage score ranging 65.89% to 72.46% indicating the existence good climate
when considering individual items. The statement ‘my team members help me whenever | ask
them’ has highest percentage score 74.6% with mean 3.98 and standard deviation 0.82, where as
the items stating ‘my team members participate in decision making' has the lowest percentage
score 65.89% ,with mean 3.64 and standard deviation 1.06. Thisimplies that the existence of low
participation in decision making by the employees in the bureau.
The overall average score of this dimension is 69.8% indicating positive perception of the
climate on the dimension under consideration.
Table4.7: Descriptive Staticsfor Salary Package

Items description N Mean | Std. Deviation Percent
| am fairly paid for my position 248 2.46 1.28 36.39
| am satisfied with my salary package 246 2.33 1.25 33.23
My salary package is fair in comparison | 244 2.46 1.23 36.48
with similar positions in the market

Overall average score 242 1.41 35.43

Source:-Researcher’ s Computation of Questionnaires
The overal percentage score for salary package variables is 35.25%, mean 2.41 and standard
deviation 1.41, indicating very poor satisfaction of participants with the salary the organization
paid for them. Comparisons of item by item for salary package variable indicates that
respondents were dlightly satisfied with the idea ‘my salary package is fair in comparison with
similar positions in the market (36.48%) with mean score 2.46 and standard deviation 1.23.

49



Therefore the organization has to critically view this dimension as its overal score is by far
below average. Summing up, urgent adjustment is necessary concerning the salary as
respondents were poorly satisfied. This may be due to the work nature and work load did not
match with the salary the position requires.

Table 4.8: Descriptive Staticsfor Work L oad

Items description N Mean | Std. Deviation Percent
Jobs that do not pertain to me are sometimes 46.96
allocated to me 247 | 2.88 11
| am often overloaded with work because my
- 248 | 2.56 1.14 39.01
colleagues do not properly do their jobs
Jobs allocated to me do not often match with my
educational level and my experience 249 | 259 1.25 39.86
The work load allocated to meisnot fair with the
. . 245 | 2.90 1.24 47.55
availabletime
Overall average score 2.73 0.86 43.33

Source:-Researcher’ s Computation of Questionnaire

The descriptive statics result of item by item for work load variable range 39.01% to 47.55%,
with mean score 2.56 and standard deviation, 2.90 respectively, where as the overall percentage
score is 43.33% with mean 2.73 and standard deviation 0.86. Mgority of the subjects were
agreed with the idea ‘the work load alocated to meis not fair with the available time' with score
47.55%, mean 2.90 and standard deviation 1.24. Hence, the organization had better improve the
work load by taking necessary action.

On the other hand, maority of the respondents disagreed with the idea ‘| am often overloaded
with work because my colleagues do not properly do their jobs scoring 39.01% with mean 2.59
and standard deviation 1.25.
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Table 4.9: Descriptive Staticsfor Leadership

Items Description N | Mean [S)tgv Percent
My immediate leader sees and positively responses to issues |
: . 249 | 3.50 1.2 62.45
raise to him/her
The management style of my immediate leader is generaly
L 248 | 3.46 1.13 61.49
participative
My immediate leader reflects strong leadership skills 249 | 320 | 1.13 55.02
My immediate leader positively responses to customers 249 | 3.69 1.0 67.17
My immediate leader is knowledgeable and handles well hig/her
247 | 3.47 114 61.84
work
346 | 0.93 61.57

Overall average score

Sour ce: Researcher’s Survey Result

The descriptive statics result for leadership variable indicates that all items under the dimension

positively perceived by the participants. The total percentage score for this dimension is 61.57%,

mean 3.46 whereas the standard deviation is 0.93, al rounding to the nearest hundredth, which

indicate the existence of good developmental climate for this variable.

Item by item score indicates that the statement ‘my immediate leader positively responses to

customers was supported by large number of the respondents with percentage 67.17%,

3.69mean and standard deviation 1, whereas the idea ‘my immediate leader reflects strong

leadership skills' was poorly supported by the respondents with score 55.02%, mean 3.20 and

standard deviation 1.13. In general the research result on leadership variable revealed the

existence of positive support by majority of the respondents.

Table 4.10: Descriptive Staticsfor Administrative Styles

Items description N Mean Std. Deviation | Percent
Employees spend too much time in meetings 249 3.23 1.23 55.82
Tlme spent in meetings keep me away from 249 3921 118 5522
doing my best on the job
I beneflt_ a lot from the meetings of the 247 261 199 40.18
organi zation

Overall average score 3.02 0.77 50.5

Sour ce: Researcher’s Survey Result
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The total score for administrative style result is 50.5% which is around average. The item
‘employees spend too much time in meetings has percentage score (55.82%) implying
existence of long time meeting, whereas the ‘idea | benefit a lot from the meetings of the
organization’ has the poorest score (40.18%) so that the bureau has to see its meeting process
and make appropriate adjustments.

Table4.11: Descriptive Staticsfor Role Clarity

Items Description N Mean | Std. Deviation Percent
| have clear goals and objectives for my work | 549 381 0.96 70.18
The organization provides me with clear job
description 249 3.01 1.28 50.30
| am clear about my priorities at work 246 3.69 1.02 67.18
Overall Average Score 3.50 0.83 62.5

Sour ce: Researcher’s Survey Result
The overall percentage, mean and standard deviation score for role clarity variable is 62.5%, 3.50

and 0.83 respectively, which indicates the existence of good climate for this dimension. The item
‘I have clear goals and objectives for my work’ shows existence of good climate for this
particular item 70.18%, where the idea ‘the organization provides me with clear job description’
was supported by fewer respondents. ‘1 am clear about my priorities at work’ item has also good

score (67.18%). However, the bureau has to reconsider provision of job description for its

employees.

