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1. Introduction 
In this chapter an introduction to the subject of employee satisfaction will be given. The first 
section consists of a background that will put the topic in a context, followed by a discussion 
where the importance and problems concerning the subject will be highlighted. The aim of the 
project will be clarified in the problem formulation and purpose. This chapter also presents 
the relevance of the study, as well as the delimitations and a timeframe for the project. 
 
 
1.1 Background 
The human factor and its influence on the performance and profitability of companies has 
been a popular area of research, says Wright and Cropanzano (2007). The Hawthorne studies 
and the Human Relations movement have greatly affected the view on leadership, teamwork 
and motivation, according to Åteg et al (2004). Schou (2007) believes that the human capital 
of an organization is the most important asset in the strive to reach high profitability. What 
people know and do with their knowledge is the only sustainable advantage in competition 
according to Civi (2000). He believes that knowledge is worth more than traditional assets 
like land, labour and capital, since its value does not decrease with time. Leading technology 
and physical and financial capital have historically been associated with competitive benefits, 
but just like Civi (2000), Bassi and McMurrer (2005) say that these are too short-lived to 
provide sustainable advantages. They agree that superior human capital capabilities and 
strategies are the foundation to a long-term solution to reach profitability.  
 
The value of specific individuals for the success of the company has increased drastically. 
Companies have realized that there are employees who are extremely important because of 
their knowledge, experiences, customer contacts and networks, which has lead to competition 
of the most attractive employees, according to Schou (2007). Åteg et al (2004) report that 
since the 1950s, Swedish industry has had problems with recruitment and finding qualified 
workers during times of flourishing economy. During the 1970s, employees’ expectations of 
work got higher. They demanded an interesting work, a good working environment and 
possibilities to influence their working situation. Åteg et al (2004) anticipate that the Swedish 
industry will suffer even bigger problems when people born during the 1940s will reach the 
age of retirement, due to demographic changes. They believe that it will be essential to offer 
an attractive work to be able to keep qualified workers. Liukkonen (2006) believes that it will 
not be enough for companies to be profitable, they also need to be responsible and caring 
employers. Social responsibility has recently become emphasised she says, and employee job 
satisfaction is a topic of high interest to both scientists and employers.  
 
Job satisfaction is, according to Oshagbemi (1999, p. 388), referring to “an individual’s 
positive emotional reactions to a particular job”. The emotions come as a consequence from 
the individual’s comparison of what was desired or anticipated, with the actual outcome. 
Kiely (1986) believes that improving job satisfaction is relevant in order to improve human 
health, since it is affecting the physical and mental well being of the employees and plays an 
important role in the overall life quality. Moreover, job satisfaction has been proven to have a 
direct impact on customer satisfaction, according to Chi and Gursoy (2009). They argue that 
satisfied workers are loyal to the organization and provide customers with outstanding 
service, which will be recognized by the customers who by time become loyal to the 
company. The loyalty improves sales performance and, as a consequence, increases revenues. 
The subject of job satisfaction is also of interest because of its influence on job related 
behaviours, i.e. productivity, personnel turnover and absenteeism, according to Savery 
(1989). Even though zero personnel turnover is not desirable since it may cause lack of 
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innovation and fresh ideas (Savery, 1989), the costs connected to turnover and absenteeism 
are considerable, claims Liukkonen (1994). However, she believes that these problems are 
caused partly by shortages that are possible to overpower by well-aimed personnel 
management. 
 
 
1.2 Problem discussion 
When it comes to personnel management, job satisfaction is a matter of fundamental 
importance, according to Kiely (1986), because of managers’ interest in making effective use 
of people. Job dissatisfaction has been related to poor performance, personnel turnover, 
absenteeism and low moral, as well as strikes, complaints and sabotage, (Kiely, 1986; Savery, 
1989; Falkenburg and Schyns, 2007). Cohen and Golan (2007) state that employee turnover is 
causing large costs for the organization. Branham (2005) is referring to a Saratoga Institute 
research from 2003 where the estimated average cost of losing an employee is a one-year 
salary. In addition to the cost of voluntary turnover, Kiely (1986) mentions the problems 
connected to dissatisfied people who stay within the organization. They may be subjects of 
occasional absenteeism, something that Liukkonen (1994) considers to be very disturbing to 
the production. She has made a draft of the different costs connected to absenteeism and come 
to the conclusion that except for the remaining labour cost, there are several excess costs that 
might strike the company, such as lower quality, overtime, overabundant employment, 
increased demands on management, lost smoothness of production, delivery delays and lack 
of competences.  
 
Even though job satisfaction is just one of the explanations to employee turnover and 
absenteeism, Savery (1989) argues that there is a strong connection. Hence, it is of 
companies’ best interest to make some effort and try to improve it. Moreover, apart from 
diminishing the many negative effects that job dissatisfaction clearly brings along, increasing 
job satisfaction is beneficial in the sense that it positively affects customer satisfaction 
according to Sousa-Poza et al (2000). They state that employee satisfaction has proven to 
have a direct relationship to customer satisfaction, something that is of interest for managers. 
These findings suggest that human resource management (HRM) practices can be used to 
increase the level of employee job satisfaction, and as a consequence, also improve customer 
satisfaction. Increasing job satisfaction is a complex challenge however, because of its multi-
dimensional nature, according to Kiely (1986). Sang et al (2009) mention job related factors 
influencing job satisfaction such as pay, leadership, colleagues, working conditions, job 
security, possibilities to promotion, the company policies and the work itself. Savery (1989) 
mentions the clarity of amount of authority and responsibility as well as the amount of time to 
do the job and the feedback on performance as important factors, while Åteg et al (2004) 
bring up status, the feeling of being important and the possibility to see the results of one’s 
work. According to Oshagbemi (2003), personal correlates to job satisfaction, such as age, 
gender, length of service etc. are important because they take into account the differences 
between people. Moreover, Kiely (1986) acknowledges the influence of time on job 
satisfaction. Job satisfaction is not stable, but changes across time due to different situations 
that employees are exposed to.  
 
 
1.3 Presentation of problem 
Besides the humanitarian considerations, there is as previously discussed, economical 
motivation to why companies should strive for a high employee job satisfaction, as well as 
positive outcomes like improved customer satisfaction. The question, “how can job 
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satisfaction be increased?” is highly relevant. However, increasing job satisfaction has shown 
to be no easy task because of its many dimensions, and there is not even a recognized 
agreement among researcher on what the specific determinants are. Even though employee 
satisfaction is affected by a number of factors, management is only interested in the ones that 
they actually can influence. In this report, attentions will be focused on what managers can do 
to increase employee job satisfaction and what impact these efforts will have on customer 
satisfaction. This study will provide managers with practical suggestions on how they should 
organize their work in the mission of obtaining a high overall employee job satisfaction.  
 
 
1.4 Problem formulation 
Based on the previous discussion, the following research question has been formulated and 
will be investigated in this study: 
 

 Which are the factors influencing employee job satisfaction and how can job 
satisfaction be increased on business unit level, in order to increase customer 
satisfaction? 

 
 
1.5 Purpose 
The purpose with this study is to develop a model that will provide a working procedure for 
organizations that wish to increase the level of employee job satisfaction. The most important 
determinants of job satisfaction will be identified through a literature review. These will 
thereafter be used in a method that will reveal specific problems within an organization and 
provide practical instructions on how to act in order to improve the situation. To validate the 
usefulness and precision of the method, it will be tested at a case company. 
 
 
1.6 Relevance 
The subject of job satisfaction has been of interest to researchers and managers for many 
years now because of its observed and assumed connections to individual behaviour as well 
as employee well-being, (Xiong, 2008; Kiely, 1986). Much research has been focused on 
determining the dimensions and aspects of job satisfaction, and finding statistical correlations 
to prove the relationships, (Oshagbemi, 1999, 2003; Fairbrother, 2003; Sang et al, 2009; 
Sousa-Poza et al, 2000, etc.). According to Furnham et al (2002) one of the earliest, and 
definitely the most well-known theories about job satisfaction is Hertzberg’s two factor 
theory. Even though it has been the subject of much criticism, the terminology and concepts 
are still used to explain the dynamics of job satisfaction, (e.g. Skalli et al, 2008; Sousa-Poza 
et al, 2000). It seems like scientists more or less agree upon some important determinants, 
even though they assign different importance and relationships to the various facets. In this 
study these facets will be identified and collocated to get a good overview of what modern 
research believe to be the most important determinants to job satisfaction.  
 
