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CHAPTER I

INTRODUCTION

Iraq is a country that 1ies in southwest Asia as a part of the Arab
World, with an estimated population over 13 million. The capital,
Baghdad, built in the year 927 A.D. on the banks of the Tigris, has a
population exceeding four million. The country's land area of 171,000
square miles may be divided into three major regions: The plain through
which the two great rivers Tigris and Euphrates run for the greater part
of their course, the uplands and foothills which begin to rise about two
hundred miles north of Baghdad, the highlands of the north and northeast
with mountains reaching as high as 15,000 feet. These distinctive
topographical areas had been inhabited for centuries by people with
ethnological, social, and cultural differences (1).

Between 1973 and 1979 the dramatic increases in o0il prices result-
ing from the unified price structure and policies adopted by the Organi-
zation of Petroleum Exporting Countries (OPEC) gave a substantial boost
to Iraq's financial capabilities. The country's earnings from'oi1 went
up by 20 folds, thus enhancing government efforts to push forward more
extensive national development plans that were to have significant
effects on the country's economic transformation (2). In establishing
development priorities, planners recognized the dire need to alter and
modernize Iraq's infra-structure, and eliminate any bottlenecks that

might hinder the development process (3).



Among the areas targeted for development and expansion were the
hotel and tourist dindustries. In the early stages, attention was
primarily focussed on the hotel situation in the capital as a result of
critical shortages in hotel rooms and facilities. Daily inflow of
official delegations, businessmen, and company representatives reached a
record level that created a strain on the limited existing facilities.
In addition, shortages of facilities and services that were not up to
par with international standards inhibited the exploitation of Iraq's
tourist resources. It must be noted that Iraq, known historically as
Mesopotamia, has more to‘offer to the diagraming of civilization than
any other country in the world. Archeological exhibits found in the
Iraqi museum, dating back to the 4th millenium and well into the Islamic
period, enables the visitor to view the proverbial wonders created by
the early inhabitants of this land (4). Such historical wealth, com-
bined with nature's endowment of scenic rugged mountains in the north
and attractive marshes in the south, provide the country with ingredi-
ents for a potentially profitable tourist trade.

The authorities in their attempt to take the remedial steps neces-
* sary for- the expansion of hotel networks all over the country and im-
prove the mediocre stands that had long prevailed in this industry,
decided as a first step to expand the existing Directorate of Tourism.
The new organization, called the General Establishment for Tourism
emerged on October 27, 1977, and was assigned a much greater role in the
fields of planning, supervision, training, and other matters pertaining
to the hospitality and tourism industries (5). Between the late 1970's
and early 1980's, several first-class hotels were inaugurated, by the

Establishment, around the country. The capital, being a major



population center and the seat for the government, witnessed the
emergence of a number of publicly owned, first-class deluxe hotels.
They were the Mansur-Melia, Palestine-Meridian, Ashtar-Sheraton,
Babylon-Oberoi, and Al-Rashid. Further, on March 6, 1980, the
Revolutionary Command Council issued its Directive Number 353 which was
to encourage private sector investments in this field. The Council
empowered the Real Estate Bank to lend developers, upon approval by the
Establishment, 50 percent of the total cost of a hospitality project at
an annual interest rate of 1.5%. The directive exempted new projects
from property taxes for a period of 10 years, and income taxes for a
.period of five years beginning at the time of the start of the
project. In addition five year income tax exemption was allowed on the
first ten percent of net income (6). These incentives played a major
role in motivating the private sector to undertake new ventures in the

field of hospitality services.
Statement of the Problem

The rapid development of the physical structure in the public and
private sectors, and the sudden expansion in hotel employment should
have been accompanied by the study of issues related to the human ele-
ments within the new1y emerging organizations. The reasons for such
studies are:

1) The hospitality dindustry being labor intensive is gradually
recognizing its work force as its most important asset. Dynamic
management needs to identify its employees' attitudes toward work and
the organization, and their degree of job satisfaction. This type of

study can determine the degree of internal fit and especially in
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organizations with a heterogenous work force whose members have a
~ different ethnological, religious, social, and cultural backgrounds.

2) The continuous change in the external environment is having a
great impact on the hospitality industry and especially its human
element. Today's management must have the capacity to adjust to hostile
surroundings expressed in terms of technological developments, changes
in demand and tastes, and finally a greater social expectation for the
welfare of employees. This adjustment takes shape in the form of fit
between the internal (socio-technical) structure and the external
environment.

3) It has been observed that the adaptation by developing
societies to modern organizational concepts, which are based on Weberian
bureaucratic principles, <can in many instances diminish the
effectiveness of the organization. The causality of such malfunction is

the result of cultural differences between the adapter and the adaptee.
Purpose and Objective

The purpose of this study is to identify how the administrative
staff of Iraq's public sector hotels perceive a number of issues related
to quality of work 1ife (QWL). Furthermore, the focus is directed
toward defining the association between these perceptions, and certain
personal and managerial variables. The results should contribute to the
implementation of policies that can enhance the quality of work 1life for
the augmented ranks of employees in the newly emerging hospitality
institutions. To accomplish this purpose, the following objectives are

identified:



1) To determine the existence of association between issues of
quality of work 1ife and level of pay for administrative staff of Iraq's
public sector hotels.

2) To determine the existence of association between issues of
quality of work life and level of education of administrative staff of
Iraq's public sector hotels.

3) To determine the existence of association between issues of
quality of work 1ife and cultural backgrounds for administrative staff
of Iraq's public sector hoté1s.

4) To determine the existence of association between issues of
quality of work life and years of experience of administrative staff of
Iraq's public sector hotels.

5} To determine the existence of association between issues of
quality of work 1ife and managerial position of administrative staff of
Iréq's pub1ié’séctor hotels.

The following null hypotheses are postulated for this study:

Hy: There will be no significant association between the issues of
quality of work 1ife and level of pay for administrative staff of Iraq's
‘public sector hotels.

Hp: There will be no significant association between the issues of
quality of work life and level of education of administrative staff of
Iraq's public sector hotels.

H3: There will be no significant association between the issues of
quality of work 1ife and cultural background of administrative staff of

Irag's public sector hotels.



Hg: There will be no significant association between the issues of
quality of work life and years of experience of administrative staff of
Iraq's public sector hotels. a

Hg: There will be no significant association between the issues of
quality of work Tife and managerial position of administrative staff of

Irag's public sector hotels.
Limitations

The following limitations are acknowledged by the researcher:

1) The study 1is conducted only among the five public sector,
first-class deluxe hotels in the city of Baghdad.

2) Know-how in directing these hotels has been supplemented by
managerial skills from highly reputable international hotel chains.

3) Answers to the survey might be influenced by local perceptions

toward this typé of information gathering instrument.
Definitions

The following terms are pertinent to this study:

1) Attitude an individual's predisposition to evaluate an object
in a favorable or unfavorable manner (7).

2) Motivation the force that moves an individual to seek need-
satisfying goals (8).

3) Job Satisfaction persistent feelings associated with perceived

differences; what is expected and what is experienced toward discrim-

inable aspects of the job situation (9).
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4) System an organized, unitary whole composed of two or more
interdependent parts, components, or subsystems, and delineated
identifiable boundaries from its environmental supra-system (10).

5) Closed System a system which is completely self contained and

does not involve any interaction with the environment (11).
6) Open System a system which interacts with the environment and
is influenced by outside forces (11).

7) Quality of Work Life the characteristics of the organization,

the work place, and the work itself that influence employee

satisfaction, well being, and attitudes (12).



CHAPTER II
REVIEW OF LITERATURE

The dramatic trends in today's world are affecting organizational
survival and functioning, and critically stressing the Timits of human
adaptation. The trends have prompted many organizations to abandon the
traditional concepts of management, which had a tendency to create
organizations as if they existed without people. The traditional
concepts no longer meet the needs of organized society and the
individuals in it. The shift has been in favor of such concepts as
organization development (0D), and quality of work life (QWL), whose
origins are found 1in the behavioral and the systems theories of
management. In this review of literature, discussion shall be aimed at
the evolution of trends in behavioral management, organization
development and quality of work 1life, and conclude with presentation of

some QWL projects.
Trends in Behavioral Management

In the 1920's and 1930's, management thought was taking a sharp
turn from traditional principles by focussing the attention on the most
essential element of the organization, the human being. This shift was
prompted by the weaknesses inherent in the mechanistic approach to
organizations that characterized scientific management. Observers began

to point out that the systems advanced by the scientific managers were



not necessarily the most efficient nor the most effective. The
essential human character has been neglected because of the stress on
performance, efficiency, and control of the organization. The divergent
results of studies conducted during this period gave rise to the human
relations school of management. The school recognized the importance of
managerial knowledge about factors underlying human interactions and the
need to increase the manager's sophistication and skill in dealing with
human behavior (13).

The studies that were considered to be the starting point and the
main source of inspiration were those conducted by Elton Mayo at Western
Electric's Hawthorne plant between 1927 - 1932, At the oﬁtset, the
approach used by the researchers did not differ substantially from
Taylor's scientific approach. It was concerned with working conditions,
such as 1llumination, and fatigue as they related to worker
performance., The initial results of the investigation were confusing.
For example, it was thought a direct connection existed between the
intensity of 1light and the volume of output. However, as light was
decreased by set increments the output increased until the employees
could barely see to do their work; the employees were in fact behaving
in the opposite manner Taylor had postulated they would behave. After
two years of study, the researchers turned their attention to
psychological and sociological factors to explain the behaviér of
workers. The formal organization of the company was shunted aside as a
mere blueprint of economic 1logic wupon which the business was
structured. The determinants of work group behavior were examined as
they interacted with the structure and the culture of the

organization. Thus, the worker was no longer perceived as an isolated
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individual, but as a group member whose behavior was greatly controlled
by group norms. In addition, it became evident that the worker does not
always behave and react to management's mandates or according to the
logic of economic man, but according to the logic of sentiment (14).

Further studijes by the human relationists pointed out the need to
restore man's dignity in the Qork place, and to direct organizational
objectives towards employees welfare rather than just toward profits.
Participative management and emphasis on group rewards were considered
the basis of employee motivation. Changes 1in the formal and
technological structure of the organization were suggested to give more
freedom and initiative to the employee and make his job more challenging
and satisfying. In addition, team work, open communication channels
between management and the worker, and formation of informal groups were
streésed as means to build a flatter organizational structure (15).

The human relations movement laid part of the groundworks on which
modern management theory and practice were built. The movement had
significant impact on management thought by providing such valuable
insights into human behavior in the work environment. The movement can
be criticized, however, for the emphasis it p]dced on the sentiments of
the individual and the work group to the detriment of the formal
organization structure and its relationship with the environment. In
addition, it assumed that greater job satisfaction would lead to greater
productivity. The fallacy of "happy workers are productive workers" was
challenged Tlater by the human resources school of thought which
demonstrated that job satisfaction is a multi-dimensional variable

impossible to explain in such simplistic terms. Output depends not only
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on a person's morale, but also on his individual goals and motivation
(16). «

The second phase of behavioral thought transformation dominated by
social and industrial psychologists, sociologists, and anthropologists
stressed the motivational aspects and explored the driving forces that
make a person chose a particular path. The theoretical perspectives
advanced by Abraham Maslow, Douglas McGregor, Chris Argyris, Frederick
Herzberg, and Victor Vroom analytically explored the relationships
between motivation and need states, drives, and goals (16).

Maslow suggested that the needs underlying human motivation can be
organized on five general levels called the Hierarchy of Needs. He
regarded these needs as prepotent; that is, as one need is satisfied,
the next need comes into play. The most basic of these needs he called
psychological need. It is the need for food, shelter, clothing, rg]ief
from pain. The next level is the need for safety and security which
includes the need for protection from external threats and job
security. Once people were in relative safety, social needs of
be]onging and affiliation begin to emerge as the third level in the
hierarchy. The fourth level is the need for self-esteem or autonomy.
It involves such things as recognition, status, and appreciation. The
highest level of need, according to Maslow, is the need for self-
actualization. He defined it as the "desire to become more and more
what one idiosyncratically is, to become everything that one is capable
of becoming" (17:46). The individual attempts to realize his full
potential through self-fulfillment, self-development, and creativity.

Maslow's theory had its general application, but there were some

limitations which merit specific attention. First, the hierarchy of
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needs could overlap when the intensity of one need is on the decline
while the next one may be on the rise. Second, some individuals may
remain static within the level; that is continually concerned with
physiological needs or spending a great deal of time at the upper levels
of the hierarchy. Third, there is no empirical support that suggests
the applicability of needs in the order specified by Maslow. Finally,
the same type of behavior from the different individuals does not nec-
essarily represent the same need.

In the late 1950's, a second motivational model was proposed by
Herzberg and associates._ They used a semi-structured interview tech-
nique to get indiVidua]s to reflect on the elements of their job that
improved or reduced their job satisfaction. Content analysis of the
interviews revealed that when people were dissatiﬁfied, the bad feelings
were generally associafed with the work environment, and that good
fée]ings results from the work itself. This meant the introduction of a
.two factor theory. Herzberg referred to the factors that prevent dis-
satisfaction as hygiene or maintenance factors. They included money,
supervision, security, working conditions, personal life, policies and
administration, and interpersonal relations. The second tier which
brings about satisfaction he labeled as motivators, and they constituted
the work itself, recognition, advancement, growth, responsibility, and
achievement (18).

Herzberg's framework was analogous to Maslow's theory. His hygiene
factors coincided with Maslow's Tower level needs, and his motivators
corresponded to Maslow's upper level needs. Both did not provide,

however, an adequate 1ink between individual need satisfaction and the
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achievement of organizational objectives. In addition, neither theories
hﬁnd]ed the problem of individual differences in motivation.

Another important contributor to the human resources movement was
Douglas McGregor. In his book, The Human Side of Enterprise, he intro-
duced Theory X and Theory Y, the two possible paths that can be used
when managing an organization (19). McGregor was actually referring to
the controversial theme that had been upheld by theorists and writers
concerning the dual nature of mankind. Theory X was based on the fol-
lowing managerial assumptions:

1) The average individual has an inherent dislike for work and
will avoid it if he can.

2) Because of this human characteristic of dislike of work, most
individuals must be coercéd, controlled, directed, or threatened with
punishment to get them to put forth adequate effort toward the achieve-
ment of organizational objectives.