Table 4.12: Descriptive Staticsfor Quality of Services

Items Description N Mean | Std. Devn Percent

| am proud of the quality services the organization
provides 249 2.73 112 43.27
| am proud of the quality of the services my
This organization has quality standardsin
providing services 248 2.76 114 44.05
Fast and quality service providing employees get
recognition and promoted 248 251 123 37.70

Overall Average Score 2.75 0.93 43.75

Sour ce: Researcher’s Survey Result

As indicated in table 4.12, al items under service quality variable have below average score

indicating poor satisfaction with service provided by the organization, ranging 37.70% to 49.9 %
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and with the overall score 43.75%. The statement ‘fast and quality service providing employees

get recognition and promoted’ was poorly supported by the subjects where as ‘| am proud of the

quality of the services my department provides was relatively supported with percentage score

37.7% and 49.9% respectively.

Table 4.13: Descriptive Staticsfor Rules, Regulations and Policies

Description of items N | Mean | Std. Dev | Percentage

The organization has clear rules, regulations and policies 047 | 3.4 1180 60.93
Employees' fear of rules and regulations sometimes leads
to delaysin decision making 248 | 3.53 1.159 63.21
| know well the rules, regulations and policies of the
organi zation 249 3.52 1.008 63.05
The risky nature of some rules and regulations leads
employees turn over 248 | 3.68 1.163 66.94

Overall Average Score 3.54 0.78 63.56

Sour ce: Researcher’s Survey Result

The idea ‘the risky nature of some rules and regulations leads employees turn over’ was

supported by large number of employees while the statement ‘the organization has clear rules,

regulations and policies was poorly supported, with percentage core, 66.94%, 60.93 %, the

mean and standard deviation 3.68 and 3.44 respectively. Reviewing of table 4.13 aso indicates

the total percentage score for rules, regulation and policy variables is 63.56% with mean and

standard deviation 3.54 and 0.78 respectively indicating the existence of good climate for this

particular variable.
Table 4.14: Descriptive Statics for Job Satisfaction

Items description N Mean SD | Percentage

| find the organization cares for its employees 249 2.36 1.30 |33.9

| find the organization retains its best and experienced 248 544 132 | 3599

employees

| find my work interesting 249 1.29 | 55.02

| find my work challenging 249 3.54 1.10 | 63.55

| feel my future in the organization is bright 248 2.80 140 | 45.06
Overall Average Score 2.87 0.95 |46.76

Sour ce: Researcher’s Survey Result

The items ‘I find my work challenging and | find my work interesting’ with the

percentage score 63.55 and 55.02 were supported by majority of the participants under job
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satisfaction variable with mean score 3.54, 3.20and standard deviation and 1.10, 1.29
respectively. On the contrary ‘I find the organization cares for its employees and | find the
organization retains its best and experienced employees were poorly supported with percentage
score 33.94% and 35.99% respectively. Hence, the authority has to care for its experienced best
performing employees and must pave the way in which it can retain them.

Table 4.15: Descriptive Statics by Job L evel of the Respondents

Junior Officers Senior officers M anagement
Dimensions Mean Percentage Mean Percentage Mean

score score Score Percentage
Eggggrﬁ”aﬂt 2.82 4551 253 38.25 3.42 60.57
Communication 3.32 58.09 3.08 52.11 3.55 63.75
fﬂe;;‘;rgrgr?]”:n‘i 297 49.13 255 387 3.01 50.31
Team Work 3.89 72.18 3.65 66.32 3.99 74.69
Salary Package 2.39 34.63 227 31.68 3.63 65.62
Work Load 2.78 44.56 2.68 42.04 27 4258
Leadership 3.43 60.73 3.42 60.47 4.04 75.94
Administrative styles 3.03 50.71 3.02 50.39 2.94 484
Role Clarity 3.68 66.91 33 57.44 35 62.5
Quality of Service 2.85 46.28 259 39.78 4.01 66.98
E;'iﬁgegu'a“ onsand | 5 g 62.2 3.58 64.39 373 68.13

Overall score Total 3.16 53.75 2.98 49.25 3.45 62.55

Job Satisfaction 3.06 51.61 2.6 40.11 3.09 52.19

Sour ce: Researcher’s Survey Result
The research result of the three groups of respondents revealed that, descriptively the participants

in different groups perceived their climate in different ways. Junior and senior officers highly
supported the team work variable than any other dimensions. On the contrary, the leadership
variable was highly supported by the managements than any other dimensions with mean 4.04
and percentage score 75.94% implying the existence of good developmental climate for this
particular variable as perceived by the managements. Besides careful comparison of the groups
perception indicates, the management group highly supported the existence of good climate in
nearly all dimensions in the bureau. In similar way junior officers positively perceived the
climates than senior officers. Comparatively senior officers negatively perceived nearly all

variables than junior officers and managements. Junior officers and senior officers were poorly
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satisfied with salary package, with mean 2.39 and percentage score 34.63%for juniors and mean
2.27, percentage 31.68%for seniors. As one can easily see from the above table, five dimensions
were perceived below average score i.e. below 50% by junior officers which is the minimum
score one organization has to possess. Salary package (34.63%), work load (44.56%), Training
and development (45.51%), quality of services (46.28%) and performance management
(49.13%) were the dimensions with minimum score as perceived by junior officers. Salary
package was very poorly supported by senior and junior officers indicating the subjects were
totally unsatisfied with the salary the organization paid for them.

On the other hand, six dimensions comprising of salary package (31.68%), training and
development (38.25%), performance management (38.7%), quality of service provided by the
bureau (39.78%) , job satisfaction (40.11%) and work load (42.04%)variables were negatively
perceived (below average) by the senior officers. The comparison of the groups indicates that
many of the dimensions were negatively perceived by senior officers (6 dimensions) and junior
officers (five dimensions). The dimensions perceived below average (50%) by the senior and
junior officers were similar except job satisfaction variable, which junior officers perceive
moderately where as senior officers poorly perceived.