Although there is much written about the dimensions of job satisfaction, there seem to be a 
lack of research on how to actually improve the job satisfaction in an organization, and more 
specifically, working procedures for managers who are interested in increasing it. Kiely 
(1986) gives some practical advice to managers on how to handle different situations 
however, and Xiong (2008) has designed a management model based on the fit theory. This 
study will contribute to the issue of dealing with job satisfaction by providing a working 
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procedure aiming at increasing it, and by that, possess a high practical relevance for 
organizations where job satisfaction needs to be improved. 
 
 
1.7 Delimitations 
Reading the results of this thesis, it should be kept in mind that only one case study has been 
conducted. Moreover, the factors behind job satisfaction may be different, or at least have 
different importance, in different cultures. This study is carried out at a Swedish company in 
the context of the Swedish culture, which may affect the results. When it comes to the reasons 
behind low job satisfaction, the focus of this study will lie on the factors that actually can be 
affected. Since the purpose is to develop a working procedure that will increase job 
satisfaction, aspects like personal characteristics are not very interesting for this study. If there 
is no possibility to change the reasons for dissatisfaction, they are not relevant for this study 
and consequently, they should not be included in the method. Furthermore, the study will be 
conducted in a small group of people, which means that corporate issues will be left out of the 
discussions to reduce the complexity of the problem and make the study feasible. As a 
consequence of the delimitations mentioned above, the opportunities of generalization of this 
study will be low. 
 
 
1.8 Timeframe  
The timeframe presented in Figure 1:1 shows the basic planning of this project as well as the 
most important dates during the process of report writing.  
 

 
Figure 1:1 - Timeframe 
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2. Research methodology 
This chapter describes the research methodology of this study. The research approach and 
strategies will be accounted for as well as the data collection techniques and sources of 
information that will be used during this project. Furthermore, the assurance of validity and 
reliability will be discussed in addition to the possibilities of generalization.   
 
 
2.1 Scientific Perspective 
There are many ways to attack a problem, according to Thurén (2007). Some people believe 
that they can reach an absolute truth, some people think that the truth can be different 
depending on interpretations, and some people believe that the truth can be reached by 
combining the two extremities. The positivism, is according to Thurén (2007) trying to find 
the absolute truth by filtering everything you do not really know from what you do know, 
which will give you a core of facts. This core of facts will then be the foundation of the 
science. For a positivist, the absolute truth should be able to be quantified and used for 
statistics to provide conclusions, according to Thurén (2007), and Wallén (1993) states that 
the knowledge should be able to be verified through empirical testing. 
 
Wallén (1996) mentions another scientific perspective that is useful for this study, the system 
theory. The researcher looks at the study object as part of a system, where the system as a 
whole has other qualities than the separate objects. The interactions, flows and complex links 
are of interest to be able to understand how the different parts of a system influence each 
other. This study has several characteristics of the system theory. Job satisfaction is a 
complex issue that is affected by several different aspects, some of them influencing each 
other. There are many ways to attack the problem with low job satisfaction, and by using the 
system theory point of view, a more holistic solution can be provided. 
 
 
2.2 Research Approach 
According to Patel and Davidsson (2003), one of the biggest problems within science is how 
to put theoretical facts in relation to empirical facts. They describe the four most common 
approaches used for solving this problem, induction, deduction, hypothetical deduction and 
abduction. Induction means that empirical findings are used to formulate a theory, without 
using any acknowledged theory as starting point of the research. Using this approach, 
generalization can be limited, and the ideas and conceptions of the researcher may influence 
the new theories, say Patel and Davidsson (2003). Deduction uses recognized theories to draw 
logical conclusions about specific events. According to Patel and Davidsson (2003), the 
deductive approach strengthens the objectivity of the research, but it could limit the researcher 
from making new discoveries. The hypothetic-deductive approach is a variant of the 
deduction, in which the logically drawn conclusions are verified through empirical testing. 
The last approach, abduction, is according to Patel and Davidsson (2003) a combination of 
induction and deduction. The first phase is inductive, i.e. the researcher uses empirical 
observations to formulate a preliminary theory. The second phase is deductive, the hypothesis 
is empirically tested through scientific methods, and finally the theory is developed. The 
choice of research approach for this study will mainly be the hypothetic-deductive method, 
since the aim is to develop a model based on existing theories, and then practically test it for 
verification. This will ensure objectivity, which is important for this type of subject where 
many interpretations will be needed to understand the situation.  
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2.3 Research Design 
According to Bell (2006) there are several research methods to choose from when conducting 
a study, e.g. action research, case study, survey and experimental methods. This study will be 
a case study, which is suitable when there is a time limit and only a limited part of a problem 
will be studied, states Bell (2006). What is specific to a case study is that there are few study 
objects and several studied variables, according to Andersen (2008). He says that case studies 
are common for studies of social systems where the objective is to make changes in a specific 
organization. A case study with only one study object is called a single-case study according 
to Yin (2009), who makes a difference between single- and multiple case designs. In a 
multiple-case study there are more than one study object, even though the area of research is 
still the same. Moreover, Yin (2009) makes a distinction between embedded and holistic case 
study designs. The holistic case study only focuses on the global nature of an organization 
while the embedded case study considers the subunits as well. This study will be an 
embedded single case study. Single because it has only one study object, and embedded 
because attention will be given both to the organization as a whole as well as the individuals 
within the organization and their personal attitudes towards the work. 
 
 
2.4 Research method 
Johansson Lindfors (1993) states that the terms qualitative and quantitative research methods 
have become more important in scientific contexts. According to Andersen (2008), case 
studies are normally seen as qualitative studies, even though they may include some 
quantitative characteristics. A quantitative study is signified by the use of statistics, 
mathematics and formulas, in order to explain the reasons to different phenomena. Patel and 
Davidsson (2003) argue that the quantitative study is suitable when the purpose with the 
research is to find differences or relations between events or objects. However, when it comes 
to e.g. finding underlying reasons for these events, the qualitative study is more useful to 
apply. A qualitative study tries to gain understanding about the study object rather than just to 
explain the situation, according to Andersen (2008). The type of data is generally “soft”, e.g. 
detailed descriptions of situations, interactions, attitudes, believes and thoughts etc., and 
collected through qualitative interviews and interpreted analyses, (Patel and Davidsson, 2003; 
Merriam, 1998). This study will to the most extent be based on qualitative data. Even though 
the overall job satisfaction can be quantitatively measured by a survey, many of the reasons 
behind a possible low job satisfaction are what is called “soft”, like emotions, attitudes, 
expectations and so on. The purpose with this study is to identify these reasons in order to 
find ways to deal with them.  
 
 
2.5 Data collection 
When conducting a study it is useful to consider the different types of data that are to be 
collected. A distinction is made between primary and secondary data, according to Andersen 
(2008). Primary data is acquired when the researcher is taking part of the data collection, or it 
is done on his command, while secondary data has been collected for other reasons than the 
actual study and can be found in sources like archival records, books, registers, letters, census 
bureaus, internet and so on. The type of data used for this study will mainly be secondary, 
since the theoretical framework and the model development will be based on sources like 
literature and scientific articles. However, for the empirical study primary data will be 
collected in order to find the root causes to low job satisfaction, and because of the lack of 
documentation concerning this topic at the case company. If there is documentation from 
previously made employee surveys this is an important source of secondary data within the 
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company. In this case the same survey might be used in order to compare results before and 
after the study has been conducted. When it comes to the actual data collection, Andersen 
(2008) argues that the data collection method is depending on the choice of research design. 
There are many types of data collection methods, but Merriam (1998) states that qualitative 
case studies often consist of information provided by interviews, observations or 
documentation.  
 