3) The average individual prefers to be directed, wishes to avoid
responsibility, has relatively 1ittle ambition, and wants security above
all.

As an alternative, McGregor infroduced Theory Y which in essence made
the following -assumptions:

1) The expenditure of physical and mental effort in work is as
natural as play or rest. The average individual does not inherently
dislike work.

2) Individuals will exercise self-direction and self-control in
the service of organizational objectives.

3) Commitment to objectives is a function of the rewards asso-

ciated with their achievement.
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4) The average individual learns, under proper conditions, not
only to accept, but to seek responsibility.

5) The capacity to exercise a relatively high degree of imagina-
tion, ingenuity, and creativity in the solution of organizational prob-
lems is widely, not narrowly, distributed in the population.

6) Under the conditions of modern industrial 1life, the intellec-
“tual potentialities of the average human beihg are only partially util-
ized.

When examining the two sets of assumptions, it is found that most
managers tend to underrate the employee, subscribing more heavily to
Theory X. Such tendency to lean toward the traditional approach seems
to have its roots in manager%al practices that avoids the anxieties
associated with'understanding human motivation and needs, and align its
actions with concepts of pbwer and authority, which are in harmony with
human nature and can readily be understood. Theory Y, however, presents
a dynamic view of man who is seen as having the potential for growth and
development. The present environmental forces can no longer allow
management to hide behind Theory X assumptions. Management must subor-
dinate its organizational behavior to a situétiona] compromise in order
to release the human potential that is so vital for the achievement of‘
organizational objectives._

Further theoretical attempts to predict individual behavior empha-
size expectancy and learned behavior concepts. The theory states that
an individual will generally be a high performer when he: (1) sees a
high probability that his efforts will lead to a high performance, (2)
sees a high probability that high performance will lead to outcomes, (3)

views these outcomes, to be on balance, positively attractive to himself
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(20). Such expectations and perceptions are linked to learned behavior,
a product of present action and future reward. The experiences of
positive and negative reinforcement Tlearned directly or indirectly
establish a cause-effect relationship that dictates how a person will
respond in a given situation (13).

When combining expectancy and learned behavior concepts, one has
the basis for understanding some of the most important motivation the-
ories. One of these is Victor Vroom's expectancy-valence theory. Vroom
calls the intervening components between motivation and the final out-
comes as valence, expectancy, and instrumentality. He defines valence
as the relative importance of an outcome or goal to the individual.
Expectancy is the degree to which people subjectively link their behav-
ior to an immediate outcome or goal. Instrumentality is the relation-
ship perceived by an individual between a first-level outcome and
second-level outcome.‘ The theory states that, when people believe their
behavior will lead to certain rewards, the extent to which they will be
motivated is a function of the multiplicative relationship between
valence and expectancy. This means that one without the other can
result in a zero motivation. The degree of mbtivation, therefore, is
determined by the mixture of the perceived value of the reward and the
expectation that efforts will lead to the attainment of the reward (21).

The emphasis that expectancy theories place on rationality and
expectations seems to be more applicable to the complexities of human
motivation and behavior. They facilitate the incorporation of motives
1ike status, achievement, and power into a theory of attitudes and
performance (22). Expectancy concepts stress the external motivating

goals as the force pulling the individual toward the desired goals.
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This approach diverges from original need theories which stress the
internal need deficiencies as the dynamic forces that push the individ-
ual toward engaging in-a particular form of behavior (16). Psycholog-
jcal theories contributed to understanding the complexities of individ-
ual needs and motivation. They fell short; however, to demonstrate the
impbrtance of environmental and situational factors of motivation (23).

In performing the function of direction within an organization,
behavioralists realized the need to bridge the gap between theories of
individual behavior on one hand, and organizational theory on the
other. The inf]uénces of structure and rules, technology, information
flow, peers, and acquaintances have an indirect and filtered effect on
employee attitudes, motivation, and daily behavior. This intervening
variable is identified as organization climate and defined as the per-
ceived subjective effects of the formal systems, the informal "style" of
managers, and other important environmental factors on the attitudes,
beliefs, values, and motivation of people who work in a particular
organization (23). The theory provides a basis for interpreting partic-
ular situations, and it issues from a fundamental human need to appre-
hend order in one's environﬁent.- An emp]oyee'g perceptfons are grad-
ually formed over a period of time as he performs an assigned activity
under the guidance of a supervisor and a set of organizational guides
(13). "

The typical general factors employed in the measurement of organi-
zational climate are : Work group, supervisor, organizational charac-
teristics, and the administrative process (13). Certainly the nature of
the immediate work group represented by morale, friendliness, hindrance,

and disengagement; ‘and the supervisor's characteristics of aloofness,



17

output emphasis, consideration, and trust will considerably shape-up
the picture of climate in the mind of the employee. Organizational
characteristics such as size, complexity, formalization, and autonomy
will determine the degree of specialization, impersonalization, methods
of problem solving, and the decentralization of decision making. Fi-
nally, administrative factors which are: the reward system, the commu-
nication system, conflict-cooperation, and risk tolerance will determine
conduciveness to achievement, participation? teamwork; and creativity.
These characteristics, although have been individually defined, ul-
timately will form a global subjective impression that will have an
impact on employees' performance, satisfaction, creativity, and commit-

ment to the organization (13).

Organization Development and Quality

of Work Life

The rapid pace of change in the socio-economic, political, and
technological environments have been readily apparent within the last
three decades. Socially responsible behavior by business in such areas
as the physical environment, meeting -the economic needs of consumers and
emp]oyees, and improving the general quality of 1ife have become thé
code of ethics by which organizations measure up to societal expecta-
tions. Business, mdreover, has come to recognize that social activities
can lead to economic rewards and that organizations should attempt to
create such a favoraB]e situation. Intensified competition for scarce
resources, mergers, corporate take-overs, and the greater dependence on
financial institutions have contributed to organizational uncertainty.

Increased governmental dinvolvement and a myriad of socially motivated
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laws and regulations of organizational conduct in the financial and
marketing fields and labor relations have further escalated the stress
on bureaucratic organizations (24). Acceleration in the growth of
science, research and development activities, and innovation are having
a disruptive effect on the operation of the ofganization's internal
components, and on the organization as a whole in relation to its exter-
nal environment. The element of stability, that was once the principal
maintenance factor for closed systems, has been radically altered and
replaced by unpredictable variables. Organizational inability to adjust
reactively or proactively to such turbulence in the outer periphery will
have a debilitating effect manifesting itself in a state of atrophy that
leads to extinction (25).

The potential for orggnizations, however, to survive in an open
system has been increasingly dependent on the introduction and imple-
mentation of long-range coordinated strategy to develop organizations
climates, ways of wokk, relationships, and communication systems.
Adoption of a we11'justified process of change will have a far reaching
effect in bringing about a high degree of congruence ahd harmony among
the different components of the system, and elevate the degree of fit
between the organization and its external environment. The mechanism
used for the introduction of such large scale revolutionary change is
called organization development (13). The concept is a by-product of
behavioral sciences incorporated into the systems theory of manage-
ment. Its behavioral origins are associated with three particular
institutions, each characterized by certain change methodology (26).

They are:



19

1) Sensitivity T - Group associated with the National Training
Laboratories, now called NTL Institute for Applied Behavioral Science,
which evolved from the work of Kurt Lerwin and his associates during the
40's. It advocated the application of group dynamics for individual
Tearning via interpersonal relations and feedback regarding the impact
of one's behavior on others.

2) Socio - technical systems associated with the studies of Trist,
Banforth and others at the Tavistock Institute of London. These studies
based the change activities in an organization on both the technological
requirements and the social relationships of the people directly in-
volved, |

3) Survey feedback associated with the Institute for Social
Research, University of Michigan, and developed by Rensis Libert and
colleaqgues. It called for the use of questionnaire in organizational
diagnosis and intervention.

Situational circumstances and theoretical affiliation have gen-
erally influenced experts' views as to what are the elements that should
be targeted for change in organization development (0D). Bennis define
0D as "A complex educational strategy intended to change the beliefs,
attitudes, values, and étructure of organizations so that‘ they can
better adopt to new technologies, markets, challenges, and the dizzying
rate of change itself" (25:2). Huse defines OD as "The application of
behavioral science knowledge in a long range effort to improve an or-
ganization's ability to cope with change in its external environment and
increase its problem solving capabilities® (27:410). To French and Bell
0D is "A top management supported, long range effort to improve an

organization's problem solving and renewal process, particularly through
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a more effective and collaborative diagnosis and management of organiza-
tion culture - with special emphasis on the formal work team, and inter-
group culture - with the assistance of a consultant facilitator, and the
use of theory and technology of applied behavioral science including
action research" (28:17). To Lippitt 0D meant "The application of the
planning, developing and problem solving process to the overall func-
tioning of the organization in such a way that it strengthens the phys-
ical, financial, and human resources; improves the process of interface;
helps the organization mature; and is responsive to the environment of
which the organization is a part" (29:X1V).

When examining the different theoretical streams and practices of
0D, the following characteristics come into perspective (28):

1) OD is an on-going interactive process. By process it is meant,
an identifiable flow of inter-related events moving over time to some
goal. The on-going process implies that it is not a one shot solution
to organizational problems, but a series of intervention activitfes over
a period of time. The interactive aspect means a series of actions and
reactions, initiated activities, and the responses to these activities.

2) 0D is a form of applied behavioral science. It utilizes the
principles, practices, and skills of social psychology, social anthro-
pology, sociology, psychiatry, economics, and political science in the
diagnosis and treatment of an organizational system. The practitioner
of 0D examines the problem situation and determines the remedial solu-
tion according to a typology when a state of disequilibrium exists.

3) OD is a normative-reeducative strategy of change. It is

neither program of change for change's sake or a panacea for all
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problems. Instead, it is the enactment of planned changes in the socio-
cultural norms, values, and beliefs deemed necessary and desired by the
people who will be affected by it. In some cases 0D espouses the use of
the empirica]-rational theory of change as a secondary approach or in
association with the normative-reeducative strategy. The approach
stresses collaborative power as means for change rather than unilateral
power.

4) 0D views organizations from a systems approach. Organizations
are considered to be made up of inter-dependent components and an iden-
tifiable gestalt. It consists of goal, task, technological, human-
social, structural, and external interface subsystems existing in a
state of dynamic inter-dependence. The gystem might include one or more
feedback mechanisms receiving external and internal signals to facil-
itate self-regulation and ultimately bring about a state of fit between
the system and its environment. This pattern of thinking helps a non-
isolated analysis of issues and incidents and a more accurate descrip-
tion of reality to posit multiple causes to events. The systemic
approach, furthermore, presupposes that one cannot change one part of
the system without influencing, even to a minimum, the other parts.
Unpredictable events issuing from organizational dynamics will be re-
duced or eliminated as a result of this holistic approach.

5) 0D is a data based approach to planned change. Effective
improvement programs almost always require a data base, that is, they
rely on systematically obtained empirical facts for diagnostic purposes,
action planning, and action evaluation. In many cases the data results

are fed back to contributors so that they can have an accurate picture
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of the problem situation and may then plan action programs to eradicate
the negative aspects and build up the positive attributes.

6) OD is experience based. Various kinds of experiential learning
are used in the field of organizational development. This approach,
which is based on the tenets of the laboratory training movement, refers
to learning about something by experiencing it and then reflecting on
the experience. Many 0D interventions allow organizational members to
engage in an activity, énd then they examine the relationships in the
activity, the positive procedures and aspects when performing the task,
and the hindrances in reaching the goaTs. The experience generated from
such a process will contribute to individual's and group's Tlearning
skills and their abilities to change and grow.

7) 0D emphasizes goal setting and planning. The intervention to
enhance organizational effectiveness aims at structuring learning activ-
ities that are designed to improve the planning function, strategy-
making, and goal-setting processes at the individual, group, and organ-
izational Tlevels. Managément by objectives (MBO) and goal setting
enacted at all levels have been widely recognized to have an important
influence in directing and energizing behévior, which can contribute to
organizational - improvement. 0D programs may also be directed toward
individual's career development and 1ife planning by clarifying the
objectives and goals and determine how to achieve them. When these
programs are directed toward goal setting processes for work teams, they
help the group and their immediate superiors set realistic objectives
that can be periodically reviewed.

8) OD activities focus on intact work teams. Since the Hawthorne

experiments of the late 1920's, and early 1930's, and Tlater on the
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studies conducted by the laboratory training movement of the 1940's,
work teams have taken a prominent role in 0D intervention activities
aimed at promoting organizational effectiveness. Two fundamental rea-
sons seem to have contributed to the interest in group dynamics and the
management of group culture., The first, is that mostly any kind of
organizational work is a by-product of a variety of work teams. The
second,'is that changing the culture, processes, relationships, and ways
of performing tasks within these teams is a way to achieve permanent and
lasting improvement in the organization. This has been attributed to
the fact that most individuals need to belong and be identified with one
or more reference groups. Individuals must learn to accommodate the
norms and values of such groups in order to derive the satisfaction they
need such as status, recognition, and respect.

The success of intervention programs is primarily dependent on the
leadership's ability to identify the state of dissonance existing
between the system and its environment, and to explicitly define the
desired conditions pertinent to organizational effectiveness. This
awareness must be accompanied by top management's commitment and objec-
tive involvement in the renewal process. The recognftion of the sys;
tem's parameters, which govern its activities, leadership style, prob-
Tem-solving mode, and values and norms should be considered prior to the
development of a change strategy. It is important, moreover, to pin-
point the subsystems targeted for change, their readiness, and the
attitudes of their members toward the change process. Erroneous assump-
tions regarding the current state of the organization often can result
in the enactment of non-realistic plans leading to a state of confusion,

frustration, unexpected resistance, and generally a failure to achieve
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the desired goals. Such an analytical approach makes it imperative that
interventions are to be undertaken by someone who is able to step out-
side the cultural constraints of the organization. This change agent,
be it a consultant or a manager, who has been exposed to behavioral
science with sufficient training in 0D, can bring his or her discrepant
views of the organization's problems, of how to implement effective
change, and how to mobilize the organization's resources. Conflicting
perspectives between the change agent and the organization's tradi-
tional views offers the opportunity for new and creative planning (30).