The overall score of the dimensions indicates the existence of un conducive climate with mean
2.98 and percentage score 49.25 for senior officers whereas around average for junior officers
with mean 3.16 and percentage score53.75. On the contrary, the overall score of the dimensions
for the management group indicates the existence good developmental climates with mean 3.50
and percentage score 62.55%. This implies the bureau has suitable climates for managements
where as it has unsupportive climate for senior officers and around average for juniors.
Therefore, there is an urgent need to improve organizationa climate elements in the bureau
namely for senior officers and junior officers, so that, the top management’s relentless effort is
very vital to bring about dynamic change. To Sum up, the descriptive statics of table 4.15
indicates the perception of the subjects toward the variables differ among the participants.

4.8. Testing the Hypotheses

4.8.1. Hypothesesfor Relationship Between Organizational Climates and Job Satisfaction
In this section, the hypothesized statements are statistically tested and interpreted using different

statistical techniques. For Correlation, as it is bivariate measure of association (strength) of the
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relationship between two variables, the Pearson's moment-product ‘r’ being the most common
measure was adopted. It varies from O ‘random relationship’ to 1 ‘perfect positive linear
relationship’ or -1 ‘perfect negative linear relationship’. The significance of each correlation
coefficient is also displayed in the correlation table. The significance level or p-value is the
probability of obtaining results as extreme as the one observed. If the significance level is very
small (less than 0.05) then the correlation is significant and the two variables are linearly related.
If the significance level is relatively large (for instance, 0.50) then the correlation is not
significant and the two variables are not linearly related. Rowntree (1987) formed guidelines for
interpreting the correlation value indicated in the following table.

Table 4.16: Guide lines for interpreting correlation

Range Remarks

0-0.2 Very weak, negligible
0.2-04 Weak, low
0.4-0.7 Moderate
0.7-0.9 Strong high
0.9-1.0 Very strong, very high

Source: - ISSN: 22247610 (p. 15)
Depending on Rowntree (1987) guide lines, the researcher has presented and interpreted the
research question and hypothesisin the following section.

Hypothesis:
Ho- There would be no positive significant relationship between employees' job satisfaction and

organizational climate in ERCA.

H1l. There is positive significant relationship between employees job satisfaction and
organizationa climatein ERCA.

The correlation coefficient of organizational climate and employees job satisfaction is
presented in the table 4.17 below. As it is shown in table below, the research result of Pearson
product-moment correlation indicates positive and significant relationship between the two
variablesi.e. organizational climate and job satisfaction (r=0.459, n=249, p=.000 ).
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Table 4.17: Relationship between OC and job satisfaction

Job satisfaction Total Organi zational
climate

Pearson Correlation 1 459"

Job satisfaction Sig. (2-tailed) .000
N 249 249

Total Pearson Correlation 459" 1
Organizational Sig. (2-tailed) .000
climate N 249 249
**_Correlation is significant at the 0.01 level (2-tailed).

Sour ce: Researcher’s Survey Result
Hence, the researcher accept the aternate hypothesis that stated, ‘there is positive and significant

relationship between organizational climate and job satisfaction, as the correlation of the two
variables lie between 0.04 to 0.07,p=.000 implying positive and significant relationship and
reject the null hypothesis stating ‘there would be no positive and significant relationship between
organizationa climate and job satisfaction’. This finding is consistent with several previous

finding such as Friedman and Margulies (1969).

The correlation matrix of all organizational climate variables and general job satisfaction was
presented in the table 4.18.

57



Table 4.18: Correlation Matrix of All Variables

=4 > Y—
c S = ©
23 2 2 ® >
c Qo c =< © =.
o= e S 5 g
& O® = 14 o
Training and Pearson 1
Devt Correlation
Sig. (2-tailed)
N 249
Communication | Pearson 395" 1
Correlation
Sig. (2-tailed) .000
N 249 249
Perfor.mgt Pearson 403" 499"
Correlation
Sig. (2-tailed) .000 .000
N 249 249
Teamw. Pearson 3297 417
Correlation
Sig. (2-tailed) .000 .000
N 248 248
Salary Pack. Pearson 261" 1827
Correlation
Sig. (2-tailed) .000 .004
N 248 248
Work load Pearson .036 -.064
Correlation
Sig. (2-tailed) 573 312
N 249 249
Leadership Pearson 175" 450"
Correlation
Sig. (2-tailed) .006 .000
N 249 249
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£i3

Admin.S Pearson -.071 .057 -020 | -.087 -.084 | .205 -1917 1
Correlation
Sig. (2-tailed) 267 373 759 | 172 .189 .001 .002
N 249 249 249 248 248 249 249 249
Rol clarity Pearson 242" 307" 3327 | 305" 131 [ -110 | 235" .031
Correlation
Sig. (2-tailed) .000 .000 .000 | .000 .039 .082 .000 624
N 249 249 249 248 248 249 249 249
Quality of Pearson 3447 365~ 4817 | 27117 2147 | -.047 | 246" .009
service Correlation
Sig. (2-tailed) .000 .000 .000 | .000 .001 458 .000 .887
N 249 249 249 248 248 249 249 249
Rules, regand | Pearson .070 2127 073 | 2417 .059 -064 | 170" 129
polc. Correlation
Sig. (2-tailed) 273 .001 248 | .000 357 312 .007 042
N 249 249 249 248 248 249 249 249
Job satisfan Pearson 307 271 3847 | 236~ 2417 .073 .097 082 | .319 .369 133 1
Correlation
Sig. (2-tailed) .000 .000 .000 | .000 .000 251 127 .196 .000 .000 | .036
N 249 249 249 248 248 249 249 249 249 249 249 249

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

Sour ce: Researcher’s Survey Result
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4.8.2. Hypothesis Regarding Biographical and Organizational Variables of the
Respondents

In this section gender is considered as biographica variable whereas job level (position) and
tenure was considered as organizationa variables to identify the perception of different groups
concerning their organization’s climates. Based on these, to test hypotheses concerning
respondents perception of OC and job satisfaction, the researcher used anaysis of variance
(ANOVA) and t-test. T-test was used to see organizational climate perception of the respondents
based on their gender, whereas ANOVA was used to identify the perception of organizationa
climate and job satisfaction by their tenure and position/job level. The perception of the group is
said to be different if p (significant level) is less than 0.05 for both ANOVA and T-test.
Accordingly research questions and hypotheses were dealt in the following sections.