 
2.5.1 Interviews  
According to Aspers (2007), an interview is a form of data collection that gives possibilities 
to thoroughly discuss several issues in order to answer to the research question. He describes 
it as the interviewer trying to understand the interview person by creating a relationship 
through dialogue. Aspers (2007) mentions four types of interviews. Structured interviews 
have a number of predetermined questions to answer, and can be compared to surveys, only 
the questions are read to the interview person. Semi-structured interviews also have 
predetermined questions but the answers can be followed up to create a question and answer 
dialogue. To avoid basing the interview on the interviewer’s perceptions or theories, Aspers 
(2007) recommends thematic open interviews that follow the logics of the dialogue by only 
deciding upon a number of subjects to talk about. In an interview that is much directed, 
important information can be disregarded and the interviewer fails to understand the interview 
person. The fourth type of interview is the open interview, where the researcher and interview 
person talks about whatever the interview person brings up. When the interview is done, 
Aspers (2007) states that is has to be transcribed, in order to be used for reflection and 
analysis, preferably as soon as possible. When it comes to this study, the thematic interview 
will be used to begin with, since Aspers (2007) recommend it in order to avoid missing out in 
important information. The social climate within the organization needs to be understood 
before detailed information about the individual attitudes can be collected. When this is done 
the semi-structured interview can be used to collect specific data needed to continue the 
project.  
 
 
2.5.2 Observations  
Observation is as well as interviews an important source of information when doing a case 
study, according to Merriam (1998). It differs from interviews in the sense that it is conducted 
at the field and that it is a first hand experience rather than a reproduced description of a 
situation. Observations are used to personally get an understanding of the situation and to 
register things that people are uncomfortable to talk about. They can be structured or 
unstructured, just as interviews, and the observer can operate on different levels of 
participation, according to Merriam (1998). Bell (2005) states that the participant and the non-
participant observations are the most common. For this study, the participant observation will 
be used, during meetings at the case company. This means that the observer takes part of the 
activities and become member of the group, in contrary to the non-participating observer who 
stays out of the action. Patel and Davidsson (2003) mention some problems with observations 
that are important to keep in mind. The observer might e.g. affect the behaviour of the persons 
that are studied and there is a strong chance that the observations will be influenced by the 
observer’s interpretations and conceptions.  
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2.5.3 Literature reviews 
According to Merriam (1998), documentation is normally a good source of information as a 
complement to interviews and observations. Usually the information comes from written 
sources such as papers, books, scientific articles, the internet, statistical sources, archives and 
records and so on. The advantage with using documentation is that it has often been collected 
for other reasons than the study, which means that it is not coloured by the purposes of the 
specific research. This report will be based on literature and scientific articles for the 
theoretical framework and model development. For the empirical study, the documentation at 
the case company may be limited. As previously stated however, any documentation from 
previously made employee surveys will be a useful source of information.  
 
 
2.6 Scientific Credibility 
Yin (2009) emphasizes the importance of ensuring a high quality of the empirical research.  
According to Bell (2005) it is essential to make sure that the collected data has a high level of 
both validity and reliability.  
 
 
2.6.1 Validity 
Validity is according to Bell (2005) a complex concept. It is a measure that evaluates if the 
“right” data is collected to be able to answer the research question. Merriam (1998) describes 
two different types of validity, internal and external. Internal validity evaluates if the research 
depicts the reality, and if the researcher is measuring what he or she actually aims to measure. 
For explanatory case studies, where the researcher is trying to explain the relationship 
between two events, Yin (2009) states that internal validity is of major concern. If the 
researcher misjudges the situation and misses out on additional influential factors, internal 
validity is not achieved. Since this study has the characteristics that Yin (2009) describes, i.e. 
aiming to find the reasons behind low job satisfaction, internal validity needs to get some 
extra attention. According to Merriam (1998) there are several strategies that can be used to 
ensure a high internal validity. Triangulation means that several researchers, sources of 
information and methods are used to confirm the findings. Participant control implies that the 
persons who provide the information gets an opportunity to control that the interpretations 
and descriptions are correct. Repeated observations during a long period of time make sure 
that the right interpretations can be made. Colleagues and the persons studied can be involved 
in the making of the report to give comments as the work progresses. If there are any wryness, 
the researcher should also express them explicitly in the report to make sure that the reader 
understands what interpretations have been made and what theoretical perspectives that have 
been used. To assure a high internal validity of this study, the strategies mentioned by 
Merriam (1998) will be used. As described earlier, several data collection methods and 
sources of information will be used, and to make sure that the interpretations and descriptions 
are correct, participant control will be practiced. Furthermore, during the process of report 
writing, tutors as well as key persons at the case company will get the opportunity to follow 
the progress and give comments to reinforce the validity. The report will also express any 
tentativeness and give a thorough description of the working procedure to help the reader 
understand the content. 
 
External validity is according to Merriam (1998) telling you if the results of the study are 
possible to generalize or not, if the results are applicable in other areas. Case studies are 
sometimes hard to generalize says Merriam (1998), since they are used to go into depth on a 
certain situation or event. One way of evaluating the external validity of a study is to let the 
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reader determine whether the findings are applicable for his purposes or not. In this case the 
researcher has to give a detailed description of the context in which the study was conducted 
to make sure that the reader understand the results. Since the model development in this study 
is based on scientific theories, the external validity is relatively strong. Regardless the 
situation at the case company, the model should be applicable in other organizations. 
Moreover, as stated earlier, a thorough description of the context of this study will be 
provided to make it possible for the reader to evaluate if the findings are usable. 
 
 
2.6.2 Reliability 
According to Andersen (2008), reliability gives us the accuracy of what we measure, i.e. how 
good our methods are measuring what we intend to. High reliability is assured when the 
measurements do not contain uncertain conditions. Yin (2009) states that reliability aims to 
minimize errors and biases in an investigation. If a study is reliable, another researcher should 
be able to use the same tools and methods that were used by the earlier investigator, and reach 
the same findings and conclusions. Yin (2009) gives two practical suggestions on how to 
ensure a high reliability, using a case study protocol or develop a case study database will 
help documenting the procedures used to conduct the study. The working procedure for this 
study will be thoroughly descried throughout the report and all the data and information 
gathered will be stored in one place. In addition, the meeting agendas used will be accounted 
for.  
 
 
2.7 Methodological Selection 
Figure 2:1 that can be seen below, shows a summation of the methodological selection for 
this study. 
 

 
Figure 2:1 – Methodological Selection 
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3. Theoretical framework  
To begin with, this chapter will give a definition to the concept of job satisfaction, before 
discussing the different determinants or aspects influencing the level of job satisfaction. After 
that, some different theories about the relationship between the different determinants and 
overall job satisfaction will be presented, and the relationships between job satisfaction and 
customer satisfaction and organizational culture will be discussed. Finally, employee surveys 
and Total Quality Management will be briefly presented to prepare the reader for the method 
development in chapter four.  
 
 
3.1 What is Job satisfaction? 
Weiss (2002) establishes that there is an agreement among researchers (e.g. Oshagbemi, 
1999; Sang et al, 2009) on the definition of job satisfaction. He states that the definition 
provided by Locke (1969) is generally accepted; “job satisfaction is the pleasurable 
emotional state resulting from the appraisal of one’s job as achieving or facilitating one’s job 
values. Job dissatisfaction is the unpleasurable emotional state resulting from the appraisal 
of one’s job as frustrating or blocking the attainment of one’s values” (Locke, 1969, p. 317). 
In other words, says Weiss (2002), job satisfaction is considered to be an affective response to 
the job that comes as a consequence of the comparison of what was desired with the outcome. 
However, Falkenburg and Schyns (2007) point out that job satisfaction can be studied from 
different angles. For example, it can be seen as a result of different behaviours or it can be 
seen as a cause of behaviour. Moreover, it can be seen as an overall feeling or consisting of 
several aspects of the job and the work situation, that together contribute to the feeling of 
satisfaction or dissatisfaction with the work. 
 