The structured activities of interventions, a]thoﬁgh, have been
variably tailored to suit specific organizational problems, can be said
to fall into the four following categories (31):

1) Diagnostic Interventions - Activities that are mainly intended
to ascertain the state of the system by gathering data about the total
system or any of its parts. This will enable 0D practitioners to create
a setting for feedback and diagnosis.

| 2) Process Interventions - Activities that areiundertaken by the

consultant to help the client perceive, understand, and act upon process
events which take place in the client's environment. Among the proc-
esses emphasized are communication, leader and membér role in groups,
problem solving and decision making, group norms and group growth,
leadership and authority, and intergroup cooperation and competition.

3) Structural Innovations and Interventions - Activities that are
aimed at improving organizational effectiveness through changes in task,
structural, and technological subsystems. This approach has
increasingly become more popular in organizations attempting to cope

with changes in people and environment and especially those changes
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directed toward the lower parts of the system. Among these interven-
tions are job‘design, quality circles, work restructuring, and quality
" of work Tife. |

4) Individual Interventions - Activities that are intended to
develop skills, abilities, and knowledge of individuals so that they can
reach a state of equilibrium in relation to their social group and their
role in the larger organization. This is accomplished through the use
of counseling, training, and selection.

One of the areas that have increasingly received attention in 0D
programs, and which is the focus for this study; is the quality of work
life (QWL). In the 1970's, this acronym has been used with increasing
frequency to describe certain environmental and humanistic values
neglected by societies in favor of technological advancements, indus-
trial productivity, and economic growth. This interest has been
prompted not only by changes in social priorities advocating dignity,
satisfaction, and well being of employees, but by the concern to test
the hypothesis that greater creativity and productivity correlates with
the quality of human experience in the work place (32).

Under the general rubric of qu, the following conceptual criteria
have been'proposed to provide a suitable framework for organizational
analysis (33):

1) Adequate and Fair Compensation - Organizational members should
receive a relatively adequate and sufficient pay for their work, which
enables them to maintain a socially acceptable standard of living. Such
pay must be appropriately related to other pay for other work.

2) Safe and Healthy Conditions - The physical work environment

should not be hazardous or detrimental to employees health. Pleasant
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working conditions, and reasonable working hours beyond which premiums
are paid are considered preventive measures of dissatisfaction.

3) Immediate Opportunity to Use and Develop Human Capacities -
Included in this category are skill variety, task identity and signif-
icance, autonomy, and feedback. These characteristics represent a
reasonably objective measure of the properties of the work itself.
Jobs; which are high in these characteristics, allow employees to expe-
rience a meaningful work, a personal responsibi]i;y for outcomes, and a
knowledge of the actual results that can ultimately lead to high inter-
nal motivation.

4)  Future Opportunity for Continued Growth and Security - This
concept includes the degree to which current activities expand one's
capabilities, the potential to use the newly developed skills and
acquired knowledge in the performance of future work assignments, and
finally the availability of organizational opportunities for advance-
ment.

5) Social Integration in the Work O}ganization - This criteria
encompasses: a) The freedom from prejudice, whereby an individual is
judged according to job related pefformance regardless of sex, race, or
‘origin. b) Egalitarianism, avoidance of exceséive inequality prompted
by status and hierarchical structures. c) Mobility, the existence.of
opportunities for employees to move upward within the organizational
structure. d) Supportive primary groups, whose members help and coop-
erate among themselves and relate their ideas and feelings to each
other. e) Community, the ability of organizational members to relate,
identify, and have a sense of belongingness to their organization as a

whole.
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6) Constitutionalism in the Work Organization - Within the context
of this concept there is employee right to personal privacy for non-work
matters, free speech and the expression of opinion without fear of
retribution or punishment, equal- treatment, and management's governing
by the rule of Taw rather than by the rule of men.

7) Work and Total Life Space - In many instances, the effects of
work can positively or negatively impact other aspects of an individ-
ual's life that are outside the work sphere. It is therefore important
that work schedules, career demands, and travel requirements do not
exact a heavy tool in social and psychological costs from employees.

8) The Social Relevance of Work Life - This concept represents the
degree of organizational compliance with social demands and responsibil-
ities as perceived by employees.r Organizational behavior in the fields
of environmental protection, marketing techniques, employment practices,
relations to underdeveloped countries, etc. has a noticeable effect on
an individual's perception toward the value of his or her work, and in
turn on self-esteem.

The complex relationships between the criteria in one case, and the
degree of correlation between thei} totality under the umbrella of QWL
and productfvity can only be ana]yzed'through a scientific methodology
that continuously monitor employees' attitudes and opinions. This is
prompted by the differences and changes in organizations' situational
circumstances and individuals' perceptions influenced by the diversity
of culture, social class, education, and personality. The device that
is widely used to generate systematic and comparative information is
called the survey feedback method. It is defined as "the collection of

data from a specific work unit or the total organization through the use
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of structured questionnaire." The data generated are fedback to the
involved individuals and groups, and used by managers as a remedial and

preventive tool for organizational problems (34).
Projects of Quality of Work Life

Since the early 70's, the strong interest in the concepts of QWL
has provided a Tlegitimizing -force for experimentation with
organizational forms. When examining the different publicized studies
it is found that QWL projects have occurred in the public and private
sectors, in union and non-union situations, and in existing and newly
developed organizations. The bulk of these projects seems to have taken
place in the manufacturing industry. In recent years, however, an
increased number of these projects have been conducted in the labor-
intensive service industry. This has been prompted by the potential
contribution an improved QWL afford to an industry which is relatively
more dependent on human skills, and thus needs to retain an efficient
and stable work force. Researchers reviewing QWL projects have pointed
out the following results (35):

1) Increases in job satiéfaction, feeling of personal growth, job
jnvo]vem;nt and organizational commitment.

2) Positive effects have been strongly noticeable on absenteeism,
turnovers and tardiness. The findings agree with the increased worker
satisfaction.

3) Productivity either remained the same or showed some
increases. It did not suffer, however, as a result of QWL programs.

4) The programs in general have created a more skilled and flex-

ible work force, a valuable asset to any organization.
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Efforts to operationalize the QWL concept have taken three basic
directions. The first views QWL as a process to provide people at work
with structured opportunities to become actively involved in a new
interpersonal process of problem solving toward a better working condi-
tions and a more effective organization. In this case the purpose of
the study is to diagnose changes in the perception of employees along a
number of key dimensions i.e. supervision, pay, working conditions,
extent to which their ideas are listened to, etc. These process indica-
tors can be used in a longitudinal fashion so as to compare responses at
different times. The second view describes QWL as an individual's
reactions to the work situation. It is outcome oriented limited to the
assessment of a particular situation. In this case an individual can be
said to enjoy a high QWL when he or she (a) has positive feelings toward
the job and its future prospects, (b) is motivated to say on the job and
perform well, and (c) feels his working 1ife and private 1ife are bal-
anced in terms of his personal values. This view seems to be a restate-
ment of job-facet satisfaction which has concerned organizational
researchers for many years. The third view combines both process and
outcome elements. It focuses bn extrinsic factors represented in terms
of personal and economic security and compensation that is commensurate
with the worker's contribution to the value of a service or a product.
These views have helped in the development of universally applicable,
statistically valid surrogate measures that can deductively infer the
QWL in a given situation, i.e. The Job Descriptive Index (JDI), The Job
Diagnostic Survey (JDS), The Job Characteristics Inventory (JCI), Opin-
jon Scale for Managers' Job Satisfaction, and The Minnesota Satisfaction

Questionnaire. In a number of QWL projects, moreover, situational
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factors have dictated the development of a questionnaire tailored spe-
cifically to examine issues that are relevant to the organization under

study.

The General Motors QWL Project:

The QWL program instituted at General Motors Corporation can be
said to be the most elaborate project ever to be implemented in the
private manufacturing sector. Since the inception of the program in the
early 70's at.the Tarrytown plant in New York, GM management's objec-
tives were (37):

1) To foster more employee involvement at the factory floor and in
the office.

2) To improve relationships, especially between supervisors and
the people reporting to them.

3) To better cooperation between union and management.

4) To design jobs and organizations more effectively.

5) To improve integration of people and technology.

In the late 60's and early 70's, the Tarrytown plant suffered from
. much absenteeism and Tlabor tdrnerr. Operating costs were high and
performance poor. Hostility between management and labor contributed
further to the high degree of disciplinary layoffs and firings. “Such an
adversial environment prompted a new plant manager with the help of a
receptive local union to search for remedial actions for the pfob]ems
concerning both management and Tlabor (38). The establishment of a
dialogue and a line of communication between the plant management and
the union to explore issues related to QWL was officially recognized in

the 1973 contract between The United Auto Workers of America and GM.
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This was the first time such an issue was explicitly addressed in any
major U.S. labor management contract. The letter of agreement between
the UAW and GM read: "In consu]tation with union representatives,
certain projects have been undertaken by management in the field of
organizational development involving the participation of represented
employees. These and other projects and experiments that may be under-
taken in the future are designed to improve the quality of work life,
thereby advantaging the worker by making work more satisfying experi-
ence, advantaging the corporation by leading to a reduction in employee
absenteeism and turnover, and advantaging the consumer through improve-
ment in the quality of the products manufactured" (39:15). The ability
to illicit the union's approval and cooperation made it possible for GM
to enact QWL programs in its plants throughout the U.S. (39).

When reflecting on the Tarrytown experiment, it is evident that the
quality of work 1ife program has béen effective in boasting employees
morale, reducing absenteeism and grievances, and contributing to the
plants' efficiency. In addition the following principles have surfaced
as a result of these studies (38):

1) Management must be able to run the business as a profit making
enterprise.

2) The union must be strong and it's leadership must have the
ﬁdnfidence of the members.

3) In most cases management must take the first steps to initiate
change §trategies.

4) Neither management nor the union should use the QWL programs to

circumvent the labor management agreement.
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5) The support of management and the union to programs of QWL is
critical to their success.

6) Middle management and front-line supervisors must be informed
of what is taking place and be able to have a say in the change process.

7) The QWL programs are not suppose to focus on increasing produc-
tivity. This is not to say that cost savings, lower absenteeism and
turnover, and better production methods shou1d not be an expected conse-
quence of the effort.

8) QWL should be voluntary for participants.

9) In the initial stages of QWL program, planning should be flex-
ible and focused on a specific problem.

10) It is imperative to eliminate bottlenecks on the spot before
moving from one stage to another when developing a QWL program. Leaving
obstacles behind can undermine the whole process.

11) Opportunities must be available for employees to develop their
communication and problem solving skills in the job situation.

12) QWL must be an on-going program regardless of changes in the
personnel in the organization.

In the autumn of 1976, a major approach to the quality of work life
studies was instituted at GM. It was the development of the qua]fty of
work life survey questionnaire, whiﬁh has since been used in all GM
plants. The questionnaire which covers 16 areas includes physical work
environment, economic well being, the development and utilization of
employee skills and abilities, employee involvement and influence, and
supervisory and work group situations. GM's ability to monitor em-
ployees' attitudes and evaluate the effectiveness of specific programs

contributed to management's ability to design organic organizational
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structures which are more responsive to people and their needs, and the

objective of the business (37).

QWL of Dietitians

Taylor (40) studied the QWL forAADA members who were employed in
business and industry. A sample of 600 members was selected to receive
the research questionnaire. O0f the 253 responses received, representing
42% of the sample, only 166-184 were usable of analysis. The instrument
used in this study consisted of: one part requesting biographical
information about the respondent, and the employing industry; and a
second part dealing with QWL issues. This later part, which consisted
of nine subscales, was developed from four different sources. The
subscale dealing with employees' perceptions of the company's attitude
and policies, was taken from the Opinion Scale for Managers' Job Satis-
factioq (41). The general job satisfaction subscale was borrowed from
the Job Diagnostic Survey (JDS), another evaluative instrument developed
by Hackman and Oldman (42). A third subscale, incorporated in the
instrument, measured situational performance constraints. It détermined
the existence of obstacles that might result in employees' frustration
and consequently effect his or her performance (43). Five of the six
remaining “subscales; acfua] work on present Jjob, pay and benefits,
opportunities for promotion, supervision on present job, and people on
your present job were originally developed in 1969, by Smith, Kendall,
and Jullin in what is called The Job Descriptive Index (JDI) (9). The
JDI used in this study, however, has 41 more questions that were added

to the five original subscales, and an additional subscale called the
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job in general. This version is presently copyr{ghted by Bowling Green
State University 1975, 1983. |

The researcher found that dietitians in business and industry in
general appeared to be very happy with their QUL. The Tleast
satisfaction was evident with the oppértunities for promotion. On this
issue, the participants' responses seemed to have been influenced by the
variables of salary, employment status, position title, and type of
business and industry (40).

Leche (44) studied the QWL of dietitians with managerial responsi-
bilities in health care delivery systems. The objective of the study
was to determine if selected personal and work related variables af-
fected the QWL of these dietitians. The random sample used in the study
was drawn from a list of 3500 ADA members with management responsi-
bilities in health care delivery systems, and consisted of 400 individ-
uals. The response rate was 43% (N = 171), of which 168 questionnaires
were usable for analysis. The survey instrument used in the study was
divided into two parts. The first part requested information about the
participants, while the second part included the nine QWL subscales
mentioned earlier in Taylor's study (40).

The research revea]gd that consultants, "others", and directors
thought more positively about their actual work and their organization
than genera]iét dietitians. Pay and benefits were viewed by management
dietitians favorably, with older dietitians scoring higher in regard to
this criterion. Opportunity for promotion, another QWL dimension, was
perceived to be average, with personal and work related variables in-
fluencing the scores on this issue. In regard to supervision the re-

sponses were positive, affected by work related variables. The
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consensus for the respondents was favorable in regard to how they per-
ceived people in their present job, and the job in general. Dietitians
working in traditional institutions scored higher, with regard to these
two dimensions, than those working in non-conventional settings. Per-
formance constraint measure, and the general job satisfaction both
showed that dietitians were content with their work environment. In the
first case, however, scores were influenced by work related variables,
while in the second case by personal variables (44).