Hypothesis:

Ho: - There is no difference between the employees in perception of their organizational climate
and job satisfaction by their job level (junior officers, senior officers and managements)

H1:- There is a difference between employees in their perception of organizational climate and

job satisfaction by their job level (junior officers, senior officers and managements).

The result of ANOVA, as presented in the table 4.19 revealed the existence of significant
difference between groups in perception of their organizationa climates and job satisfaction by
their position/job level. This implies that the groups perceived their organizational climate in
the different way, (F (2, 246,) =11.124, p = .000). The research result in the table also indicates
the different groups had different satisfaction level (F(2, 246,)=7.582, p=.001).Therefore, the
researcher reject the null hypothesis ‘stating there is no difference between groups in
perception of their organization’s climate’ and their job satisfaction level and accept the
aternative hypothesis stating ‘there is a difference between groups in perception of their

organizational climate and their job satisfaction that varies by their job level.
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Table 4.19: Comparing employees’ perception of OC and job satisfaction

Sum of Squares df Mean Square F Sig.
Between
3.979 2 1.989
Groups
Organizational __
Within 11.124 .000
climate 43.993 246 179
Groups
Total 47.972 248
Between
12.985 2 6.492
Groups
Job satisfaction Within 7.582 .001
210.641 246 .856
Groups
Total 223.626 248

Sour ce: Researcher’s Survey Result
Even though, the above table indicates employees * perception of organizational climate and job
satisfaction by their job level, as a whole it does not show which of the specific groups differ
from each other. Therefore to see degree of perception difference (higher or lower) between
groups, a multiple Comparisons using Tukey post-hoc tests result, which is preferred most of
the time to compare multiple group was used and presented as follows. Several post-hoc tests
were attached in appendixes due to space limitation so that, it is possible to observe many

comparisons which is attached in appendix parts of this paper.
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Table 4.20: Multiple Comparisons of employees’ perception of OC by their job level

Mean | (1) Job Level of the | (J) Job Level of | (MD) Mean | Std. Error | Sig.

(M) employees the employees Difference (I-J

3.16 Junior officers Senior officers | .19 .06 .002
Managements | -.27 A1 042

2.98 Senior officers Junior officers | -.19 .06 .002
Managements | -.46 11 .000

345 | Managements Junior officers | .27 A1 042
Senior officers | .46 A1 .000

Sour ce: Researcher’s Survey Result
The research results Tukey post-hoc tests of table 4.20 indicates that specific groups perceived
their organizational climate in different ways, as p values for all groups is less than 0.05. The
Lowest satisfaction climate was recorded by senior officers (M=2.98) followed by junior
officers (M=3.16) where as highest was recorded by managements (M=3.45), al rounding to
the next integer.
As shown in the above table, the highest perception difference was seen between senior
officers and managements, with mean difference (MD= 0.46, p=.000). Relatively, the
perception of managements and junior officers with mean difference (MD=0.27, p= .042)
shows less variation than that of senior officers and managements. As p approaches to 0.05 its
significance difference becomes lower and lower.

Tenure
Tenure is one of the organizationa variables that the researcher interested to see the perception
of employeesin different tenure groups toward organizational climate and job satisfaction.
Hypothesis: -
Ho: There is no significant difference between employees in perception of their organizational
climate and job satisfaction that varies by their tenure.
H1: There is significant difference between employees in perception of their organizationa

climate and job satisfaction that varies by their tenure.
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Table 4.21: Comparing employees’ perception of OC and job satisfaction by their tenure

Sum of Squares | df Mean Square | F Sig.

Job satisfaction Between Groups | 3.37 3 1.123 1250 | .29

Within Groups 220.256 245 .899

Total 223.626 248
Organizational Between Groups | .405 3 135 .56
climate

Within Groups | 47.566 245 194 .696

Total 47.972 248

Sour ce: Researcher’s Survey Result
The analysis of the group based on their tenure in the perception of employees towards their

organizational climate and job satisfaction indicates, there is no statistically significant
difference in employees’ job satisfaction (F(3, 245)= 1.25, p= .29) and their perception of
organizational climate (F(3, 245)= 0. 696, p= 0.56) at P<0.05.

Hence, the researcher failed to reect the null hypothesis stating ‘there is no significant
difference between employees in perception of their organizational climate and job satisfaction
that varies by their tenure and reject the alternative hypothesis stating ‘there is significant
difference between employees in perception of their organizational climate and job satisfaction
by their tenure.

Table 4.22: Descriptive statics of the respondents by their tenure

Dependent Variables N Mean Std. Deviation
1-5 182 2.92 .94
6-10 45 2.63 .99
Job satisfaction 11-15 18 2.94 .95
>15 4 3.15 .50
Total 249 2.87 .95
1-5 182 3.09 43
6-10 45 3.07 46
Organizational climate 11-15 18 3.21 A7
>15 4 3.3 .39
Total 249 3.10 44

Sour ce: Researcher’s Survey Result
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Asit is presented in the table 4.22 the mean statics of the participants indicates that employees
with greater than 15 years of experience were relatively highly satisfied with mean score 3.15,
standard deviation 0.50 and standard error .25, whereas employees with year of experience 6-
10 were less satisfied with mean score 2.63, standard deviation 0.99 and standard error 0.15.
Regarding perception of organizational climate by the participants, the subjects with greater
than 15 years of experience positively perceived their climates with mean score 3.3, standard
deviation 0.39. Even though the hypothesis tests concerning employees perception of
organizational climate and job satisfaction indicates no existence of statistica significant
difference between the groups, descriptively there is difference in the way employees
perceived their organizational climate and job satisfaction but the difference is not statistically
significant.