 
3.2 Single and multiple item measurements   
Many discussions have been focused on the relationship between overall job satisfaction and 
facet satisfaction (e.g. Skalli et al, 2008; Oshagbemi, 1999; Savery, 1989; Kiely, 1986). The 
studies have centred on finding the determinants of job satisfaction as well as finding the 
relationship between facet satisfaction and overall satisfaction. According to Oshagbemi 
(1999), the overall job satisfaction is obtained by asking questions like “All in all, would you 
say you are satisfied or dissatisfied with your job?”, and ask the respondent to answer on a 
scale of measure. Letting the respondent rate several aspects of the work provides a multiple-
item measure. In his article “Overall job satisfaction: how good are single versus multiple-
item measures?” Oshagbemi (1999) compares the two ways of measuring job satisfaction. 
The study shows clear differences between the results of the two measures. The single item 
measure proved to be less reliable compared to the multi item measure, even though it has 
advantages. It is very easy to use, and the simplicity makes it easy to make comparisons 
between different types of occupations and cultures. It can also be used to compare different 
phenomenon over time. However, it only provides the average satisfaction, which makes the 
scarcity of information a problem when it is desired to know the levels of satisfaction on 
different aspects of the job. Single item measures do not give indications on the strength and 
weaknesses of the organization, or show the areas that employees enjoy or dislike with their 
work. This means that they are of little value to managers who want guidance in how to 
improve the job satisfaction of their employees. Consequently, the human and organizational 
management can be improved by employing the multiple item measure, says to Oshagbemi 
(1999). The biggest disadvantage with the multiple item measure is that it may be more costly 
to use because of difficulties in conceptualization and formulation. When it comes to the 
choice of measuring method, Oshagbemi (1999) believes that it depends strongly on the 
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objectives with the research. The single item measure benefits a comparative study, while the 
multiple item measure provides more information in an organizational study. If possible, a 
combination of the measurements is preferable. 
 
Skalli et al (2008) agrees that the level of overall job satisfaction is composed of the 
satisfaction of a number of qualities of the work. They argue that depending on how the 
individual values the different aspects, the overall level of job satisfaction can still be the 
same even though there are changes in satisfaction level of the different aspects. A low value 
in one desirable aspect can be compensated by a high value in another. One of the conclusions 
drawn in the study by Skalli et al (2008) is that undesirable aspects of work can be 
compensated by involving more of one of the desirable aspects, and thus, keep the overall 
level of job satisfaction the same.  
 
 
3.3 Determinants of job satisfaction 
As established by Oshagbemi (1999) and Skalli et al (2008), job satisfaction is a result of the 
combination of satisfaction of several different facets of work. Much work has been done in 
order to find the determinants of job satisfaction, and the well of information is extensive. 
Sang et al (2009) found that aspects of job satisfaction that often have been researched upon 
are pay, colleagues, supervisors, working conditions, job security, promotion prospects, the 
company in question and the nature of work. They state that these facets have all proven to be 
correlating to overall job satisfaction and positively inter-correlated with each other. 
Rutherford et al (2009) are using a seven-dimension scale to measure job satisfaction, in 
which the dimensions are similar to the ones mentioned by Sang et al (2009); overall job, co-
workers, supervision, company policy and support, pay, promotion and advancement and 
customers. In their model of an attractive work, Åteg et al (2004) mention some additional 
determinants to job satisfaction, i.e. status and success, the feeling of being important, 
acknowledgement from management and co-workers as well as the possibility to see the 
results of one’s work. According to Appelbaum and Kamal (2000) autonomy and group 
cohesion are positively related to job satisfaction, and contribute to create a positive 
psychological climate within an organization. Moreover, demographic data and individual 
aspects like age, gender, work ethics, rank and length of service have proven to correlate to 
job satisfaction in a moderate manner, (Kiely, 1986; Savery, 1989; Oshagbemi, 2003). In 
addition, Savery (1989) mentions the clarity of amount of authority and responsibility as an 
important determinant to job satisfaction, as well as clarity of what management requires for 
the specific job. Undoubtedly, the multi-dimensionality of job satisfaction makes it a complex 
matter for organizations.  
 
However, as mentioned before, Skalli et al (2008) argue that the aspects have different 
importance to the overall job satisfaction. The most important determinant according to their 
study is type of work, which the participants from all of the ten countries taking part of the 
study ranked number one. Employees value satisfaction with the work itself highly, which 
might explain why many people accept working without salary, like charity and volunteer 
work, according to Skalli et al (2008). Seven out of ten countries in the study ranked earnings 
as the second most important aspect. The other three aspects, working conditions, job security 
and working times, were ranked third, fourth and fifth in order of appearance, with some 
differences between the countries. These differences, argue Skalli et al (2008), depend on 
differences in likelihood of loosing the job, unemployment rates, existing welfare institutions, 
safety nets and so on. For instance, in a country like Greece where there is a high 
unemployment rate and not as sophisticated welfare institutions as in the Northern European 
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countries, job security has a higher rank than earnings.  
The Institute of Management and Administration presents a report from SHRM (Society for 
Human Resource Management), which has ranked the importance of job satisfaction 
determinants in the 2008 Job Satisfaction Report. SHRM asked 685 HR professionals and 
601 employees point out what they believed to be the most important aspects influencing 
employee job satisfaction. The results can be seen in Table 3:1 below, (some of the aspects 
got the same ratings). 
 
 Important aspects according to employees  Important aspects according to HR 

Professionals 
1 Job security 1 Relationship with immediate supervisor 

2 Benefits 2 Management recognition of employee job 
performance 

3 Compensation/Pay 3 Benefits 

3 Feeling safe in the working environment 4 Communication between employees and senior 
mgmt 

4 Communication between employees and senior 
mgmt 

4 Opportunities to use skills and abilities 

4 Opportunities to use skills and abilities 5 Compensation/Pay 

Table 3:1 – Important aspects according to employees and HR Professionals 
 
There are some interesting differences in the ratings between HR professionals and 
employees, but according to the Institute of Management and Administration (2008), this 
could depend on the fact that the HR respondents are giving high rates to the issues that they 
previously have been discussing with employees. HR departments might often be exposed to 
problems with management and so on, while other issues like job security is something that 
employees do not talk to their managers about. One possible reason to why job security is 
rated as the most important aspect by employees could be the current economical challenges 
that companies face, which might lead to people having to quit their jobs. (The Institute of 
Management and Administration, 2008) 
 
 
3.4 Hertzberg’s two factor theory and intrinsic/extrinsic factors 
Hertzberg’s two factor theory is according to Furnham et al (2002) probably the most well 
known theory of job satisfaction. Hertzberg argued that workers have two types of needs, 
hygiene and motivator. The hygiene factors are basic needs related to the context of work, 
like salary, job security, benefits, supervision and working conditions. If these are fulfilled, it 
is possible to reach job satisfaction. It cannot be achieved though, until the motivators are 
fulfilled, i.e. factors concerned with the nature and consequences of work, like responsibility, 
authority, advancements and achievements. According to Hertzberg’s theory, the fulfilment of 
hygiene factors result in a neutral state, while job dissatisfaction is reached if they are not 
fulfilled. If, however, both hygiene factors and motivators are fulfilled job satisfaction is 
reached. If the motivators are not fulfilled, the neutral state associated with hygiene factors 
will be the result. This also means that if the motivators are fulfilled but the hygiene factors 
are not, the worker will still feel dissatisfaction towards the job, see Figure 3:1. 
 

 
Figure 3:1 – Hertzberg’s two factor theory 
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Furnham et al (2002) state that Hertzberg’s theory has received much criticism during the 
years, and that researchers have found both types of factors to be contributing to job 
satisfaction as well as being inter-correlated. Motivators/intrinsic factors have proven to be 
more potent than hygiene/extrinsic factors though. Despite the fact that Hertzberg’s theory 
has been set aside though, his concepts are still used. Many researchers still use the terms 
intrinsic and extrinsic aspects of job satisfaction, state Furnham et al (2002). Snipes et al 
(2005) define intrinsic factors as self-regulated in the sense that the employee is not 
dependent on e.g. the manager to provide them. Intrinsic rewards are achieved directly as a 
result of accomplishment, they are psychological compensations gained simply by doing the 
job. Extrinsic rewards are externally controlled, according to Snipes et al (2005) and provided 
by others, like pay and bonuses. Both type of factors are important, though researchers agree 
that intrinsic rewards are more important for a high level of job satisfaction. 
 