Palan (45) Studied.how dietitians in Oklahoma perceived their QWL
and specifically how they felt about consequences of job dissatisfaction
or incorrect stimuli. His results were then compared to those of a
national survey that dealt with stress of professional or techﬁ{cal and
managerial women, The samp]e used in the study included the total
female population of the Oklahoma Dietitic Association's members
(ODA). Of the 475 questionnaires that were mailed, only 196 were suit-
able for complete 6r partial analysis. Men were excluded from the study -
because the national survey that was used for comparison was based on
women's responses only. The survey instrument, used by Palan, was based
on the National Women and Stress Survey 9 to 5, developed by the Na-
tional Association of Working Women, 1983, The qdestionnaire consisted
of three sections that dealt with demograﬁhic issues, conditions of the
“job, and work related stressors, mediators and health effects.

The results of the study indicated that ODA dietitians and the
respondents of the stress survey were happy with QWL on the job. ODA
dietitians, however, scored slightly higher in all the QWL dimensions,
with the exception of performance constraints. The analysis of stress

dimensions;: coping, behavioral strain, physical strain, and mental
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health indicated that both groups scored high on the mean scores of all
the occupational stress dimensions. The ODA members indicated they
could possibly control occupational stress on the job better than the
women from the stress survey on three out of four dimensions. The
professfona] or technical and managerial women scored higher only on

coping (45).

The Cornell Quarterly's Job Satisfaction Survey

This survey was designed to measure the expectation and job satis-
faction of hospitality employees (46). The purpose of the study was to
provide insights into the problems of lack of motivation and dissatis-
faction that have long plagued the industry. The questionnaire, which
was published in the Cornell H.R.A. Quarterly, asked subscribers to
respond within a maximum period of four months. The instrument used in
the study was>deve1oped by Profes§or Abraham Pizam of the University of
Massachusetts, Amherst, and Venkat Chandrasekar of the School of Hotel
and Resturant Management at the University of Denver. It was based on a
job satisfaction questionnaire developed by Edwafd<E. Lawler and the
Institute for Social Research at the University of Michigan. The in-
strument consisted of 95 questions 1in nine categories: socio-
demographic data, satisfactiaﬁ with one's Jjob, satisfaction with the
hospitality industry, satisfaction with life, importance of work, work
vs., home 1ife, satisfaction with Job facets, Aecision-making authority
and aspirations, and organizational climate (46).

The results were based on the responses of 191 persons representing
3% of the subscribers. Most of the respondents were highly educated and

‘well-remunerated young executives. It was found that the participants
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were well satisfied Qith their jobs, the hospitality industry, and their
lives in general. The study, although, showing that the respondents
worked hard, supporting the stereotype of the workaholic executive, did
not determine what cause them to place such a value on work. The par-
ticipants placed equal priorities on home and work affairs contradicting
the stereotype of the executive who is married to the business. Intrin-
sic work factors such as the job itself, opportunities to Tearn and
accomplish, taking part in the decision making process, and one extrin-
sic factor - the resources available to do the work - were felt by the
respondents to be the most important work attributes. Other extrinsic
factors were rated low in their importance. By contrast, most of the
factors that the respondents were most satisfied with were extrinsic,
giving rise to some discrepancy between what respondents were satisfied
with and what they considered important. There were, moreover, discrep-
ancies between the participants actual decision making authority and
their aspirations, especially in the areas of giving pay raises and

making overall organizational policy (47).



CHAPTER III
METHODS AND PROCEDURES

The purpose of this Chapter is to -identify the mechanics involved
in conducting the preseht study. It identifies the steps followed by
the researacher to get the Iraqi authority's approval for the conduct of
the study, and describes the subjects, the instrument, data collection,
and data analysis. The perspective that these findings shall put
forward will enable management to confront realistically any issues that
might contribute to employees' dissatisfaction and negatively affect

their QWL.
Approval Process

When the decision was made to conduct this study, an application
was submitted to .the Iraqi Ministry of Planning on October 28, 1984,
through the O0ffice of the Cultural Counselor at the Iraqi Embassy,
Washington, D.C. The letter explained the purpose and the contributions
which such stud{és can make to organizational effectiveness. It asked
“for the Ministry's endorsement, necessary for governmental departments
to have prior to providing the researcher with data relevant to the
study project. On February 14, 1985, a committee at the Ministry of
Planning acceded to the request and it was further approved by the

Minister. The decision was then communicated to the O0ffice of Cultural

Relations at the Ministry of Higher Education and Research, and the

38
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General Establishment for Tourism. In the meantime, a similar
application to furnish pertinent data and information was presented to
the General Establishment for Tourism. It gratefully acquiesced with
the request after having received the approval of the Ministry of

Planning (Appendix A).
Subjects

The persons to be surveyed in the study are all the available
administrative staff (managers, department heads, and their assistants)
of the five publicly owned, first class deluxe hotels in the city of
Baghdad. The use of the term "available", is due to the fact that a
number of positions in these organizations are unstaffed. The hotels
selected for the study are: Mansur-Melia, Palestine-Meridian, Ashtar-
Sheraton, Babylon-Oberoi, and Al-Rashid, each having over 300 rooms, and
prominently located in the capital (Appendix B). They incorporate all
the amenities essential for a universally classified first class
rating. The functional mechanism of their organizqtiona] structure
resembles that of similar European and American institutions., Their
upper management have been augmented by expertise from interﬁational]y
renowned hotel groups. The choice to conduct the study in the capital
is based on the large concentration of pub]ié]y owned hotels in the
city, and for reasons associated with the population criterion.
Baghdad's 1nhabiténts constitute approximately one-third of the coun-
try's poputation, and they exhibit the greatest degree of cultural

heterogenity.
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Instrument

The survey dinstrument employed in this study consisted of two
parts. Part I, requested participants to answer questions related to
socio-demographic issues. Part II, which was similar to the one used by
Taylor (40), included the questions dealing with QWL. The second part
used the long version of the Job Descriptive Index (JDI) together with
three additional subscales. The JDI iﬁ its original form emerged as a
result of the Cornell Studies of Satisfaction (9). It measured five
areas related to QWL: type of work, pay, opportunities for promotion,
supervision, and co-workers on the job. The long version of the JDI,
copyrighted by Bowling Green State University, has 41 extra questions
incorporated into the original five subscales, and an additional
dimension measuring employees perception toward the job in general. The
advantages realized when using the JDI are (9):

1 - The JDI 1is directed toward specific areas of satisfaction
rather than global or general satisfaction. Several different areas of
quality of work 1ife are measured separately. This does not mean that
these areas are necessarily statistically independent, but it provides
for those important situations where there are distinguishable
differences which the respondent can report with some assurance.

2 - The verbal level of the JDI is quite low. It does not require
that the respondent be able to make abstractions or understand long
vague sentences with several qualifications, but only that he or she
understands the general meaning of single words or short phrases.

3 - The JDI 1is an instrument that does not ask the respondent
direct]y.how satisfied he or she is with his or her work, but rather

asks for his or her description of the work. This results in responses



41

that are job-referent rather than self-referent. 1In describing.his or
her job the respondent does, however, provide information which may be
used to infer his or her satisfaction. In addition, the respondent's
attitudes toward his job influence his responses even to the more objec-
tive words. Finally, some of the words describe actual objective fea-
tures of the job situation which influence satisfaction directly.

The JDI has proven its reliability through its internal consis-
tency. In addition, the measure allows the researcher to distinguish
satisfaction with the different areas incorporated in the instrument.
Such measures are said to have discriminant validity. Another validity
requirement that has been satisfied by the JDI is convergent validity.
This is meant that the JDI measurements are significantly similar in
their eva]uations to those of different types of measures within the
same areas (9).

The other subscales used in this study were borrowed from three
different sources. Firstly, the "Company" came from Opinion Scale for
Managers' Job Satisfaction (41). It dealt with attitudes of the company
itself, its organization and its policies. This measure is statis-
tica]]y adequate and it reflects employees' pefception of the macro-
climate under which they perform their tasks. Secondly, the "General
Job Satisfaction" borrowed from the Job Diagnostic Survey (JDS), an
instrument designed to measure the key -elements of the job
characteristics theory (42). The responses to this subscale were
measured by a Likert-type scale ranging from one to seven, whereby one
represents a highly negative, seven a highly positive, and four a
neutral. The JDS has satisfactorily proven its internal consistency and

its discriminant validity (48). Thirdly, "Performance Constraint
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Measure" developed from the premise that situational variables are
important determinants of behavioral and affective responses of persons
in task settings (49). Organizational efforts to improve performance,
often implement change programs that are either designed to improve
employee motivation or focus more directly on improving employee
skills. The success of such programs might be severly hampered if
relevant work settings is such that persons are prevented from achieving
high Tevels of performance owing to the presence of situational
constraints. This coincides with Vroom's expectancy theory which points
to the fact that Tow motivation will occur when attempts are made to
increase valence without corresponding attempts to change workers'
expectancies. Likewise, the use of appropriate persons with task-
relevant abilities, and training designed to increase skills without
changing the work setting will defeat the objective of attaining high
organizational performance. The subscale identified eight situational
inhibitors that significantly affect quality of work and to some degree

productivity (43).
Data Collection

The survey questionnaire was translated into Arabic to avoid any
misconception by the Arabic speaking participants. The researcher's
Arabic background enabled him to adequately translate the questionnaire,
which was then examined by a number of Aréb students to establish the
reliability of the translation. Few changes were suggested with regard
to the Arabic wording -and they were duly incorporated into the transla-
tion (APPENDIX C). The Arabic and English versions were submitted for

review to the General Establishment for Tourism in Baghdad, under whose
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jurisdiction fall the hotels designated for the study. The
Establishment passed on a copy of the English and Arabic versions to
each of the five hotels with instructions to their managements to
conduct the survey among staff personnel (APPENDIX A). Copies of the
two versions were made in the hotels and distributed to their
personnel. Responses were then collected from each of the hotels and

forwarded to the researcher for analysis.
Data Analysis

Upon receiving the responses for the survey from Iraq, the Arabic
versions were translated and then transcribed on English questionnaire
forms. This was done to facilitate the entry of the raw data into the

computer data sheets. Individual scoriﬁg was based on the following

(9):

Points
Yes to a positive item 3
No to a negative item 3
2 to any item 1
Yes to a negative item 0
No to a positive item 0

An exception to this rule was the scoring for the General Job éatisfac-
tion dimension, which used a Likert-type scale ranging from one to
seven, The answer key for a11. the QWL dimensions may be found in
APPENDIX C. The total possible points for each dimension were as fol-

Tows:



Subscale

Jb1 Actual Work on Present Job
Pay and Benefits
Opportunities for Promotion
Supervision on Present Job
Peopie in Your Present Job
Job in General

Other Dimensions:

Organization
Performance Constraint Measures
General Job Satisfaction

Maximum Score

75
60
48
78
78
54

36
21
35
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Appropriate programs were selected and the data was statistically an-

alyzed using frequency tables, correlation coefficients, and chi-square

tests. The designated significance level used was 10%.



CHAPTER IV
RESULTS AND DISCUSSION

The purpose of this study was to assess the quality of work life
for the administrative staff of Iraq's public sector hotels. Data was
obtained using the research instrumeht described in Chapter III. The
managemehts of the five first class-deluxe hotels in Baghdad acting in
accordance with the Establishment's letter, (Appendix A) distributed the
questionnaire to 127 of their staff personnel. The response rate was
594 (N = 75). A number of these respoﬁses hdad to be excluded as a
result of the many unanswered items found in them, bringing the final

count for questionnaires usable for analysis down to 46% (N = 59).
Characteristics of Survey Participants

Age, Sex, and Marital Status

As illustrated in Table I, 33.9% (N = 20) were 25 to 30 years old,
32.2% (N = 19) were between 31 and 35 years of age, and 18.6% (N = 11)
were in the 36 to 40 age group. The remaining 15.3% (N = 9) of the
respondents were either below 25 years or fell in three brackets between
41 to 55. Male respondents comprised 74.6% (N = 44) of the total, while
females constituted 25.4% (N = 15). Thirty nine percent (N = 23) were

single, 57.6% (N = 34) were married, and the remaining 3.4% (N = 2) were

divorced.

45
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"TABLE 1
RESPONDENTS BY AGE GROUP

Age Frequency Percent
Under 25 5 8.5
25 - 30 20 33.9
31 - 35 19 32.2
36 - 40 ot 11 18.6
41 - 45 ' 1 1.7
46 - 50 1 1.7
51 - 55 2 3.4

Cultural Backgrounds

For the purpose of analysis, the questions concerned with national-
ity, religion, and ethnic group were consolidated into one variable that
inferred the cultural background of the respondents. Three different
cultures were distinctively apparent among the respondents. As illus-
trated in Figure 1, Middle Easterners, who included Iraqis, Egyptians,
and Palestinians, represented 66.1% (N = 39), Asians were 1816% (N =

11), and Europeans were 15.3% (N = 9).
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Key
A - Middle Eastern
B - Asian
C - European
40
30
20
10

Age Group

Figure 1. Cultural Backgrounds of Respondents

Highest Educational Levels Attained

As illustrated in Table II, 8.5% (N = 5) were higﬁ school grad-
uates, 13.6% (N = 8) had completed vocational schools, and 64.4% (N =
38) had earned a bachelor's degree. The remaining 13.6% (N = 8) in-

-dicated having either a master's degree or some type of specialization
in addition to their university degrees. Educational classifications,
however, were collapsed for statistical purposes. All respondents were

assigned to either a university or below university categories.
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TABLE II
RESPONDENTS EDUCATIONAL LEVELS

Degree Frequency Percent
High School 5 8.5
Vocational school 8 13.6
B.A. or B.Sc. 38 64.4
M.A. or M.Sc. 4 6.8
Other 4 6.8

Job Considerations and Years of Emb]oyment

Forty-nine participants considered work in the hotel industry as a
career, eight were of the opinion that their job is transitory, and two
did not respond to this question, Years of émp]oyment was determined by
the total years employed in the present hotel, other hotels, and outside
the hotel industry. Respondents' years of employment seemed to have
been mostly spent in the hotel industry with few having had a long
tenure in other types of organizations. The numbers varied between 1
and 32 yearsfof employment with a weighted mean of 10.8 years and a

median of 9 years.