Gender
These sections enable the researcher to determine the perception of the groups (males and
females) concerning organizational climate and job satisfaction.
Hypothesis:
Ho: - There would be no statistically significant difference in the perception of organizationa
climate that vary by gender.
H1:- There would be statistically significant difference in perception of organizationa climate
that vary in gender.
Table 4.23: T-Test Comparison of Gender Differencesin perception OC

Gender Mean Mean difference | T Df p (2 tailed)
Female 3.17 12 2.028 247 044
Mae 3.05 12 2.029 224.71 044

Sour ce:-Researcher’s Survey Result

The research result regarding perception of organizational climate by their gender indicates
that employees perceived their organizational climate in different ways (p=0.044) which less
than 0.05, with mean 3.17 for female and 3.15 for male employees. Hence, the researcher
rejected the null hypothesis stating ‘there would be no statistically significant difference in the
perception of organizational climate that varies by gender and accept the alternative hypothesis
stating ‘there would be statistically significant difference in perception of organizationa
climate that varies by gender. This finding was consistent with the findings of Long (2005) and
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Manzo-Ramos' (1997) supporting there is differences between maes and females in the
perception of their organizationa climate.

Hypothesis:

Ho: There would be no statistically significant difference in the perception of employees job
satisfaction that varies by gender.

H1: There would be statistically significant difference in perception of employees job
satisfaction that varies by gender.

Table 4.24: T-Test Comparison of Gender Differences for employees’ job satisfaction

Gender Mean (M) | Mean Difference (MD) | t df P (2 tailed)
Femade 2.98 0.19 159 | 247 0.11
Mae 2.79 0.19 1.66 | 246.62 0.11

Sour ce:-Researcher’ s Survey Result

As presented in the table 4.24assuming equal variance the significant value (p=.11) is greater
than 0.05. Hence the researcher failed to reject the null hypothesis stating ‘there would be no
statistically significant difference in the perception of employees’ job satisfaction that varies by
gender’ and regject the alternative hypothesis sating ‘there would be statistically significant
difference in perception of employees' job satisfaction that varies by gender. Even though this
contrasts many research findings, it is similar with the findings of Alavi and Askaripur's
(2003) which were conducted in Iranian government personnel, indicating there was no
significant difference between the male and female employees in their job satisfaction.
However, mean result of employees job satisfaction by their gender indicates femae
employees were more satisfied than male employees with mean 2.98 and 2.79 respectively
even though the difference is statistically insignificant.
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Table 4.25: Summary of the Hypotheses

S/n | Hypotheses Decision/accept or
reject /

There is positive and statistically significant relationship between

1 . . . S Accepted
organizational climate and job satisfaction.
There is statistically significant difference between employeesin the

2 perception of their organizational climate and job satisfaction that | Accepted
variesby job level.
There is statisticaly significant difference between employees in

3 perception of their organizational climate and job satisfaction by | Rejected
their tenure.
There would be statistically significant difference in perception of

4 o _ _ Accepted
organizational climate that varies by gender.

5 There would be statistically significant difference in employees’ job )

N . Rejected

satisfaction that varies by gender

Source: Researcher’ s survey Results
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CHAPTER FIVE

5. Summary, Concluson and Recommendation
The main am of this research is to determine the relationship between organizationa
climate and employees’ job satisfaction in ERCA and based on the findings to recommend

the organization to create conducive climate for its employees.

5.1. Summary of Key Findings

& Regarding socio demographic variables of the respondents, majority of the subjects were
male comprising 144 (57.58%) where as 105 (42.2%) were femal e respondents.

& The organizationa variables included in this research were tenure and job level (position)
of the respondents. Based on this, tenure of the respondents indicates 182 (73.1%) has
service length 1-5 years, 45 (18.1%) served 6-10 years, 18 (7.2%) stayed 11-15, whereas
only 4 (1. 6%) of the subjects had service greater than 15 years. This implies that the
existence low job satisfaction which in turn cause high turnover in the bureau. With regard
to the educational level of the subjects, 218 (87.6%) held bachelors degree, 22 (8.8%) had
masters degree where as 9 (3. 6%) were diploma graduates. The job level analysis
(position) of the respondents indicate 126 (50. 6%) were junior officers, 107 (43%) were
senior officers, whereas 16 (6.4%) were managements of the organization.

& Before undertaking the analysis the researcher conducted a test using Cronbach Alpha to
make sure whether the study is reliable or not. The Cronbach Alpha for al items was 0.89
which is greater than 0.70 indicating the research isreliable.

& All dimension of the organizational climate were descriptively analyzed. Among the
dimensions the salary package had minimum score with mean score 2.41 and percentage
score 35.43% where as team work dimension has highest score with mean 3.79 and
percentage score 69.8%. Generally six dimensions comprising salary package, training and
development, quality of services, work load, performance management and administrative
styles were the dimensions below the minimum climate score one organization has to
possess reflecting negative perception of the employees towards the organization. These
areas require specia attention by the organization and the appropriate measure should be
taken.
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Among different groups of employees based on their job level senior officers negatively
perceived their organization’s climate and also the least satisfied.