 
3.5 The employee engagement model 
Kraut (2006) describes the employee engagement model, which is an action planning strategy 
that categorizes job satisfaction determinants into three levels, see Figure 3:2. The model is 
inspired by models on employee motivation created by Hertzberg, Maslow and Alderfer, who 
argued that job satisfaction is build up in levels with certain aspects that need to be fulfilled 
before the next level can be reached. The first level of the employee engagement model is 
constituted by the basic needs of the job. Kraut (2006) states that these are fundamental and to 
a large extent influenced by the closest supervisor. These conditions are often taken for 
granted, but if they are unmet, the employee will remain dissatisfied. The second level of 
satisfaction is the intermediate level and is constituted by determinants related to growth and 
development. Job satisfaction will improve if these factors are fulfilled. The third level, or the 
advanced level, comprises determinants that are connected to organizational commitment 
needs that are exceeding the employee’s expectations. These are heavily influenced by senior 
management due to their strategic nature, and if fulfilled, they develop strong workforce 
engagement. The hierarchical structure of the model does not mean that one level has to be 
completely fulfilled for efforts to be focused on next level, 
according to Kraut (2006). However, to improve job 
satisfaction, the basic conditions need to be looked over and 
if any of these determinants show low satisfaction, this is 
what attention should focus on and were the improvement 
work begins. This way the highest return on investment will 
be achieved, states Kraut (2006). In Table 3:2 the 
determinants related to each level can be found.   

               Figure 3:2 – Kraut’s employee engagement model 
 
Basic conditions Intermediate Advanced 
Safe working conditions Learning and performance 

development 
Customer focus 

Good team Encouragement Organizational growth and 
success 

Competent supervisor Sense of belonging Belief in competitive strategy 
Tools and equipment Cooperation between teams Product and service 

improvement 
Basic skills training Personal growth and fulfilment Value diversity 
Feel valued and respected Adequate pay and benefits Confidence in senior leadership 
Fair treatment Open communication channels  
Enjoy the work Pride in company, products and 

services 
 

Table 3:2 – Determinants of each level of the employee engagement model 
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3.6 Job satisfaction and customer satisfaction 
Keeping customers satisfied is one of the most important aspects of business, according to 
Chi and Gursoy (2009). They found that the financial performance of a firm improves along 
with the increasing level of customer satisfaction. Simon et al (2009) state that firms that do 
not satisfy their customers most probably will lose market shares to superior competitors that 
provide more attractive products and services to lower prices. Evidently, it is of importance 
for firms to know how to improve customer satisfaction. One subject that has been related to 
customer satisfaction by many researchers is employee job satisfaction, (e.g. Wangenheim et 
al, 2007; Bettencourt et al, 1997; Snipes et al, 2005; Ugboro et al, 2000). This relationship is 
particularly significant in the service industry, say Chi and Gursoy (2009), because of the 
nature of the industry. People working with service, such as salespeople, financial consultants 
or people working in restaurants, are in direct contact with the customers and are said to have 
a strong impact on the perceived customer satisfaction, according to Wangenheim et al 
(2007). Chi and Gursoy (2009) argue that satisfied workers are loyal to the organization and 
provide customers with outstanding service, something the customers will recognize and by 
time become loyal to the company. The loyalty positively affects sales performance and in 
turn, yields higher revenues, according to Simon et al (2009). These findings are important 
for managers, since they suggest that human resource management (HRM) practices can be 
used to increase the level of employee job satisfaction, and as a consequence, also improve 
customer satisfaction.  
 
Many researchers refer to the relationship between employee satisfaction and customer 
service satisfaction, because of the perception that service quality strongly depends on the 
interaction between employees and customers. However, Wangenheim et al (2007) have 
investigated if the employee – customer satisfaction link holds for all types of employees. 
They mean that there is an implicit limitation when it comes to managerial practice as well as 
research, that has prevented studies on the link between customer satisfaction and employees 
that are not, or very rarely, in direct contact with customers. Managers focus their attention on 
the employees that interact with the customers, and measure performance and give bonuses, 
based on customer satisfaction. However, the study performed by Wangenheim et al (2007) 
indicated that there is a statistically significant link between customer satisfaction and all 
types of employees, no matter how much interaction there is. The link is stronger though 
when there is much direct contact. Nevertheless, the study shows that managers have to 
acknowledge the importance of employees that have no customer contact. Wangenheim et al 
(2007) found that the strongest determinant of overall employee job satisfaction is team 
climate. They say that all types of employees are just as responsible for creating a “service 
climate” within the organizational unit and that this climate is recognized and highly valued 
by the customer.   
 
As just established, the job satisfaction of all types of employees have influence on the level 
of customer satisfaction. This makes it relevant for managers in all types of businesses to 
improve job satisfaction. Most researchers have settled with ascertaining the relationship 
between overall satisfaction and customer satisfaction. However, Snipes et al (2005) have 
made a study on the specific effects of different aspects of job satisfaction on perceived 
customer satisfaction. The study indicated that the facets of job satisfaction have different 
importance to customers’ perceptions of service quality. The three facets with the highest 
contribution to customer satisfaction were “satisfaction with customers”, “satisfaction with 
the work itself” and “satisfaction with benefits”. The two first-named determinants are 
intrinsic factors, but “satisfaction with benefits” is an extrinsic factor according to Snipes et al 
(2005). This was a surprise to the authors, who hypothesized that only intrinsic factors would 
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contribute to customer satisfaction, because of earlier studies that suggested that intrinsic 
facets would be more potent. According to Snipes et al (2005), the fact that “satisfaction with 
customers” has a strong influence on perceived customer satisfaction is interesting from a 
management standpoint. They suggest that managers should focus recruitment on customer-
oriented persons, since these persons are more likely to perform customer-oriented activities. 
Another interesting finding of the study was that employee empowerment was proven to have 
a significant indirect influence on customer satisfaction through its effects on job satisfaction, 
according to Snipes et al (2005). 
 
 
3.7 The changing nature of job satisfaction 
Tsitsianis and Green (2005) argue that the changes in the nature of work during recent years, 
have affected the general level of job satisfaction. They have identified a decrease in job 
satisfaction in the UK, which they have found to be caused by an increase in work effort and 
hours, decreased autonomy as well as work-life imbalance. Even though Kiely (1986) 
conducted her study a couple of years ago, she also saw the work environment change more 
than previously. She believes that it is important for managers to know how to handle these 
changes and to be able to develop appropriate policies when they are subject to these 
situations. According to her study, employees’ reactions to changes often depend on the way 
top management deals with the event, which, concluded by Kiely (1986), means that 
managers have a constant influence over job attitudes. Kiley (1986) highlights the fact that 
job satisfaction changes with time. She found that the different determinants of job 
satisfaction often change in different directions and to different degrees. These changes 
mainly depend on what situations the organization is exposed to, and mostly come as 
consequences to employees’ interpretations of these situations. Kiely (1986) also found that 
the interpretations could differ between certain individuals and between different groups of 
people. Job satisfaction also showed to fluctuate over short periods of time, which makes it 
important for managers to be cautious when measuring satisfaction at one time and 
implementing possible changes much later.  
 
Appelbaum and Kamal (2000) provide suggestions on what managers could do to increase job 
satisfaction. They say that most important is to communicate effectively with the employees 
so that issues and needs can be identified and addressed. When possible problems have been 
found, this is what managers should focus on instead of acting upon issues that have less 
relevance to the employees in concern, something that often is the case. To implement the 
required changes, Appelbaum and Kamal (2000) suggest that key personnel possessing the 
right skills need to be involved in the project. In short, managers should determine: 
 

1. If there is a problem 
2. What the problem is 
3. What factors would correct the situation 
4. How and by whom should the changes be executed 

 
 
3.8 Organizational culture 
According to Schou (2007), the success of an improvement process is strongly influenced by 
the organizational culture. There are many definitions to the concept of organizational culture, 
but Lund (2003, p. 220) defines it as “the pattern of shared values and beliefs that help 
individuals understand organizational functioning and thus provide them with norms for 
behaviour in the organization”. Bruzelius et al (2004) say that even though there are many 
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definitions, there is a general agreement on the characteristics of organizational culture. It is 
said to be: 
 

• A collective phenomenon that cannot be traced back to particular individuals 
• Built-up by rituals, codes, and habits 
• Socially constructed 
• “Soft” and cannot be easily measured 
• Hard to change 

 
According to Bruzelius et al (2004), the core of a culture is the common ideas, values, 
experiences and pattern of thoughts that are shared between the members. A culture is built up 
by layers; artefacts, behaviour patterns, norms, values and basic assumptions, that have to be 
passed through for it to be totally understood. Artefacts are things that express the culture, 
thing that can be seen, heard and registered by an observer. However, it may be hard for the 
observer to explain the meaning of the artefacts and what values that lie behind them. The 
centre of the culture is the common basic assumptions, which are deeply rooted and taken for 
granted by the members of the organization. The basic assumptions have the biggest effect on 
the culture, according to Bruzelius et al (2004).  
 