Managerial Position

Position title, supervisor's title, and type of employees super-
vised were the prime criterion examined to determine the position Tevel
for the respondent. Position title indicated to some degree the scope

of responsibility and authority which the respondent had. Supervisor's
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title, and the type of employees supervised determined the respondent's
position within the organizational hierarchy. This process made it
possible to narrow the field of managerial positions to an uppe; manage-
ment (managers, and executive resident managers), middle management
(department heads reporting ‘direct1y to the manager), and lower
management (department heads reportihg indirectly to the manager,
assistants, and others). As jllustrated in Figure 2, 5.1% (N = 3) were
upper management, 40.7% (N = 24) were middle management, and 54.2% (N =

32) represented lower management,

40 Key:

' A - Upper Management
B - Middle Management
C - Lower-Management

30

20

10

L

Managerial Position

Figure 2. Respondents According to Their
Managerial Position
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Monthly Salaries

Over 50% of the responses as illustrated in Table III, fell in the
Towest two brackets: below 149 Dinars, and 150-250 Dinars. It was
noticeable that Iraqis constituted the majority in these two cat-
egories. This is attributed to the fact that Iraqi personnel salaries
are regulated by a general rule that applies to all governmental civil
employees, regardless of the type of institution they work in. Foreign
nationals, however, who are employed because of shortages in certain
fields of expertise are exempted from this rule. Their salaries are
determined by supply and demand, educational level, years of experience,

and pay scales prevalent in the countries from which they come.

TABLE III
MONTHLY SALARIES OF RESPONDENTS

Monthly Salary (Iraqi Dinars)* Frequency Percent
Below 149 20 33.9
150-200 12 20.3
201-250 2 3.4 ~
251-300 1 1.7
301-350 13 22.0
351-400 1 1.7
451-500 1 1.7
551-600 1 1.7
601-650 5 8.5
651-1100 3 5.1

*A dinar is about $3.36
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Number of. Employees Supervised and Time

Away From Home

Fifty-seven participants responded to the first issue with 51.2% (N
= 29) having to supervise 14 employees and less, 39.0% (N = 22)
supervising between 20 and 80 employees and 10.8% (N = 6) supervising
between 100 and 600 employees. On the second issue, 35.6% (N = 21)
indicated that they never spent time away from home due to their jobs,
22.0% (N = 13) were either 1iving in the hotel or stayed in the hotel
when the situation warranted it, 11.9% (N = 7) stayed at the hotel once
per week, 15.3% (N = 9) stayed twice per week, 6.8% (N = 4) stayed
between four and five times per week, and 8.5% (N = 5) stayed between

once and twice per month.

QWL for the Administrative Staff of

Iraq's Publicly Owned Hotel

The QWL scores under various assumptions were illustrated in Table
IV. The column with maximum scores was derived from multiplying the
number of items of each subscale by_three points (see data analysis
section, Chapter III). The exception to this rule was the General Job
Satisfaction (GJS) subscale which utilized a Likert-type scale. In this
case, the maximum score of 35 resulted from multiplying the five items
stated in this dimension by 7. The indifference column scores were one-
third of the maximum scores. This would have been the score that a
person gets when answering all items with a question mark. The yes and
no columns reflected the positive and negative phrased questions. The

balance attitude scores were equal to one-half of the maximum score



TABLE IV

QWL EXPECTED SCORES UNDER VARIOUS
'ASSUMPTIONS AND MEAN SCORES

Expected Scores Under Assumption of Response Set

Scale N Maximum  Indifference Yes No Balance Mean Standard *
Score Attitude Deviation
Jo1
Work 59 75 25 33 42 37.5 53.90 . 10.33
Pay and Benefits 59 60 20 30 30 30.0 . 31.14 13.53
Promotion 59 48 16 24 24 24.0 26.90 12.53
Supervision 59 78 26 42 36 39.0 64.20 14.92
Co-Workers 59 78 26 36 42 39.0 55.71 19.10
Job in General 59 54 18 27 27 27.0 44.76 8.82

Added Dimensions

Organization 59 36 12 18 18 18.0 27,51 6.77
Performance Constraint 59 21 7 15 6 10.5 15.69 4.39
General Job Satisfaction 59 35 11.66 21 14 17.5 22.47 3.53

*
Standard deviations for means of present study

s
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(9). The arithmetic means and the standard deviations were calculated

from participants' responses.

QWL: Actual Work on Present Job

The QWL dimension; actual work on present job (AWPJ), dealt with
how individuals perceived their work most of the time. The mean score
for this dimension was 53.90. This reflected the participants'
satisfaction, considering that the maximum score is 75, and a balance
attitude score is 37.5 (Table IV).

Using a corre]afion coefficient test, the variables of years of
experience, and pay level did not significantly (P > .10) affect sat-
isfaction with AWPJ (Table V). This indicated that people who had more
experience or higher salaries did not necessarily perceive this issue
more or less favorably than those with Tless experience or Tlower
salaries. A chi square test was administered to the three other
variables: educational Tlevel, cultural backgrounds, and managerial
position. The results demonstrated no significant association (P > .10)
between either of these variables and the issue on hand (APPENDIX D),
indicating that the views held by partitihants toward AWPJ were not

influenced by the three criterions mentioned above.

QWL: Pay and Benefits

The QWL dimension, pay and benefits (PB), dealt with the issue of
remuneration as perceived by the participants for the work they do.
Participants' mean score was relatively the Towest among all the QWL
dimensions that were being examined in this study. The mean score was

31.14 of a possible maximum of 60 points, and a balance attitude of 30



TABLE V

CORRELATION FOR EACH QWL SCALE WITH YEARS OF
EXPERIENCE AND PAY LEVEL

co AWPJ PB OFP SPJ PPJ JIG PC GJS

I 9 5 10.17649  0,18906 0.35794 0.34574 0.00164 -0.09181 -0.08869 -0.01270 0.05693
Years Exp. 0.1812 0.1516 0.0054 0.0073 0.9902 0.4892 0.5041 0.9240 0.6685
I 16 0.30808 0.00114 0.51214 0.47530 0.28973 -0.14643 0.11538 -0.23831 0.20810
Pay Level 0.0176 0.9932 0.0001 0.0001 0.0260 0.2685 0.3842 0.0691 0.1137
Co: Company

AWPJ: Actual Work on Present Job

PB: Pay and Benefits

OFP: Opportunities for Promotion

SPJ: Supervision on Present Job

PPJ: People on Present Job

JIG: Job in General

PC: Performance Constraints

GJS: General Job Satisfaction

Pearson Correlation Coefficients

* Significance Level < .10

7S
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points. The standard deviation of 13.53 could reflect a potential
dissatisfaction with this issue (Table IV). This can be further clar-
ified by pointing out to the fact that 54.2% of the respondents, who
were all Middle Easterners, had a monthly salary of less than 200 Dinars
representing the two Towest pay scales. The Iraqis, being the majority
of this cultural group and as was stated earlier, have their salaries
regulated by a governmental pay scale which is considerably Tower than
the pay offered to foreign personnel. The higher pay given to Europeans
and Asians is prompted by the need to attract foreign expertise and to
satisfy certain shorfages in skills needed in the hotel industry, and
until time the local staff can acquire the necessary expertise.

The variables of educational level and managerial position did not
significantly (P > .10) affect the pay and benefits dimension. A signi-
ficant association, however, emerged between pay and benefits, and years
of experience (P = .0054) and pay level (P = .0001) (Table V). Further-
more, the chi square test for cultural background and pay and benefits
showed a significant association (P = .089) (Appendix D). In other
words, this illustrated that people with higher salaries or more
experience were more contented with the pay and benefits issue than
those with lower salaries or less experience. In addition, respondents
views on this issue were influenced by their cultural backgrouﬁds.
Europeans and Asians, the two groups with the highest pay levels, seemed
most satisfied with this issue, while most Middle Easterners showed a

sign of discontent with the PB dimension.
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QWL: Opportunities for Promotion

The QWL dimension, opportunities for promotion (OFP), dealt with
individual's perception of the opportunities for advancement, and the
fairness of the promotional systeh. The mean for the 59 respondents was
26.90 with a standard deviation of 12.53. The maximum score for this
subscale was 48 points, and 24 for the balance attitude (Table IV).
When examining respondents' mean with its standard deviation, and ‘the
balance attitude score, it is found that this issue could represent a
state of diséatisfaction similar to that found in the pay and benefits
dimension. This was arrived at as a result of a common rule that
governs the pay and benefits, and promotions for the Iraqi respondents,
and which was clarified in the previous section.

The variables of educational levels and cultural background did not
significantly (P > .10) affect the issue of promotion. The Pearson
correlation coefficient, however, showed a significant association
between years of experience (P = .0073), and pay level (P = .0001), and
the opportunities for promotion dimension (Table V). 1In addition, the
chi square test indicated a significant association between managerial
position (P = .092) and the opportunities for promotion (Appendix D).
These results revealed that personnel with Tower salaries or fewer years
of experience were less satisfied with the promotion procedures than
those with higher salaries or many years of experience. Top management .
seemed to be the most satisfied with this issue followed by middle

management personne'l .
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QWL: Supervision on Present Job

The QWL dimension, supervision on present job (SPJ), dealt with the
characteristics of the person overseeing the work performed by the
respondent. The participants seemed to be happy with the type of'super—
vision they were getting as expressed in their mean score of 64.20. The
maximum score for supervision was 78, and the balance attitude score was
38 (Table 1IV).

The variables of years of experience and cultural background did
not significantly (P > .10) affect this dimension. On the other hand,
pay level (P = ,0260), educational Tevel (P = .023), and managerial
position (P = .039) indicated a significant association with supervision
(Table V and Appendix D). This issue seemed to have been viewed more
positively by the higher paid personnel. Respondents' educational
backgrounds, moreover, influenced their perception of this issue. A
higher percentage of university educated personnel had high scorers on
this issue than the below university educated personnel. Middle
managers were the most satisfied with the supervision dimension followed

by upper and lower managers.

QWL.: Peop1é in Present Job

The QWL dimension, people in present job (PPJ), dealt with how the
respondents perceived their co-workers or the people they met in connec-
tion with their work. The respondents appeared to be happy with their
co-workers. Their mean score was 55.71 compared to a maximum score of
78 points, and a balance attitude of 39 (Table IV). The five variables
studied did not show a significant association as illustrated in the

Table V, and the chi square tables in the Appendix D. This indicated
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that whatever the participants' views were of their co-workers, they
were not influenced by the variations of salary, education, experience,

cultural background, and managerial level.

QWL: Job in General

The QWL dimension, Jjob 1in general (JIG), dealt with the
individual's perception of the overall work he performed. Respondents'
mean score was 44.76, indicating a sense of satisfaction toward their
work (Table 1V). The variables years of experience, pay Tlevel,
educational level, cultural background, and managerial position did not
indicate any significant associations (Table V and Appendix D). This
meant that none of these factors had anything to do with how

participants responded on this issue.

QWL: Company

The “QWL dimension, company (CO), dealt with the way individuals
felt about the formal and <dinformal characteristics ~of their
organization. According to the 59 staff personnel who responded to this
issue, they were satisfied with the hotel institution they worked in.
This was dindicated through a mean score of 27.51, where the maxiﬁum
score was 36 points, and the balance attitude score was 18 (Table IV).

The coefficient of correlation and the chi square test did not
indicate a significant (P > .10) association between years of experi-
ence, educational level, and managerial position, and the company dimen-
sion. The associations, however, were established between the pay level
(P = .0176) and the company (Table V), and cultural background (P =

.055) and the company (Appendix D). Lower paid employees viewed their



59

organizations less positively than those with higher salaries. Asians
had the highest percentage among the three cultural groups, who viewed
their organization positively. .Europeans were second, and Middle

Easterners were in third place.

QWL: Performance Constraint Measure

The QWL dimension, performance constraint measure (PC), was a
frustration index measuring the availability of situational resources
that could hinder or facilitate the performance of work. The maximum
score for thi§ dimension was 21. The respondents' mean score was 15.69
compared to a balance attitude.score of 11.5 (Table IV). This score
indicated participants' satisfaction with the resources available to
complete their tasks. All the variables, except for pay level, in-
dicated no significant (P > .10) affect on this dissue (Table V and
Appendix D). The correlation coefficient, howeQer, showed an
association between pay level (P = .069) and the performance constraint
measure (Table V). This association revealed a greater frustration with
situational factors by the higher paid personnel, and a Tlesser

frustration by the lower paid personnel. -

QWL: General Job Satisfaction

The QWL dimension, general job satisfaction (GJS), referred to the
individual's feelings about his job. The general perception of the 59
respondents toward their job was that of satisfaction, as expressed in
the mean score of 22.47. This seems to compare favorably with the
balance attitude of 17.5 (Table IV). The correlation coefficient and

chi square tests did not indicate any association between the five
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variables and the general job satisfaction dimension. (Table V and
Appendix D). This meant that none of these factors had an influence on

how participants responded to this issue.
Testing of the Hypotheses

Hy: There will be no significant association between the issues of
QWL and Tevel of pay for administrative staff of Iraq's public sector
hotels. Based on the correlation results in Table V, the researcher
rejected the part of the hypotheses dealing with PB, OFP, SPJ, CO, and
PC. He failed to reject the part dealing with AWPJ, PPJ, JIG, and GTS.

Hyp: There will be no significant association between the issues of
QWL and level of education for administrative staff of Iraq's public
sector hotels. Based on the chi square test (Appendix D), the
researcher rejected the part of the hypotheses dealing with SPJ. He
failed to reject the part dealing with AWPJ, PB, OFP, PPJ, JIG, CO, PC,
and GJS.

H3: There will be no significant association between the issues of
QWL and cultural background of administrative staff of Iraq's public
sector hotels. Based on the chi square test (Appendix D), the
researcher rejected the part of the hypotheses dealing with PB, and
CO. He failed to reject the part dealing with AWPJ, OFP, SPJ, PPJ, JIG,
PC, and GJS.

Hq: There will be no significant association between the issues of
QWL and years of experience for administrative staff of Iraq's public
sector hotels. Based on the correlation results in Table V, the

researcher rejected the part of the hypotheses dealing with PB, and
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OFP. He failed to reject the part dealing with AWPJ, SPJ, PPJ, JIG, CO,
PC, and GJS.

Hg: There will be no significant association between the issues of
QWL and managerial level for administrative staff of Iraq's bub]ic
sector hotels. Based on the chi square tests (Appendix D), the
researcher rejected the part of the hypotheses dealing with OFP and SPJ,
and failed to reject the part dealing with AWPJ, PB, PPJ, JIG, CO, PC,
and GJS.