Regarding perceptions of different groups towards their organization, the descriptive
analysis of the study indicates that senior officers’ respondents negatively perceived their
organizational climate with mean 2.98and percentage score 49.25% which is below average
an organization has to possess. On the other hand the perception of junior officers was
around average (3.16) and percentage score 53.75%) when compared with senior officers.
On the contrary managements were satisfied with their organizational climate than the two
groups (mean 3.50 and percentage score 62.55%). This implies that the existence of
positive climate for managements where as relatively poor climate for senior and junior
officers.

The correlation analysis was undertaken to test the relationship between dependent (job
satisfaction) and independent variable (organizationa climate). Accordingly the research
result of Pearson product-moment correlation indicates positive and significant relationship
between the two variablesi.e. organizational climate and job satisfaction (r=0.459, n=249,
p=.000) as P<0.05 which implies the existence of positive correlation between the
variables.

To see whether the existing difference in the perception of the respondents towards their
organizational climate and job satisfaction was statistically significant, ANOVA and T-test
were conducted statics. Tenure and job level (position) as organizationa variable and job
satisfaction as biographica variable were used to see significance deference in perception
of the respondents.

Based on this research result using ANOVA indicates junior officers, senior officers and
management employees perceived their organizational climate in different ways with (F(2,
246,) =11.124 , p = .000), which is statistically significant.

Regarding test conducted on group by tenure, the result indicates there was no statistical
significant difference in employees job satisfaction (F(3, 245)= 1.25, p= .29) and their
perception of organizational climate (F(3, 245)= 0. 696, p= 0.56) climate at P<0.05.

To see whether there is difference by gender in perception of their organizationa climate
and job satisfaction, T-test statics was conducted. Accordingly, the result indicates the
groups perceived their organizational climate in different ways, female respondents
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relatively positively perceived their climates with mean average 3.17, p=0.44 where as the
mean average for male respondent was 3.15 which lower than female respondents. The
female respondents were also relatively more satisfied than male with mean 2.98, p=0.11
where as the mean isonly 2.97 for male respondents.

5.2. Conclusions

The main aim of this study was investigate organizational climates of Ethiopian Revenues and
Customs Authority and recommend the organization to take corrective measures towards
negatively perceived climates.

Literatures indicate that the concept of organizational climate is not straight forward and there
is no single, generally accepted definition or theory for the construct. However, a number of
researchers defined it as a perception of organizational members and is shared, which can
result in consensus among individuals.

There are two primary techniques of measuring organizational climates- objective and
subjective /perpetual/ techniques. The perpetual technigue measures the individuals
perceptions towards their organization and was applied to this research study.

Among different methods of measuring job satisfaction, the suitable measurement used in this
study was the global approach, because research shows that the global approach is more
preferable.

Most of this research result revealed that, the Ethiopian Revenues and Customs Authority has
poor organizational climate as perceived by its employees. To overcome these poor climate
problems and meet the ever increasing dynamic demands of the society, the future employees
should be professionally competent, sensitive and proactive, and action-oriented; and this is
ensured by creating conducive organizational climate in the public sector, namely in the
service providing organizations. Because, improving organizational climate (OC) is improving
job satisfaction, organizational performance and productivity, so that organization's
management has to create conducive and optimal climate which enable to have happy and

productive employees.

The results of this study might contribute the following to the organization and practitioners. It

can provide facts and figures that may be used by the managements of the organization,
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practitioners, consultants and academicians for understanding the relationship between
organizational climate and job satisfaction as well as how the different groups within the
organization perceive their climate.

A number of limitations were identified during the courses of this study such as considering
only one organization which reduces the generalizablity of the research. Lack of similar
research done in the country was another limitation of the study. Therefore the research paves
the way to other research opportunity in another public organization in our country to see the
relationship and impact of organizational climate on job satisfaction. Hence, the finding of this

study may have significant practical value.
5.3. Suggestionsfor Further Research

In an attempt to address the limitations of this research, it is recommended that further research
can be conducted to investigate the concepts of organizational climate and their possible
influence in order to gain clarity on the roles they play within an organization. It is aso
suggested a larger samples should be used, utilizing a number of institutions, across a range of
organizationsin Ethiopia.

5.4. Recommendations

& It is recommended that the organization had better continues focusing on the areas in
which it is doing well and find ways to improve those areas it is doing worse/poor.

& The organization has to investigate the issues and concerns of employees about salary
package. This dimension reported a mean score of 2.42 and percentage score 35.42%
indicating that employees negatively perceived the salary the bureau paid for them.
Hence, the organization could arrange workshops where employees are informed of the
value of their salary packages and the comparative market information. It is also
recommended to implement essential career improvement for this dimension.

& Besides, the organization should address concerns relating to training and devel opment
issue. The results indicate that this dimension reported below average(43.36%)
indicating that employees perceive opportunities to further their knowledge and
expertise in anegative light. The organization should ensure all new employees receive
the necessary orientation once they join the organization. Immediate leaders should
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ensure that all employees have a personal development plan in place, based on their
training and development needs.

The management should provide recognition and appreciation for best performing and
experienced employees by providing incentives to facilitate job satisfaction for
instance, announcement at meetings, personal letters and a rotating trophy, so that the
organization can retain them.

The leaders of the bureau had better pay specia attention to senior officers as they
poorly perceived their organization’s climate with mean, 2.98 and percentage score
49.25%. This can be done by creating opportunities which allows senior officers
promotion to the management level or it is better to have any career advancement for
seniors' officers.

The organization has to modify its administrative style by avoiding unnecessary
meetings as the participants responded that there was too long and un necessary
meetings.

The organization has to retain and care for its experienced employees by promoting
them to better position or by giving the different opportunities such as education and
training within and outside the country

Generaly the organization has to reconsider majority of its climates namely those
which are poorly perceived (below average) i.e. below 50% such as salary package,
training and development, performance management, administrative styles, quality of

services provided and work |oad.
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Appendixes

Questionnaire

Addis Ababa University
College of Business and Economics
MBA Program
Dear Respondent,

My name is FekaduAbdissa. | am a student in the post graduate program of Addis Ababa
University studying for Masters of Business Administration (MBA) degree.