Lund (2003) conducted a study on the impact of organizational culture on job satisfaction. He 
identified four different types of cultures based on level of flexibility and the level of focus on 
internal maintenance or external positioning; clan, adhocracy, hierarchy and market, see 
Figure 3:3. The characteristics of each type of culture are found in Table 3:3. Lund (2003) 
found that an organization can possess attributes from all types of cultures, though one of 
them is more dominant. Clan cultures reported the highest levels of job satisfaction, 
adhocracy cultures showed the second highest levels, while lower levels were expressed from 
hierarchy and market cultures. Lund’s (2003) 
conclusion is that companies should nurture the 
relationships with their employees to maintain a 
competitive advantage. Developing and retaining a 
loyal work force is important, and Lund (2003) 
suggests that organizations that are interested in 
increasing job satisfaction should emphasize 
teamwork, build cohesion and encouraging 
entrepreneur-ship.   

Figure 3:3 – Culture types 
 
 
Type of 
culture 

Dominant 
attribute 

Leader style Bonding Strategic 
emphases 

Clan Participation, team 
work 

Mentor, 
facilitator 

Interpersonal 
cohesion 

Commitment, 
developing HR 

Adhocracy Entrepreneurship Innovator, risk 
taker 

Entrepreneurship Innovation, growth 

Hierarchy Order, rules and 
regulation 

Coordinator Policies and 
procedures 

Stability, smooth 
operations 

Market Competitiveness Achievement-
oriented 

Goal orientation, 
competition 

Market superiority, 
competitive 
advantage 

Table 3:3 – Culture characteristics 
 
Schou (2007) states that there are many factors that contribute to the structure of the 
organizational culture, e.g. individual factors, group compositions, owners and company 
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board, corporate history, reward systems, type of business, organizational knowledge, 
national culture etc. The most important factor for the culture of the local unit though, is 
according to Schou (2007) the closest manager. He states that more than 60% of the variance 
in working climate is depending on the manager and his/her suitability as a role model, 
competence and abilities to praise achievements and give feedback on performance.  
 
 
3.9 Employee surveys 
Schou (2007) states that it is getting more and more common for organizations to ask their 
employees to assess their working situation by conducting employee surveys. In general, the 
purpose is to use the survey results as a starting point for development and change. Today 
there is a great competition of the most competent and skilled personnel, and the surveys are 
used to be able to design desirable working conditions in order to keep attractive employees 
within the organization. According to Schou (2007), a survey is a good tool to spark action 
because a weak result creates expectations within the organization that measures will be 
taken. However, it is important to formulate a clear purpose before the work starts in order to 
decide upon the survey model, and to create an understanding among managers and 
employees to avoid the risk of low engagement. Schou (2007) mentions some prerequisites 
within the organization for the employee survey to be successful: 
 

• There needs to be a clearly defined purpose  
• The strategy of the organization needs to be clear and communicated to everyone in 

order to get valid answers about opinions 
• Top management has an important role and needs to be engaged and perseverant 
• There needs to be an understanding about the connections between HR questions and 

the success of the organization 
 
 
3.10 Total Quality Management (TQM) 
The changing nature of job satisfaction makes it a constantly relevant topic. Hence, the 
concepts of TQM and continuous improvements are worth mentioning. TQM is a 
management philosophy aiming to improve quality and productivity by empowering the 
employees to take responsibility, according to Karia et al (2006). However, it does not only 
focus on the quality of the products, but also on the quality of the employees. The basic idea 
with TQM is to hold all employees accountable for quality and provide them with tools and 
training to make them capable of fulfilling their duties. Continuous improvement is one of the 
cornerstones of TQM, according to Bergman and Klefsjö (1995). The main idea with the 
concept of continuous improvement is that there is always a way to reach a higher quality to a 
lower cost. One important tool for problem solving is the PDSA circle, state Bergman and 
Klefsjö (1995), which symbolizes the ongoing process of quality development and stands for 
Plan, Do, Study, Act.  
 
During the improvement work, the seven management tools can be used to compile and 
organize unstructured verbal data, according to Bergman and Klefsjö (1995). One of the tools 
is the affinity diagram, which is useful when it comes to structuring ideas, customer requests 
or opinions. The work is done in groups in which the participants are brainstorming around a 
subject and writing down ideas on post-its. The notes are then sorted under headlines in order 
to get a structure on the thoughts and ideas to easily overview the situation.  
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4. Method development 
This chapter begins with an identification of the most important determinants mentioned in 
the theoretical framework. Thereafter the developed method will be presented. It is intended 
to work as a road map on the mission to increase employee job satisfaction, and consists of 
four phases, (Prepare, Investigate, Design and Implement), which will be described in detail 
below.  
 
 
4.1 Identification of the most recognized determinants in literature 
In chapter three, a thorough literature review of the influencing factors was made, and a 
number of aspects were presented, cited from several different authors. To a large extent, 
researchers have focused on trying to identify the determinants, but no summary of the most 
important determinants was found during the literature study. Table 4:1 below, shows the 
frequency of appearance of each determinant mentioned in literature. The choice of articles is 
delimited by publishing year, i.e. to avail the most recent observations in literature.  
 

 
Table 4:1 – Job satisfaction determinant collocation 

 
The most frequently used determinants are: 

• Nature of work 
• Pay 
• Job security 
• Working conditions 
• Promotion prospects 
• Supervision 
• Working times 
• Relationships to co-workers 
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It is worth noticing that most of these are what researchers call extrinsic factors, externally 
provided by e.g. managers, except for relationships to co-workers, which is something that 
can be controlled by the individual. This is surprising since most researchers agree that 
intrinsic factors are more important when it comes to job satisfaction. However, three out of 
six authors mention acknowledgement and relationships to managers, two determinants that 
indeed are intrinsic.  
 
During the literature review, several other factors were highlighted as important for job 
satisfaction, in addition to the ones just mentioned. The rating of determinants provided by 
the Institute of Management and Administration showed that employees highly value 
benefits, feeling safe, communication and opportunities to use skills and abilities. 
Organizational cultures that report high levels of employee job satisfaction are often flexible 
and emphasize participation and team work, under a coaching mentor rather than monitoring 
supervisor. The literature review also highlighted the importance of having a competent 
closest manager, a person that has a strong influence on the working environment according 
to Schou (2007). Most importantly however, for the purpose of this study, are the 
determinants that are said to have a strong connection to customer satisfaction. Snipes et al 
(2005) proved in their study that satisfaction with customers, work itself and benefits have the 
strongest influence on customer satisfaction. Empowerment also showed to have a strong 
indirect influence because of its great contribution to employee satisfaction. These are 
important determinants that should get extra attention in the improvement phase in order to 
reinforce a high customer satisfaction.  
 
The determinants mentioned here are the ones that have been found to be important during the 
literature review. In order to organize them and rate their importance, they have been added to 
Kraut’s (2006) employee engagement model, based on the definitions to each level given in 
section 3.5. The results can be seen in Table 4:2 below, and will be used during the method 
development. The additions to the employee engagement model are written in bold type. 
 