Summary of Results

A comparative analysis was made between the studies of Leche (44),
Taylor (40), and. the present study. Mean scores for .the nine QWL
dimensions were plotted on a graph (Figure 3). On all issues, the
similarities were apparent, except on the pay and benefits issues. The
present study indicated a much lower degree of satisfaction with pay and
benefits (X = 31.14) than those demonstrated in the Leche study (X =
42.63), and the Taylor study (X = 41.73) Figure 3). It must be noted,
that in order to compare the results for the performance constraint
dimension in the three studies, an adjustment was made to the mean

7

scores. This was done my multiplying Leche's mean by.g , and Taylor's

mean by %U . These ratios were derived by dividing the number of PC
questions found in the present study by the number of PC questions found
in Leche's study in one case, and by the number of PC questions found in

Taylor's study in the other case.
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Figure 3. Comparisons of QWL Studies
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CHAPTER V
SUMMARY AND RECOMMENDATIONS

The purpose of this study was to assess the quality of work 1ife
for the administrative staff of Iraq's public sector hotels. The five
hypotheses were postulated to determine the association between certain
selected variables and QWL issues. The introductory part of the study
discussed the prevai]iﬁg circumstances in Iraq, in the late 70's, that
led to the development of the country's modern hotel industry. It
stressed the need to constantly monitor the QWL in the newly emerging
hotel institutions, and to remove the impediments that might contribute
to employee dissatisfaction. Such studies -are deemed necessary, and
especially in an industry whose raw material is its work force, and
whose quality of product is the excellence of its services. In the
review of literature, human management was approached from a historical
'perspective,'With much emphasis placed on the human relations, and human
resources schools of thought. This was prompted not only by the fact
that QWL is largely a managerial tool dealing with human issues, but by
being together with organization development a by-product of the
behavioral movement defused into the systems theory of management. This
was fully pointed out during the course of discussion in Chapter II.

In order to achieve the stated objectives for the study, the
research instrument described in Chapter III, was distributed to all the

available staff personnel in the five first class-deluxe hotels in the
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city of Baghdad. Fifty seven responses were received, and they were
analyzed using frequency tables, correlation coefficients, and chi

square test.

Summary

Characteristics of Respondents

'fhe responses revealed that 33.9% of the participants were between
25 to 30 years of age, 32.2% were between 31 to 35 years, 18.6% were 36
to 40 years, and the remaining 15.3% were either below 25 years or above
41 years. Males constituted 74.6% of the respondents, and females
25.4%. Thirty-nine percent were single, while 57.6% were married, and
3.4% divorced. Cultural backgrounds for the respondents were classified
into three categories: Middle Easterners 66.1%, Asians 18.6%, and
Europeans 15.3%. On the question of highest educational level attained,
the majority (64.4%) were with bachelors degfees, 13.6% were with
masters degrees or some other type of graduate achievement, and 22.1%
were either high school graduates or had completed a vocational
course. For purposes of analysis, the different responses to this
question were collapsed to a university and below university levels.

Most of the respondents (86%) considered their work in the hotel
industry as a career, while 14% looked upon their job as transitory.
The years of employment for the respondents varied from 1 to 32 years
with a weighted mean of 10.8 years. The managerial position for the
respondent was determined by his title, the person to whom he reported,
and the type of employee he supervised. Accordingly, three levels were
estab]ished; Upper management 5.1%, middle management 40.7%, and lower

management 54.2%. The question of monthly salary was divided into
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several brackets ranging from below 149 Dinars to 1100 Dinars with the
increments being 50 Dinars. It was evident that participants' salaries
fell into three categories. -Respondents with less than 300 Dinars
represented 59.3%, 301 to 600 were 27.1%, and the remainder 13.6% fell
between 601 and 1100 Dinars. Most of Iraqis were in the 200 Dinars and
less brackets. On the issue of supervision, 29 respondents supervised
14 persons or less, 22 supervised between 20 and 80 persons, and 6 had
to supervise 100-600 persons. The time spent away from home due to job
requiremen;s indicated that 35.6% never spent time away from home, 22.0%
were either living in the hotel or stayed when the situation warranted
it, 11.9% stayed once per week, 15.3% stayed twice per week, 6.8% stayed
between four and five times per week, and 8.5% stayed between once and

twice per month.

QWL for the Administrative Staff of Iraq's

Publicly Owned Hotels

The QWL expected scores for the nine quality of work 1ife dimen-
sions under the indifference and balance attitude assumptions, as well
as the maximum score are illustrated in Table IV. The mean scores for
this study together with its standard deviations are also listed in
Table IV.

The administrative staff of the five hotels responded positively on
the issue of actual work on present job. Their scores indicated a
general satisfaction with this dssue. None of the five variables:
level of pay, level of education, cultural background, years of exper-
jence, and managerial Tlevel seemed to have an effect on this

dimension. On the issue of pay and’' benefits, respondents scored
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relatively Tow in comparison with their scores on other dimensions, and
barely over the indifference mark. When the standard deviation for the
mean score of this issue was taken into consideration, the potential for
dissatisfaction became evident. Educational 1level, and managerial
position did not affect this dimension. The independent variables of
years of experience, pay levels, and cultural backgrounds of the
respondents indicated a significant association with the pay and
benefits diménsion. The opportunities for promotion exhibited a
similarity with the pay and benefifs scale, with regard to participants’'
responses. The score was relatively the second lowest amoﬁg all the
others. Potential dissatisfaction became apparent when the standard
deviation was taken into account. Years of experience, pay level, and
managerial position showed an affect on the opportunities for prdmotion,
while educational 1level, and cultural background did not suggest any
association wfth the issue.

Supervision on present job, concerned with rating the person over-
seeing the work performed by the participant, received a favorable
response. This reflected the satisfaction with this issue. On the
subject of association only pay and educational 1eVels, and managerial
position exhibited a significant affect on this issue. Staff personne1
appeared to be happy with the people on their present job, describing
their co-workers in favorable terms. None of the variables studied
significantly affected this issue. The scores for the job in general,
and the general job satisfaction dimensions were reasonably high, re-
flecting employee satisfaction with these two issues. The five vari-
ables tested showed no association with these two dimensions.

Respondents overall seemed to experience satisfaction with the
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particular company they worked in. No association was evident between
the variables of years of experience, educational level, and managerial
position, and the company dimension. Pay level and cultural back-
grounds, however, significantly affected the company issue. The final
dimension, performance constraint measure, indicated through respon-
dents' score that the situational resources were fairly available. The
only significant association established for this dimension was with the
variable of pay level. All this leads us to construe, that the overall
QWL for the administrative staff in the public sector hotels was satis-
factory. The exception, were the areas of pay and benefits, and promo-

tion where potential dissatisfaction was evident.

Testing the Hypotheses

A summary of associations between the five variables selected in
this study, and QWL dimension scores is shown in Table VI. The desig-
nated significance level was 10%. All the hypotheses were rejected by

the researcher.

Recommendations

In pioneering the QWL "study in Iraq's hospitality industry, the
researcher finds it essential to recommend certain procedural adjust-
ments, which will have far reaching effects on future studies. First,
it is imperative that the managements in these hotels express their
support to these projects, and indicate to their employees their
commitment to remedial action, when the situation warrants it. Second,
participants must be made aware of the advantages that could be reaped

from such studies. To achieve this, orientation sessions must be held



TABLE VI

SUMMARY OF ASSOCIATIONS BETWEEN VARIABLES

AND QWL DIMENSIONS SCORE
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Hypotheses Variable QWL Dimension Observed Level Action
of Significance Taken

1 Level of Pay AWPJ 0.9932 FR

PB .0.0001 S R

OFP 0.0001 S R

SPJ 0.0260 S R

PPJ 0.2685 FR

JIG 0.3842 FR

co 0.0176 S R

PC 0.0691 S R

GTS 0.1137 FR

2 Level of Education AWPJ 0.915 FR

PB 0.383 FR

OFP 0.133. FR

SPJ 0.023 S R

PPJ 0.701 FR

JIG 0.701 FR

co 0.807 FR

PC 0.312 FR

GJs 0.807 FR

3 " Cultural Back- AWPJ 0.869 FR

ground

: PB 0.089 S R

OFP 0.159 FR

SPJ 0.565 FR

PPJ . 0.521 FR

JIG 0.626 FR

co 0.055 S R

PC 0.401 FR

GJS 0.626 FR



TABLE VI (continued)

Hypotheses Variable QWL Dimension ~ Observed Level Action
e of Significance Taken

4 Years of Experience AWPJ 0.1516 - FR
PB 0.0054 S R
OFpP 0.0073 S R
SPJ 0.9902 FR
PPJ 0.4892 FR
JIG 0.5041 FR
€0 0.1812 FR
PC 0.9240 FR
GJS 0.6685 FR
5 Managerial Position AWPJ 0.404 FR
PB 0.476 FR
OFP 0.092 S R
SPJ 0.039 S R
PPJ 0.612 FR
JIG 0.854 FR
co 0.148 * FR
PC 0.738 FR
GJS 0.738 FR
S = Significant Relationship at P < .10
FR = Fail to reject
R = Reject
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prior to the surveys. These meetings, which are to be attended by
members of management and the employees, should discuss the methodology
of surveys, and stress the importance of constructive criticism. Third,
management must encourage employee  participation which can greatly
enhance the accuracy of the surveys. This, however, becomes a fait-
accomplis once the first two conditions are realized. Fourth, these
studies should be conducted periodically to detect areas of potential
dissatigfaction.

The researcher, moreover and in regard to the present study, recom-
mends that future studies should further concentrate on the pay and
benefits, and promotion issues. In addition, it should be advantageous
to investigate whether the potential dissatisfaction evident with promo-
tion stems from the need to achieve material benefits associated with a
higher position, or related to intrinsic factors. Finally, it is the
opinion of the researcher that a departmental bonus plan should be
initiated by the administrations of the respective hotels and with the
approval of the Establishment. This plan is to be devised sit-
uationally, contingent upon departmental cost savings and quality of

service or performance.
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Ministry.of Planning
Baghdad - Iraq
October 28, 1984

Dear Sirs:

Greetings. The development plans that have taken place in the seventies
have drastically altered Iraq's tourism sector. This has been prompted
by the expanded role given to the Establishment for Tourism and the
increase in its budgetary funding. Today we are witnessing the
emergence of a number of international quality hotels catering to all
types of visitors, and reflecting the cultural transformation of the
country. In addition, the private sector is going through a phase of
change, assisted in this endeavor by the Establishment of Tourism. This
assistance, which takes the form of cooperative problem-solving and loan
extensions, has greatly enhanced the abilities of hoteliers to surmount
existing obstacles.

The rapid evolution in the physical structure of these labor-
intensive institutions must be accompanied, however, by studies of the
human elements and the problems related to it. -Results of such studies
can be then fedback to top management to enable it to adminster policies
critical to employees' well-being. This can translate into better
quality of services and a greater organizational efficiency.

It is for this reason that I have decided to study the quality of
work 1ife of staff personnel in Baghdad's first class hotels as the
subject for my thesis. Upon completion of this study, I shall be glad
to share with you a summary of the findings.

Your endorsement of the project, and assistance in securing the
necessary data from the different departments shall be greatly
appreciated.

Sincerely yours

Abdul-Wahab M. K. Makiya

Copy:
The Establishment for Tourism
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0ffice of the Cultural Counselor - -
Mo: 5383

Date: Movember 14, 1984 .

File: 598/Private Expense -

To: The Ministry of Planning .-

Greeting

We refer to you the application of Mr. Abdul-Wahab.M.-K.-Makiya for the-=
purpose of providing him with references, information;-and data for his.~
subject of study (Hotel institutioris) from the-departments concerned.
Nur office recommends that you facilitate his-wark.. -~ :

With appreciation.

i 1

The Cultural Counselor s

Copy:
- Mr. Abdul-Wahab M. K. Makiya/According to your request- ..
- File outgoing mail
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EMBASSY OF INDIA

IRAQI INTERESTS SECTION
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Republic of Irag
Ministry of Planning
Committee for Information

Mo. 45
Date - February 25, 1985

To: The Establishment for Tourism/Office for Planning and Follow-
up/Directorate of the Plan

Subject/Providing Information
Your confidential Tetter no. 349 dated February 14, 1985.

First - In its meeting no. 170 dated February 14, 1985, the
Committee for Information has agreed to provide Mr. Abdul-Wahab M. K.
Makiya a Masters degree student, Oklahoma State University, U.S.A. -
with the following information relevant to his study:

1. Instruction pamphlet for tourism investment,

2. Number of workers in the major hotels for the vear 1983.

3. Internal charter for the directorates and departments of the
Establishment for Tourism.

4. Internal charter of the General Directorate for major hotels.

5. Table for the number and type of rooms in each major hotel.

6. Table of salaries for employees in the major hotels.

Second - The information is to be used for research purposes only,
Third ~ The decision of the committee is coupled with the approval
.of the Minister of Planning. .

Head of Committee

Copy
- Ministry of Higher Learning and Research
- Mr, Abdul-Wahab M. K. Makiya
- The Committee for Information
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Director of the Establishment for Tourism
Baghdad, Iraq

Dear Sir:

Greetings. Previously I had submitted an application to the Ministry of
Planning in regard to furnishing information related to my study of
quality of work 1ife in Iraq's public sector hotels, and which is being
conducted under the supervision of the Department of Food, Nutrition and
Institution Administration at Oklahoma State University. The ministry
approved the application, and this was communicated to the different
departments concerned in a letter no. 45 dated February 25, 1985.

A similar application was submitted to your establishment and gratefully -
you acquiesced with the request by supplying information necessary for
completing the first phase of the study. Furthermore, based on the data
received it was possible to select the subjects for the survey, which
were to be the staff personnel of the five first-class deluxe hotels in
the city of Baghdad (Babylon-Oberoi, Palestine-Meridian, Ashtar-
Sheraton, Mansur-Melia, and Al-Rashid). The choice of these hotels was
prompted by their organizational structures which relates to similar
international institutions, and the inclusion of a complete Tine of
amenities and services considered necessary for the modern traveller.

I am enclosing a copy of the proposed questionnaire that will be
presented to the surveyed personnel, and which I hope will meet with
your approval.

In conclusion, I would 1ike to express my thanks for your help, I
remain.