This questionnaire is designed to collect information from selected respondents for the master
thesis on the topic “Organizational Climate and Job Satisfaction in Ethiopian Revenues and
Customs Authority (ERCA)”, to fulfill the partial requirements of the Master of Business
Administration (MBA) degree in Management.

The purpose of this study is to investigate the relationship between organizational climates and
employees’ job satisfaction. There is no “right” or “wrong” responses, only the expression of
your real thoughts and feelings is important.

Please respond to each question by indicating the extent to which you regard the statements as
Strongly Agree, Agree, | am not sure, Disagree and Strongly Disagree.” Y our participation is of
great value for the success of this study, and therefore, 1 would like to thank you in advance for
your kind cooperation in responding to this questionnaire. The information you provide will be
kept confidential. Hence it is not necessary to write your name.

Please attempt all the questions. To indicate your answer put a tick mark (V) in appropriate

box/space.

Thank you,
FekaduAbdissa

Tel. 09-13-15-81-47



Part |

Respondents Profile

ok wdNhE

Part 11

Gender; Mae Female
Marital status, Single Married

How long have you been employed in ERCA?  1-5yrs, 6-10yrs, 11-15yrs,> 15yrs

Your highest level of education, Diploma, Bachelors, Masters, PhD
What is your current position, Junior Officers, Senior officer Managements

Rate the following statements by putting atick mark“~” where,
1=Strongly Disagree, 2=Disagree, 3=Not sure,4=Agree,5= Strongly Agree

gn Statements
Training and Development
1 The organization provides me necessary training for doing my job
2 The organization provides me with training opportunities based on my job
' and profession
3. Necessary information and training is provided for new employees.
4, | believe that | have the opportunity for career advancement
5. | am satisfied with the opportunities with career devel opment
6. Clear promotion criteria are available in the organization
Communication
7. | receive all information required to carry out my job
8. My immediate leader carefully listens his’her employees concern
0. The organization spends too much time on unessential issue/problems
10. The organization supports honest two-way communication
11. | Theorganization’s strategy has been clearly communicated to the employees
Per for mance M anagement
12 My immediate leader regularly provides me with feedback concerning my
" | performance
13. | am satisfied with the way my work is evaluated
14. My performance is evaluated as per personnel policies of the organization
15. | am satisfied with the recognition given to my good work
16. | Good work results are readily noticed and awarded
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s/n Statements
Team Work
17. My team focuses on fixing the problem rather than blaming people
18. My team members help me whenever | ask them
19. | feel needed in my team
20. My team members participate in decision making
21. | solve problems with my team
Salary Package
22. | am fairly paid for my position
23, | am satisfied with my salary package
24, My salary package is fair in comparison with similar positions in the market
Work L oad
25. Jobs that do not pertain to me are sometimes allocated to me
26. | am often overloaded with work because my colleagues do not properly do their jobs
27. Jobs allocated to me do not often match with my educational level and my experience
28. The work load allocated to meis not fair with the available time
L eader ship
29. My immediate leader sees and positively responsesto issues | raise to him/her
30. The management style of my immediate |eader is generally participative
31. My immediate leader reflects strong leadership skills
32. My immediate leader positively responsesto customers
33. My immediate leader is knowledgeable and handles well his/her work
Administrative styles
34, Employees spend too much time in meetings
35. Time spent in meetings keep me away from doing my best on the job
36. | benefit alot from the meetings of the organization
Role Clarity
37 | have clear goals and objectives for my work
38 The organization provides me with clear job description
39 | am clear about my priorities at work
Quality of Service
40 | am proud of the quality services the organization provides
41. | am proud of the quality of the services my department provides
42. This organization has quality standards in providing services
43, Fast and quality service providing employees get recognition and promoted
Rules, Regulations and Poalicies
44, The organization has clear rules, regulations and policies
45, Employees fear of rules and regulations sometimes leadsto delays in decision making
46, I know well the rules, regulations and policies of the organization
47. The risky nature of some rules and regulations leads employees turn over
Job Satisfaction
48. | find the organization cares for its employees
49, | find the organization retains its best and experienced employees
50 | find my work interesting
51. I find my work challenging
52 | feel my futurein the organization is bright
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Appendix B

ANOVA (Comparisons of Employees Perception of OC by Job Level)

ANOVA
Sum of Squares df Mean Square F Sig.

Between Groups 12.904 2 6.452 11.401 .000
Traing and development Within Groups 139.217 246 .566

Total 152.121 248

Between Groups 4971 2 2.486 5.149 .006
Communication Within Groups 118.745 246 .483

Total 123.716 248

Between Groups 10.824 2 5.412 5.737 .004
Performance Management Within Groups 232.065 246 .943

Total 242.889 248

Between Groups 3.873 2 1.937 3.742 .025
Team work Within Groups 126.800 245 .518

Total 130.674 247

Between Groups 25.813 2 12.907 10.690 .000
Salary Package Within Groups 295.798 245 1.207

Total 321.611 247

Between Groups 541 2 271 .366 .694
Work load Within Groups 181.723 246 .739

Total 182.264 248

Between Groups 5.647 2 2.824 3.317 .038
Leadership Within Groups 209.393 246 .851

Total 215.040 248

Between Groups .067 2 .033 .056 .946
Administrative style Within Groups 146.414 246 .595

Total 146.480 248

Between Groups 8.317 2 4.158 6.249 .002
Role clarity Within Groups 163.710 246 .665

Total 172.027 248

Between Groups 5.207 2 2.603 3.009 .051
Quality of service Within Groups 212.849 246 .865