Basic conditions Intermediate Advanced 
Safe working conditions Learning and performance 

development 
Customer focus 

Good team Encouragement Organizational growth and 
success 

Competent supervisor Sense of belonging Belief in competitive strategy 
Tools and equipment Cooperation between teams Product and service 

improvement 
Basic skills training Personal growth and fulfilment Value diversity 
Feel valued and respected Adequate pay and benefits Confidence in senior leadership 
Fair treatment Open communication channels Satisfaction with customers 
Enjoy the work Pride in company, products and 

services 
 
 

Working conditions Promotion prospects  
Working times Job security  
Relationship to co-workers Acknowledgement  
 Empowerment  
 Participation  
 Opportunities to use skills 

and abilities 
 

 Relationship to managers  
Table 4:2 – Determinants organized according to the employee engagement model 
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4.2 Method Development  
Since no existing models or methods were found during the literature review, the main 
inspiration for the method development has been a working procedure for conducting an 
employee survey, provided by Schou (2007). He states that employee surveys are commonly 
used in every type of organization as a tool for change and development. Conducting an 
employee survey creates expectations within the organization that actions will be taken if any 
disproportions are revealed, which is why it is ideal as starting point for the improvement 
work. The employee engagement model presented by Kraut (2006), with the additions made 
in the previous section, will guide the selection of questions to an employee survey in order to 
make sure that the most important determinants to job satisfaction are analyzed. Because of 
the changing nature of job satisfaction that is mentioned by Kiely (1986), improving it can be 
seen as an ongoing process. Therefore, the model is shaped as a closed loop, inspired by the 
quality circles used for continuous improvements, described by Bergman and Klefsjö (1995). 
This means that the model can preferably be applied repeatedly, e.g. once a year, to reassess 
the level of job satisfaction and spark action if improvements are needed. According to 
Bergman and Klefsjö (1995), there is always a way to get better and reach a higher quality, in 
this case a higher quality of life for employees.  
 
The developed method is named PIDI, which is an acronym of its four phases, Prepare, 
Investigate, Design and Implement, see Figure 4:1. The first phase, Prepare, aims at preparing 
the organization for a survey and for possible changes that might be necessary after revealing 
weak results. In the second phase, Investigate, an employee survey is constructed, or revised 
depending on if it is a first time survey or not. The survey is conducted and will help 
identifying problem areas within the particular organization. In the Design phase, everyone 
that is concerned with the problems or will be affected by the changes, is involved in the 
creation of an action plan that clearly describes the different measures that need to be taken, 
distributes responsibilities and sets clear deadlines. In the last phase, Implement, the proposed 
changes are implemented and the project is evaluated to estimate the success of the changes.  
 
 

 
Figure 4:1 – Conceptual model 

 
 

4.2.1 Phase One - Prepare 
The first phase of the method consists of three steps, and aims at preparing the organization 
for the assessment of employee job satisfaction as well as the possible changes that will turn 
out to be necessary, see Figure 4:2. Schou (2007) mentions some requirements of the 
organization, for the work of change to be successful. The purpose of the investigation needs 
to be clear, preferably with an idea of the end-results, and the strategy needs to be apparent 
and communicated to everyone in concern. The attitude, persistence and engagement of top 
management are critical for the success of any changes, as well as top management’s 
understanding of the value of HR questions.  
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Figure 4:2 – Phase One 

 
1. Assemble project organization 
Before the work starts, the practical issues concerning the operation, management, and 
administration of the improvement work need to be organized. A project group needs to be 
assembled, that will be responsible for the development and improvement of the project. A 
project leader needs to be appointed, to make sure there is someone responsible for the 
operative activities. The organization depends on the size of the company, according to Schou 
(2007). In large companies he suggest that a project group manages the improvement process, 
with local contact persons, i.e. project leaders in each business unit. For the improvement 
process to be successful, the contact persons in the business units need to be competent, 
engaged and supportive. In general, Schou (2007) states that local personnel managers take on 
this role, and play an important part in the work of change.   
 
2. Define purpose of investigation 
It is important that the purpose of the investigation is clearly defined and that there is an idea 
of how the results will be used, according to Schou (2007). This will facilitate the design of 
the survey and make managers and employees understand the set-up and the choice of 
questions. When there is no clear purpose, this might cause the members of the organization 
to believe that they do not need to be engaged in the subsequent changes. In this case, the 
purpose is to improve job satisfaction, and the survey will be used as a tool for identifying 
areas of dissatisfaction. The results will be used for development and change of the level of 
job satisfaction, in order to increase the well being of employees and to improve customer 
satisfaction.  
 
3. Establish understanding in the organization 
Schou (2007) emphasizes the importance of communicating the purpose of the survey to 
everyone within the organization, both to managers and employees. For a successful change, 
everyone needs to understand it and feel well informed about the working procedure. If this is 
done poorly, the activity of the improvement work will probably be low, and the time and 
energy spent on the survey will go to waste, states Schou (2007). If this type of improvement 
work is carried out for the first time, the attachment work within the organization can be 
extensive, before the organization is ready to conduct the survey. On the other hand, if this 
has been done before, but with weak results, it might take time to convince a sceptical 
working crew that the set-up is better this time. Schou (2007) recommends constructing an 
information plan that contains meetings with directorate on different levels, distributing 
handouts and offering education to contact persons, publishing information on the intranet 
and in the staff magazine, as well as meeting with the union, to make sure that everyone is 
informed about the purpose and working procedure of the survey. 
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4.2.2 Phase Two – Investigate  
Phase two aims at analyzing the current situation and revealing specific problems within the 
organization, in order to find suitable solutions that will improve employee job satisfaction. It 
consists of two steps, as can be seen in Figure 4:3. The current level of job satisfaction is 
measured by conducting an employee survey based on the employee engagement model, that 
addresses both the overall job satisfaction and satisfaction with the individual determinants. 
An analysis of the survey results will shed light upon areas that the workers are less satisfied 
with, areas that will obtain much focus during the improvement process.  
 

 
Figure 4:3 – Phase Two 

4. Construct/revise and conduct an employee survey 
Schou (2007) states that creating a good set-up of a survey is complicated. It demands certain 
experience, feeling for language and statistical knowledge. Most importantly, the survey 
should be kept simple and pedagogical, be well formulated, not exceed 30 minutes to fill in, 
only contain questions that are necessary to know the answer to and contain questions adapted 
to the terminology of the specific working site. The last-mentioned needs extra attention when 
the questions have been used in other surveys, something that is common in order to know 
that the questions are tested and provide the information they are intended to. The survey can 
be web based or filled out in paper form, and to get a high answering percentage the 
completion can be made during meetings where everyone fills them out at the same time. 
According to Schou (2007), an answering percentage of at least 70 % is needed to be able to 
draw statistical conclusions from the result.  
 
Because of the complicatedness concerning the set-up of the survey mentioned above, one 
question that needs to be raised is whether an external part should be consulted or not. Schou 
(2007) states that the advantages with a consultant are that he or she has the knowledge 
necessary to conduct the survey professionally. Moreover, the consultant is a neutral part that 
can handle sensitive information that might be encountered, provide comparisons to other 
organizations and employees might dare to be more honest about their opinions when talking 
to an external consultant, etc.  
 
The employee survey should preferably measure both the overall job satisfaction as well as 
the satisfaction with certain determinants, according to Oshagbemi (1999). In this case the 
multiple measure will be more useful though, since it provides more information about the 
strengths and weaknesses within the organization and gives indications on what areas that 
need to be improved. The overall satisfaction will be measured by the question “All in all, 
how satisfied would you say you are with your job?”, while satisfaction with specific 
determinants will be questioned separately. The survey will be based on the employee 
engagement model provided by Kraut (2006), i.e. the questions should be organized 
according to the three levels of the model, starting with the basic level. This will facilitate the 
analysis of the data as well as the prioritization of problem areas to focus on during the 
improvement work. To ensure a high validity of the results of the survey, the determinants 
mentioned as important in the literature review in section 4.1 need to be included to cover all 
of the essential facets of job satisfaction and not miss out on any big influential. Several 
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questions can be asked for every determinant, in order to cover every aspect of the influential 
factors. For example, the determinant “safe working conditions” could have specific 
questions about the safety in different situations of the job, while “working conditions” would 
ask about the physical working conditions, i.e. equipment, facilities or tool, etc., as well as the 
psychosocial working conditions like social climate, attitudes and prejudice, etc. Due to the 
changing nature of job satisfaction, mentioned by Kiely (1986), the survey needs to be 
adapted to the situation at the company to uncover any dissatisfaction with prevailing 
circumstances.  
 