Sincerely yours,

Abdul-Wahab M. K. Makiya



Oklahoma State University STUMWATER, OKLAOMA 4073

Department of Faod, Nutrition and Institution Administration

e e L it s, s

s o

i e s Ll g 15 o oty et 13,05 I Ldbio a5 a5.28
ol 1 g Ll gu Lid 5 5,11 o LU e s By s Sl oy
oy Ll o laatd 3,01 Ttaadly il S Sl sl s dlly
B Pl Lo LS o bl F i e 3510 il 1y aidy LS,

(Somtpo TNl Litbinasgly e LS 21985223 5gtpdly

plal gousla o Lol ly o Laplad | s 5320 0t ppeSion (Sial 0y
:h~FFw&t_qF&_ JICT X SV ] PRIEX RO | PSR 1Y

* e Gt Laia 9 L3y 1ol G.__»Iv.—IZt.O_r.L_u el Taa b

il 2asllly 55 Lsaddt I Tes 1 33l i sy e oma Liamyy (LY
s ol bl cgy ! ol o sl o (o L
s dly L peta m g e

CRWR [ 9] VU6 | ISDCREY [ IO U | INVUPpreY T U | WP B PN
sy i, 1N 1&&_1_%5 P I ﬂu_rl:ﬁl. Sgmrgms 3= Loa
. o U ] e sl

rasS bl U el Ui qagad | el T as Tk oo

Ll et b ions o) Tl Bia) oSy S Ll S il Ly,

ﬂl..l’—uLl-lL'.l.: ] s..hl..-_...rh_ Ll

CAC ﬁwﬁ dame oo lagd | e

86



GENERAL ESTABLISHMENT FOR TOURISM
SEMTU/MAJOR TOURISM DIRECTORATE
REF. 10/9/16897

DATE. 25.8.85

TO: MANSUR-MELIA
BABYLON-O0BEROI
AL-RASHID
PALESTINE-MEDIDIAN
ASHTAR-SHERATON

Subject: Research
We are enclosing herewith, a research form belonging to student:
ABDUL-WAHAB M. K. MAKIYA, to be kindly filled by department heads and
their assistants, and then to be returned to us.

With regards.

Assistant D. G.
ENCL/RESEARCH FORMS

87



88

4D 4y gpemit
\"f\°\**//»\/\- ¥ st : POV EL o E TR
LY
A O/ A oo @t
IR TR B
|
bl goiall 528 I
i S 5 i
Olau g8 rlaadl 5 28 |
L X e
i o ’f
(ol dmmaplaghl apauliall comy 3 el Lo (3
pmtaiban (L3 V151 o0 J B pleth ourl, ¢ ol
eee gl h..ﬂ,
el pe
< pll
¢ gl i)
phadl g ull
Sans aeme Jynllae
VAN JRV % © SN

cloh e/ 5 gl imlptt




APPENDIX B

MAP OF BAGHDAD WITH MAJOR HOTELS
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Oklah()ma, Sta,te Un’i’l)eTS’&.ty STILLWATER, OKLAHOMA 74078

(405) 624-5039

Department of Food, Nutrition and Institution Administration

Dear Staff Member:

Greetings. You have been cordially selected to assist on a research
project that we are conducting in the Department of Food, Mutrition, and
Institution Administration at Oklahoma State University. The study is
concerned with assessing the quality of work 1ife for the administrative
staff of Iraq's public sector hotel industry.

This survey includes questions on the following quality of work life
issues: feelings and commitment toward the organization, pay and
benefits, job security, management, relations with your immediate
supervisor, advancement issues, co-worker relations, and the job
itself. Information from this study can hopefully assist directors and
managers in improving the quality of work 1ife for the administrative
staff of Iraq's public sector hotel industry.

In order for the study to achieve its objective, we ask for your
diligent and non-bias response to the questions in the survey. Your
answers will be held in confidence, and the results will not be
identified with your person or with your organization at any time.
Thanking you in advance for such valuable assistance, we remain.

Sincerely,

Abdul-Wahab M. K. Makiya
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Quality of Work Life Assessment

1. General Information

Directions: Please check or fill-in the appropriate answer. ]It is
Jmportant that you answer all the questions.

(1) Age:
__(A) under 25 ___(D) 36-40 __(G) 51-55
___jB) 25-30 ___(E) 41-45 ___(H) 56-60
__(€) 31-35 ___(F) 46-50 (1) over 60
(2) Sex:
__(A) Male (B) Female

(3) Nationality
___(A) Iraqi (B) Other

(pTease specify])
{4) Marital Status:

___(R) single ___(c) pivorced  __ (E) Widowed
___(B) Married (D) Separated

(5) Religion:

(6) Highest Level of Education

___(A) Below high school (D) Bachelor of Art or Science
—__(B) High school T (E) Master of Art or Science
—_(€) Vocational school —__(F) Other

Tplease specify])
(7) Ethnic Group:

(8) Do you consider working in the hotel industry as a career or a
transitory job?

___(A) Career ___(B) Transitory

(9) Number of years employed in hotels other than the one you presently
work in:

(10) Number of years in present job:




(11)
(12)
(13)
(14)
(15)

(16)

(17)

I1.
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Number of years employed outside the hotel industry:

Position title:

Position title of your supervisor:

Number of employees you supervise:

Type of employees you supervise (ex. front desk clerks, food service
workers, accounting clerks, etc.):

Monthly salary (Iraqi Dinars):

___(A) Below 149 ___(E) 301 -350 __ (I) 501 - 550
___(8) 150 - 200 __(F) 351 -400 __ (J) 551 - 600
__(c) 201 - 250 __(6) 401 - 450 __ (K) 601 - 650
(D) 251 - 300 __(H) 451 - 500 (L) 651 & over

How often must you spend nights away from home due to your job?

___(A) once/week __ (D) five times/week _ (G) never
__(B) twice/week ___(E) once/month ____(H) other:
__[(C) four times/week _ (F) twice/month

{please specify)

QUALITY OF WORK LIFE ASSESSMENT

COMPANY (Copyright, Bowling Green State University, 1975, 1983)

Think of the hotel organization you work for now. How well does each of

the following phrases desribe your present hotel organization? In the space
provided beside each word or phrase, put:

Y 1if it describes your hotel organization

N 1f it does not describe it

? 1{f you cannot decide

_N_Too big _Y Efficient
_Y Feel you belong _N_Too much class distinction
_Y Has a good reputation _Y tooks after employees well
_Y Progressive _N_Too many rules and regulations
_N_Needs some fresh people at _N_Insufficient coordination

the top between departments
_N_Higher management keeps us in the _Y A good company to work for

dark about things we ought to know
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ACTUAL WORK ON PRESENT JOB (Copyright, Bowling Green State University, 1975,
1983)

Think of the actual work you do on your present job. What is it like most of
the time? In the space beside each word or phrase given below, put:

Y for "Yes if it describes your work
"N for "No" if it does NOT describe it
—7_ if you cannot decide

_Y Fascinating _Y Pleasant _N_Endless

_N_Routine _Y Useful _Y Gives sense of accomplishment
_Y satisfying _N_Tiresome _N Repetitive

_N_Boring _Y_Healthful _N_Hectic

_Y Good _Y Challenging _Y_ Well defined duties

_Y Creative _N On your feet N Too much to do

_Y Respected _N_Frustrating _N Tiring

_N_Hot _N_Simple _N ‘Physically uncomfortable

N Pressured

PAY AND BENEFITS (Copyright, Bowling Green State University, 1975, 1983)

Think of the pay and benefits you get now. How well does each of the
following phrases describe your present pay? In the space provided beside
each word of phrase, put:

Y if it describes your pay

N if it does NOT describe it

? 1if you cannot decide

Y Income adequate for normal expenses Y Good benefits

_Y satisfactory profit sharing N_Too long between pay days
_N_Barely live on income _Y Steady work

_N Bad _Y Well paid

_Y Income provides luxuries _N_Too Tittle vacation

_N_ Insecure _Y Clear pay policy

_N _Less than I deserve _Y Above average for job
_Y Highly paid _N _Unfair

_N_Underpaid _N _Errors in payment

Y Fair N Not enough increases
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OPPORTUNITIES FOR PROMOTION {Copyright, Bowling Green State University, 1975,
1983)

Think of the opportunities for promotion that you have now. How well does
each of the following phrases describe these? In the space provided beside
each phrase below, put:

Y for "Yes" if it describes your opportunities for promotion
N for "No" if it does NOT describe them
? 1if you cannot decide

Y Good opportunities for promotion Y Fairly good chance for promotion

_N_Opportunity somewhat 1imited _Y_Clear promotion policy

_Y Promotion on ability _N_Rather stay on present job
_N_Dead-end job _Y Consistent promotion policy

_Y Good chance for promotion _Y Could be worse

_N_Unfair promotion policy _N_Others have better opportunities
_N_ Infrequent promotions _N_Promotion depends on who you know
_Y Regular promotions _N_Less than elsewhere

SUPERVISION ON PRESENT JOB {(Copyright, Bowling Green State University, 1975,
1583}

Think of the kind of supervision that you get on your job. How well does each
of the phrases describe your supervisor? In the space beside each word or
phrase, put: .

_Y if it describes your supervisor
N if it does NOT describe him/her

_? if you cannot decide

_Y Asks my advice ) _Y Tactful

_N_Hard to please ._Y_Influential

_N_ Impolite _Y Up-to-date

_Y Praises good work _N_Doesn't supervise enough
_N_Quick tempered _N_lazy

_Y Tells me where I stand N Has favorites
_N_Annoying I Good listener
_N_Stubborn _Y Tells me how I'm doing
_Y Knows job well _N_Interferes with my work
_N Bad _N_I'm unsure who supervises me
_Y Intelligent _Y_Keeps me informed

_Y Leaves me on my own _N_Poor planner

Y Around when needed Y Gives clear directions
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PEOPLE ON YOUR PRESENT JOB (Copyright, Bowling Green State University, 1975,
1983)

Think of the majority of the people that you work with now or the people you
meet in connection with your work. How well does each of the following words
or phrases describe these people? In the space provided beside each word or
phrase below, put:

Y if it describes the people you work with

N if it does NOT describe them

? if you cannot decide

_Y Stimulating _N_No privacy

_N Boring _Y_ Active

_N_Slow _N Narrow interest
_Y Ambitious _Y loyal

_N_ Stupid ' _N_Hard to meet

_Y Responsible _Y Work well together
_Y Fast _Y Do their share
_Y Intelligent _N Prejudiced
_N_Easy to make enemies _Y Helpful

N Talk too much _Y _Willing to listen
_Y Smart _N_ Stubborn

_N_Lazy _N_Interfere with my work
_N_Unpleasant N Gossipy

GENERAL JOB SATISFACTION

Write a number in the blank for each statement, based on this scale:

How much do you agree with the statement?

1 2 3 4 5 6 7
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

. Generally speaking, I am very satisfied with this job.

I frequently think of quitting this job.

1 am generally satisfied with the kind of work I do in this job.
. Most people in this job are very satisfied with the job.

People on this job often think of quitting.

l._.l\.|\.|._l\,
W N
.

[3,)
)
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JOB IN GEMERAL (Copyright, Bowling Green State University, 1975, 1983)

Now, think of your job in general. What is it 1ike most of the time? 1In the
space provided beside each word or phrase given below, put:

Y for "Yes" if it describes your job

N for "No" if it does NOT describe it

? if you cannot decide

_Y Pleasant _N_Like to leave
_N_Bad _Y Better than most
_Y Ideal _N_Disagreeable
_N_Waste of time _Y Makes me content
_Y Good N Inadequate
_N_Undesirable _Y Excellent

_Y Worthwhile _N_Rotten

_N_Horse than most _Y Enjoyable

_Y Acceptable _N_Poor

PERFORMANCE CONSTRAINT MEASURE

The following statements are designed to assess your perception of various
aspects of work situations. In the space provided beside each statement
below, put:

_Y for "Yes" if it describes your situation

_N_for "No" if it does NOT describe it
? 1if you cannot decide

Job related information (from supervisors, peers, subordinates,
customers, company rules, policies, and procedures, etc) needed to do the
job assigned is readily available

|~<

|~<

The specific tools, equipment, and machinery needed to do the job are
sufficient.

The materials and supplies needed to do the job are difficult to obtain.

< I=

Financial resources and budgetary support necessary to accomplish tasks
that are a part of the job are adequate.

The services, assistance, and support from others needed to do the job
assigned are available.

|<

|<

Time needed to do the job assigned is available, taking into
consideration both the time limits imposed and the interruptions,
unnecessary meetings, non-job-related distractions, etc.

The physical aspects of the immediate work environment interfere with
rather than facilitate doing the assigned tasks (too noisy, too cold, too
hot, inappropriate work area, poorly 1it, unsafe, etc.).