Total 218.056 248

Between Groups .959 2 479 787 457
Rules, regulation and policy Within Groups 149.932 246 609

Total 150.890 248

Between Groups 12.985 2 6.492 7.582 001
Job satisfaction Within Groups 210.641 246 856

Total 223.626 248
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Post Hoc Tests

Multiple Comparisons by job level

Xiv

Tukey HSD
Dependent Variable (1) Job Level of the (J) Job Level of the Mean Std. Error Sig. 95% Confidence
employees employees Difference Interval
(1-9) Lower Upper
Bound Bound
Senior officers .28953" .09890| .010 .0563 5227
Junior officers .
Managements -.60046 .19965| .008 -1.0712 -.1297
Traing and Junior officers -.28953" .09890| .010 -.5227 -.0563
Senior officers .
development Managements -.88999 .20164 | .000 -1.3655 -.4145
Junior officers .60046" .19965| .008 .1297 1.0712
Managements .
Senior officers .88999 .20164 | .000 4145 1.3655
Senior officers .23888" .09134| .026 .0235 4542
Junior officers
Managements -.22421 18439 | .445 -.6590 .2106
Junior officers -.23888" .09134| .026 -.4542 -.0235
Communication Senior officers .
Managements -.46308 .18623| .036 -.9022 -.0240
Junior officers 22421 18439 | .445 -.2106 .6590
Managements .
Senior officers 46308 .18623| .036 .0240 .9022
Senior officers 41515 12768 | .004 1141 7162
Junior officers
Managements -.04782 25777 .981 -.6556 .5600
Performance Junior officers -.41515 12768 .004 -.7162 -.1141
Senior officers
Management Managements -.46297 .26034 | .179 -1.0768 .1509
Junior officers .04782 25777 .981 -.5600 .6556
Managements
Senior officers 46297 .26034 | .179 -.1509 1.0768
Senior officers .23600" .09475| .036 .0126 4594
Junior officers
Managements -.10150 .19102| .856 -.5519 .3489
Junior officers -.23600 .09475| .036 -.4594 -.0126
Team work Senior officers
Managements -.33750 19283 .189 -.7922 1172
Junior officers .10150 .19102| .856 -.3489 .5519
Managements
Senior officers .33750 .19283| .189 -.1172 7922
) ] Senior officers 12275 14471| .673 -.2185 4640
Junior officers .
Managements -1.23433 .29175| .000 -1.9223 -.5464
) ) Junior officers -.12275 14471| .673 -.4640 .2185
Salary Package Senior officers .
Managements -1.35709 .29452 | .000 -2.0516 -.6626
Junior officers 1.23433" .29175| .000 .5464 1.9223
Managements .
Senior officers 1.35709 .29452 | .000 .6626 2.0516
Senior officers .09530 11299 | .676 -1711 .3617
Work load Junior officers
Managements .07598 22811 .941 -.4619 .6138




Leadership

Administrative style

Role clarity

Quality of service

Rules, regulation

and policy

Job satisfaction

Senior officers

Managements

Junior officers

Senior officers

Managements

Junior officers

Senior officers

Managements

Junior officers

Senior officers

Managements

Junior officers

Senior officers

Managements

Junior officers

Senior officers

Managements

Junior officers

Senior officers

Managements

Junior officers
Managements
Junior officers
Senior officers

Senior officers
Managements

Junior officers
Managements
Junior officers
Senior officers
Senior officers
Managements
Junior officers
Managements
Junior officers
Senior officers
Senior officers
Managements
Junior officers
Managements
Junior officers
Senior officers
Senior officers
Managements
Junior officers
Managements
Junior officers
Senior officers
Senior officers
Managements
Junior officers
Managements
Junior officers

Senior officers
Senior officers

Managements
Junior officers
Managements
Junior officers
Senior officers

-.09530
-.01932
-.07598
.01932
.00909

-.60972"

-.00909
-.61881°
60972
61881
.01088
.06812
-.01088
05724
-.06812
-.05724
37912
17196
-.37912°
-.20717
-.17196
20717
.25808
-.18204
-.25808
-.44013
.18204
44013
-.08270
-.23189
.08270
-.14919
23189

14919
45879

-.02123
-.45879
-.48002
.02123
.48002

11299
.23038
.22811
.23038
12129

.24486

12129
24729
.24486
24729
.10142
.20475
.10142
.20679
.20475
.20679
.10724
.21651
10724
.21866
.21651
.21866
12228
.24687
12228
.24933
.24687
.24933
.10263
.20719
.10263
.20926
.20719

.20926
12165

.24559
12165
.24803
.24559
.24803

.676
.996
941
.996
.997

.036

.997
.035
.036
.035
.994
941
.994
.959
941
.959
.001
707
.001
.611
707
.611
.090
741
.090
.184
741
.184
.700
.503
.700
.756
.503

.756
.001

.996
.001
131
.996
131

-.3617
-.5625
-.6138
-.5239
-.2769

-1.1871

-.2951
-1.2019
0324
0357
-.2283
-.4147
-.2500
-.4304
-5509
-5448
1262
-.3386
-.6320
-.7228
-.6825
-.3084
-.0303
-.7642
-5464
-1.0280
-.4001
-.1478
-.3247
-.7205
-.1593
-.6426
-.2567

-.3442
1719

-.6003
-.7456
-1.0649
-.5579
-.1048

1711
.5239
4619
.5625
.2951

-.0324

.2769
-.0357
1.1871
1.2019
.2500
.5509
.2283
.5448
4147
4304
.6320
.6825
-.1262
.3084
.3386
7228
.5464
4001
.0303
.1478
7642
1.0280
.1593
.2567
3247
.3442
.7205

.6426
.7456

.5579
-1719
.1048
.6003
1.0649

*. The mean difference is significant at the 0.05 level.
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