Thank you for your participation. Please fold the questionnaire in thirds and
staple it closed.
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TABLE OF EDUC BY WORK

EDUC WORK
FREQUENCY
EXPECTED
CELL CHI2|00S54 |s575 | ToTaL
--------- L Y B
ABC 6 7 13
6.2 6.8
.004656 | .004206
DEF 22 24 46
21.8 24.2
.001316 | .001189
___________________________
TOTAL 28 31 59

CHI-5QUARE 1 0.011

TABLE OF 112 BY WORK

112(POSITION) WORK
FREQUENCY
EXPECTED
CELL CHI2j0054 . |5575 | ToTaL
--------- L et
A 2 1 3
1.4 1.6
.233253 |0.21068
----------------- dammmeneny
B 9 15 24
11.4 12.6
501438 |.452911
--------- D bt bttt T
c 17 15 32
15.2 16.8
.216575 | . 195616
--------- R it ittt J
TOTAL 28 3 59

STATISTICS FOR TABLE OF 112 8Y WORK

STATISTIC DF VALUE

CHI -SQUARE 2 1.810

TABLE OF I3 BY WORK

I3(CULTURAL) WORK
FREQUENCY
EXPECTED
CELL CHI2{0054 |557% | ToOTAL
--------- B e e e
A 18 21 39
18.5 20.5
.013969 |.0126147
--------- e e e LY
B 6 5 11
5.2 5.8
. 116443 |.105174
--------- L e E R
c 4 5 9
4.3 4.7
017218 |.015552
--------- R akt EE LT )
TOTAL 28 31 59

CHI-SQUARE 2 0.281

112
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TABLE OF EDUC BY PAYBENE

Eouc PAYBENE
FREQUENCY
EXPECTED
CELL CHI2|0032 |asso0 | ToTaL
--------- R ek ettt 4
ABC 5 8 13
6.4 6.6
.302297 |.292221
--------- et T LY
DEF 24 22 46
22.6 23.4
.085432 |.082584
--------- E e Rt TSRy
TOTAL 29 30 59

STATISTICS FOR TABLE OF EDUC BY PAYBENE

STATISTIC DF VALUE PROB

CHI-SQUARE 1 0.763 0.383

TABLE OF 112 BY PAYBENE

112(POSITION) PAYBENE
FREQUENCY
EXPECTED
CELL CHI2|0032 |33so | TaTaL
--------- D et ittt |
A 1 2 | 3
1.5 1.5
152737 |.147646
--------- D e EEr e P
8 10 14 24
11.8 12.2
.273622 |.264501
--------- D bt EEL TP P
c 18 14 32
15.7 16.3
.327951 {0.31702
--------- D R Lot T P )
TOTAL 29 30 59

STATISTICS FOR TABLE OF 112 BY PAYBENE

STATISTIC OF VALUE PROB

CHI-SQUARE 2 1.483 0.476

TABLE OF I3 BY PAYBENE

I3(CULTURAL) PAYBENE
FREQUENCY
EXPECTED
CELL CHI2|0032 | 3360 | TOTAL
--------- L LEEE LR 3
A 23 16 kL)
19.2 19.8
.765424 {0.73991
--------- E P Lt e
B 4 7 11
5.4 5.6
.366027 |.353826
--------- R et TEE DL ]
c 2 7 9
4.4 4.6
1.32794 |1.28368
--------- et LS LT
TOTAL 29 30 59

STATISTICS FOR TABLE OF 13 8Y PAYBENE

STATISTIC DF VALUE PROB

CHI -SQUARE 2 4.837 0.089
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TABLE OF EDUC BY PROMOTE

EDUC PROMOTE
FREQUENCY
EXPECTED
CELL CHI2|0027 | 2848 | TOTAL
--------- D e e bt
ABC 4 9 13
5. 6.6
893809 |.864016
--------- e T T
DEF 25 21 a6
22.6 23.4
.252598 |[.244178
--------- L et P TP
TOTAL 29 3o 59

STATISTICS FOR TABLE OF EDUC BY PROMOTE

STATISTIC DF VALUE PROB

CHI~SQUARE 1 2.255 0.133

TABLE OF 112 BY PROMOTE

112(POSITION) PROMOTE
FREQUENCY
EXPECTED
CELL CHI2{0027 |2848 | TaTaL
--------- T e e |
A o 3 3
1.5 1.5
1.47458 |1.42542
--------- S P
B 10 14 24
11.8 12.2
273622 | .264501
--------- T
c 19 13 32
15.7 16.3
680322 |.657645
--------- D LT T
TOTAL 29 30 59

CHI-SQUARE 2 4.776 0.092

TABLE OF I3 BY PROMOTE

I3(CULTURAL) PROMOTE
FREQUENCY
EXPECTED
CELL CHI2{0027 | 2848 | TOTAL
--------- S et e L LD
A 24 15 39
19.2 19.8
1.21724 | 4.176686
--------- R it T L Tt ]
8 5 6 11
5.4 5.6
.030604 | .029584
--------- T it d
c [¢] 9 9
4.4 4.6
4.42373 |4.27627
--------- R s bttt L
TOTAL 29 30 59

CHI - SQUARE 2 3.692 0159
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TABLE OF EDUC BY PEOPLE

EDUC PEOPLE
FREQUENCY
EXPECTED
CELL CHI2|0059 |6078 | ToraL
--------- R L T E DL
ABC 7 6 13
. 6.4 6.6
.058266 |.056323
--------- D e e L R
DEF 22 24 46
22.6 23.4
.016466 | .015917
--------- R it ikttt
TOTAL 29 30 59

STATISTICS FOR TABLE OF EDUC BY PEQPLE

STATISTIC DF VALUE PROB

CHI-SQUARE 1 0. 147 0.70¢

TABLE OF 112 BY PECOPLE

112(POSITION) PEQPLE
FREQUENCY
EXPECTED
CELL CHI2)00S9 |eo78 | TOTAL
--------- R e ittt d
A 2 1 3
1.5 1.5
0.18722 |.180879
--------- D R A ittt 4
B 13 11 24
11.8 12.2
0.12276 |.118668
--------- L et ittt o
c 14 18 32
15.7 16.3
0.19002 |. 183686
--------- L il Sttt 4
TOTAL 29 30 59

STATISTICS FOR TABLE OF 112 BY PEOPLE

STATISTIC OF VALUE PROB

CHI-SQUARE 2 0.983 0.612

TABLE OF I3 BY PEOPLE

I13(CULTURAL) PEOPLE
FREQUENCY
EXPECTED
CELL CHIZ2|00S9 |eo78 | ToOTAL
--------- LR L P LD T
A 18 21 L]
19.2 19.8
.071348 |[0.06897
--------- LR R ittt 4
-] 5 6 11
5.4 5.6
030604 |.029584
--------- R R T LR P
c 6 3 9
4.4 4.6
0.56166 |.542938
--------- L Rt SO TSP
TOTAL 29 30 59

STATISTICS FOR TABLE OF I3 BY PEOPLE

STATISTIC DF VALUE PROB

CHI-SQUARE 2 1.305 0.521
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TABLE OF EDUC BY SUPERVIS

EDUC SUPERVIS
FREQUENCY
EXPECTED
CELL CHI2{0069 |7078 | ToTAL
--------- L e il 3
ABC 10 3 13
6.4 6.6
2.0397 |1.97171
--------- L et R
DEF 19 27 46
22.6 23.4
.576436 |.557222
_________ R S
TOTAL 29 30 59

STATISTICS FOR TABLE OF EDUC BY SUPERVIS

STATISTIC DF VALUE PROB

CHI ~-SQUARE 1 §.145 0.023

. TABLE OF I12 BY SUPERVIS

112(POSITION) SUPERVIS
FREQUENCY
EXPECTED
CELL CHI2}0068 |7078 | ToTAL
--------- R it b bt ]
A 2 1 3
1.5 1.5
0.18722 |. 180979
————————— L et ST T
8 7 17 24
; 11.8 12.2
1.95035 |1.88533
--------- L it LT L
c 20 12 32
15.7 16.3
1.15985 [1.12119
--------- R il it 3
TOTAL 29 30 59

STATISTICS FOR TABLE OF 112 BY SUPERVIS

STATISTIC OF VALUE PROB

CHI -SQUARE 2 6.485 0.039

TABLE OF I3 BY SUPERVIS

13(CULTURAL) SUPERVIS
FREQUENCY
EXPECTED
CELL CHI2}0069 |7078 | TOTAL
--------- D et R
A 21 18 39
18.2 19.8
. 174797 |0. 16897
--------- R LY
8 4 7 t1
5.4 5.6
.366027 |.353826
--------- R i R T Y
c 4 5 9
4.4 4.6
.040587 {.039234
--------- LR et LT Y
TOTAL 29 30 59

STATISTICS FOR TABLE OF I3 BY SUPERVIS

STATISTIC OF VALUE PROB

CHI-SQUARE - 2 1.143 0.565



TABLE OF EDUC BY GENERAL

EDUC
FREQUENCY
EXPECTED
CELL CHI2
ABC
DEF
TOTAL
STATISTICS
STATISTIC
CHI-SQUARE
TA
112(POSIT
FREQUENCY
EXPECTED
CELL CHI2
A
8
c
TOTAL
STATISTIC
STATISTIC
CHI -SQUARE
T
13(CULTUR
FREQUENCY
EXPECTED
CELL CHI2
A
B
[4
TOTAL
STATISTIC
STATISTIC
CHI-SQUARE

GENERAL
0046 {4754 | TOTAL
P dmmmm e
7 6 13
6.4 6.6
.058266 |.056323
R L et +
22 24 46
22.6 23.4
.016466 |.015917
-------- L e R
29 30 59
FOR TABLE OF EDUC BY GENERAL
DF VALUE PROB
1 0.147 0.701
BLE OF I12 BY GENERAL
ION) GENERAL
0046 |4754 | ToTAL
Frmmmee - R -+
1 2 3
1.5 1.5
. 152737 | . 147646
R ettt +
12 12 24
11.8 12.2
003507 |0.00339
L bmm—————— +
16 16 32
15.7 16.3
004676 |0.00452
bmmmmm - D +
29 3o 59
S FOR TABLE OF I12 BY GENERAL
OF VALUE PROB
2 0.316 0.854
ABLE OF I3 BY GENERAL
AL) GENERAL
0046 | 4754 | rToTaL
Fmmmemmas e +
20 19 kL]
19.2 19.8
035981 |.034782
L R +
4 7 "
5.4 5.6
.366027 |.353826
R el B -+
5 4 9
4.4 4.6
0.07507 |.072567
dmmm e a = bemmmem - +
29 30 59

S FOR TABLE OF I3 BY GENERAL
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TABLE OF EDUC BY COMPANY

£DuUC COMPANY
FREQUENCY
EXPECTED
CELL CHI2}0028 {2036 | ToTAL
--------- LR E R RS bl
ABC 7 6 13
6.6 6.4
0.02299 |.023783
_________________________ +
DEF 23 23 46
23.4 22.6
.006497 | .006721
TOTAL 30 29 59
STATISTICS FOR TABLE OF EDUC BY COMPANY
STATISTIC DF VALUE PROB
CHI -SQUARE 1 0.060 0.807
TABLE OF 112 BY COMPANY
I12(POSITION) COMPANY
FREQUENCY
EXPECTED
CELL CH12|0028 |2936 | TOTAL
--------- L b et 3
a 1 2 3
1.5 1.5
180979 |0. 18722
--------- R b et ]
B 9 15 24
12.2 11.8
0.84089 |.869886
--------- L e R D T LT Sy
c 20 12 32
16.3 15.7
0.85452 |.883986
--------- e kit 4
TOTAL 30 29 58

STATISTICS FOR TABLE OF I12 BY COMPANY

STATISTIC OF VALUE PROB
CHI-SQUARE 2 3.817 0.148
TABLE OF 13 BY COMPANY .
13(CULTURAL) COMPANY
FREQUENCY
EXPECTED
CELL CHI2|0028 | 2936 | TotaL
--------- et T
A 23 16 39
19.8 19.2
.506577 |.52404S
--------- P " 4
B 2 9 11
5.6 5.4
2.30837 |2.28797
--------- P b L e P
c 5 4 9
4.6 4.4
.039234 |.040587
--------- e P
TOTAL 30 29 59

STATISTICS FOR TABLE OF I3 BY COMPANY

STATISTIC

CHI-SQUARE
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TABLE OF EDUC BY PERFORM

EDUC PERFORM
FREQUENCY
EXPECTED
CELL CHI2|001S 11621 | ToTaL
--------- B s L TP
ABC 8 5 13
6.4 6.6
.405746 | .392221
--------- $omcmmm e —— a4
DEF 29 25 a6
22.6 23.4
.114667 | . 110845
--------- e LT TR S
TOTAL 29 30 59

STATISTIC DF VALUE PROB
CHI-SQUARE 1 1.023 0.312
TABLE OF I12 8Y PERFORM

112(POSITION) PERFORM
FREQUENCY
EXPECTED
CELL CHI2|001S | 1621 | rvoTaL
--------- L s e L LT
A 1 2 3
1.5 1.5
. 152737 |.147646
--------- D Attt J
8 11 13 24
11.8 12.2
053794 |.052001
--------- R T R e el
c 17 15 32
15.7 16.3
. 102736 |.099311
--------- B et etk d
TOTAL 29 30 59
STATISTICS FOR TABLE OF I12 BY PERFORM
STATISTIC DF VALUE PROB
CHI-SQUARE 2 0.608 0.738
TABLE OF 13 BY PERFORM
I3(CULTURAL) PERFORM
FREQUENCY
EXPECTED
CELL CHI2|0015 | 1621 | ToTAL
--------- R e it 4
A 19 20 39
19.2 19.8
001499 |.001449
--------- L Rt R -
B8 4 7 11
5.4 5.6
.366027 |.353826
--------- B e R 4
c [ 3 9
4.4 4.6
0.56166 |.542938
_________________________ +
TOTAL 29 30 59
STATISTICS FOR TABLE OF I3 BY PERFORM
STATISTIC DF VALUE PROB
CHI-SQUARE 2 1.827 0.401
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TABLE OF EDUC BY SATISFAC
EDUC SATISFAC
FREQUENCY
EXPECTED
CELL CHI2|0022 |233s | TOTAL
--------- L et ittt
ABC 6 7 13
6.4 6.6
.023783 |0.02299
--------- L e ettt 4
DEF 23 23 46
22.6 23.4
.006721 | .006497
--------- D el TE LTS
TOTAL 29 30 59

STATISTICS FOR TABLE OF EDUC BY SATISFAC

SFAC

| TOTAL
3

24

32

STATISTIC DF
CHI-~SQUARE 1
TABLE OF I12 BY SATI
112(POSITION) SATISFAC
FREQUENCY
EXPECTED
CELL CHI2|0022 | 2335
_________ $mmmmmmm—dmmm— e me
A 1 2
1.5 1.5
. 152737 | . 147646
_________ O D
B 11 13
11.8 12.2
.053794 | .052001
_________ D ey
c 17 15
15.7 16.3
.102736 | .099311
_________ - S
TOTAL 29 30

STATISTICS FOR TABLE OF I12

STATISTIC DF

CHI-SQUARE 2

59

BY SATISFAC

TABLE OF I3 BY SATISFAC

I3(CULTURAL) SATISFAC
FREQUENCY
EXPECTED
CELL CHI12|0022 {2335
_________ PO SE N
a 20 19
19.2 19.8
.035981 | .034782
......... LR il e T .
B ‘4 7
5.4 5.6
.366027 | .353826
_________ O S
c 5 4
4.4 4.6
0.07507 |.072567
........ PSR S
TOTAL 29 30

STATISTICS FOR TABLE OF I3

STATISTIC DF

CHI-SQUARE 2

] ToTaL

39

+

59

BY SATISFAC
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