If this is not the first time the survey is used, it might need to be revised before it is sent out to 
the employees. Questions might need to be added or reformulated if the survey did not 
provide the information it was intended to or if employees misinterpreted the questions. 
However, the principal features should not be modified, since it is interesting to compare 
results from different occasions and to follow trends in attitudes over the years. 
 
5. Create reports and present results 
When the survey has been conducted, the data needs to be analyzed. The first step could 
preferably be to compile the answers to each question, and calculate their mean averages. 
Thereafter, the average for each determinant could be calculated. The determinants with the 
lowest scores represent the problem areas within the organization, areas that need extra 
attention. It could also be interesting to calculate the overall job satisfaction by using the 
scores for the determinants, and comparing this to the single measure overall job satisfaction 
score. Another interesting comparison is the one between the results from the current survey 
and the results from the previous survey (if there is any). This will show what areas that have 
improved or worsened during the period.  
 
After analyzing the results, they should be documented in reports, adjusted to each 
organizational unit. Schou (2007) upholds that the reports need to be pedagogical, easy to 
understand and give an overview of the results in order to spark action. In this case they 
should be based on the employee engagement model provided by Kraut (2006), so that one 
can easily find the results of each level in the model and make a judgement on where to focus 
attention. Schou (2007) recommends using different types of measures in the reports, e.g. 
mean values or percentage of persons who agree or disagree on a certain question. The reports 
should be presented to management and employees. In the presentations, it is important to 
acknowledge and enjoy the strengths found in the survey before presenting the weak parts. 
The presentations should come about closely after the survey, when everybody is still 
interested and when managers are willing to take action, according to Kraut (2006). 
Unfortunately, most of the improvement work stagnates after the survey results have been 
presented. Schou (2007) mentions some important requirements of the employee survey, for it 
to be able to change attitudes in the organization: 
 

• The results should be connected to a reward system 
• Management on every level of the organization needs to take the results seriously, and 

show it to employees 
• The receiver needs to understand the importance of how HR matters can affect the 

organizational results 
• The receiver needs to consider the content of the reports to be relevant 
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During the presentations, it should be clarified that from now on everybody is responsible for 
the work and progress of the process. A date needs to be set for a new meeting when possible 
solutions will be discussed and an action plan will be created.  
 
 
4.2.3 Phase Three - Design 
In the third phase of the method, which has four steps as can be seen in Figure 4:4 below, the 
action plan with the purpose to improve employee job satisfaction is designed. As stated 
before, the reports created in phase two will serve as starting-point of the discussions. The 
result is an action plan that describes the different measures that need to be taken, distributes 
responsibilities and sets clear deadlines. Up until now, the process leader has been responsible 
for the work. In this phase however, everyone that is concerned with the problems or will be 
affected by the changes need to be involved and accountable for the progress of the work. 
This will enable employees to give suggestions, and by that ensure high relevance of the 
solutions. Another advantage is that when employees take part of the planning, they will feel 
more motivated to follow out the changes, according to Kraut (2006). Moreover, participation 
plays an important role in improving job satisfaction since it makes the employees feel that 
managers listen to their proposals, that their opinions are important and that management 
acknowledges them, according to Appelbaum and Kamal (2000). This phase could preferably 
be conducted during a meeting between the managers and employees in concern, a few days 
after the presentations so that everyone has had time to process the information. Schou (2007) 
recommends trying to create a climate in which everyone feels welcome to take part of the 
discussion and not only listen to the suggestions of the process leader. An agenda to follow 
during the meeting of phase three can be found in Appendix I.  
 

 
Figure 4:4 – Phase Three 

6. Identify problem areas  
The results of the employee survey may reveal several areas where satisfaction is low. 
However, Schou (2007) recommends focusing the attention on a few problematic areas. It is 
more important to thoroughly solve a small number of problems than to half-heartedly attend 
to all of them. By going through the reports, a list of weak areas that need to be improved will 
be created and prioritizations need to be made to decide where to focus the action work. First 
and foremost, the prioritizations should be based on the employee engagement model, in 
order to establish basic conditions for job satisfaction and continue from there. Kraut (2006) 
states that if the basic conditions of job satisfaction are not fulfilled, day to day frustration 
may rise as a consequence of unfair treatment, disrespect, incompetent supervisor and so on. 
However, during discussions, other frustrations might be revealed that were not detected by 
the survey, and these should not be neglected during the prioritization. Moreover, the 
determinants that have proven to influence customer satisfaction need to be paid attention to. 
If any of these show weak results, they need to be considered during the improvement work in 
order to ensure a high customer satisfaction.  
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7. Define desired future state and set goals 
When the most important problem areas are identified a vision of the future should be 
formulated, in order to establish the direction of the improvement work. Goals need to be set 
to have something tangible to work towards and to be able to measure the success of the 
changes, e.g. based on the numbers presented in the reports. Kraut (2006) suggests using the 
SMART approach when setting goals. The method provides some requirements to increase 
the probability of fulfilling the goals. They should be: 
 
Specific – be able to be identified and observed  
Measurable – be able to be assessed objectively 
Aligned – with the purpose and vision of the organization 
Reachable – be realistic 
Time-bound – have a clear timetable and deadline  
 
8. Find solutions  
Schou (2007) believes that before possible solutions can be found, the reasons to the problems 
need to be identified. This will facilitate the decision of what measures that need to be taken. 
However, since there are issues that employees might be reluctant to discuss in groups, there 
should be opportunities to give individual suggestions, either by talking to the process leader 
in person or anonymously in paper form. In order to facilitate the identification of root causes 
to the problems and make sure to find the underlying reasons for dissatisfaction, Bergman and 
Klefsjö (1995) suggest using one of the seven management tools. In this case the affinity 
diagram could be of good use, to sort the thoughts in order to find problems that are related 
and can be solved commonly.  
 
The discussions and solutions should focus on reaching the desired future state that was 
formulated earlier. According to Appelbaum and Kamal (2000), communication is essential to 
find problems and solutions. Kraut (2006) states that the more conversation there is between 
managers and employees, the better the diagnosis will be. Therefore, it is important that 
employees actively participate in the discussion and brainstorming about possible solutions to 
the problems. Schou (2007) emphasizes the importance of listening to spontaneous reactions 
and comments, and welcoming everyone to express their opinions and ideas. Even though the 
discussions mainly should focus on the identified problem areas, other issues or frustrations 
may be revealed during the discussions that might offer big changes in satisfaction levels with 
little effort. This should be kept in mind during the discussions, and any solutions to these 
problems could be included in the action plan that is going to be created. 
 
9. Create an action plan 
The solutions that were suggested in the brainstorming should be compiled in a realistic and 
concrete action plan. The plan needs to be reasonable considering what is actually feasible at 
the company in terms of money, time and effort. Schou (2007) mentions some things that 
should be kept in mind when creating the plan: 
 

• What needs to be done immediately? 
• What can be done fast with little effort? 
• Within what areas does the progress depend on external parts? 
• What can we do by ourselves? 
• What do we need to do to maintain our areas of strength? 
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The action plan is a summary in which what has been decided during the meeting is 
documented. It will include the problem areas that will be solved, the goals for each area, the 
actions that will be taken as well as deadlines for when the plans should be implemented. 
Kraut (2006) also states that a good action plan includes accountability. Responsible persons 
should be pointed out depending on the type of actions that are planned. At this point the 
employee engagement model is helpful since it provides guidelines on how accountability 
should be distributed. The basic conditions address problems concerning the closest 
supervisor and the co-workers, while the advanced level of job satisfaction is mainly 
influenced by top management, according to Kraut (2006). This means that depending on 
what level in the employee engagement model the actions are focused, managers in the 
corresponding level in the organization should be responsible. Before the meeting of phase 
three is over, the follow-up of the action plan needs to be scheduled. Schou (2007) suggests 
doing this in connection to the usual meetings at the workplace.  
 
 
4.2.4 Phase Four - Implement 
Phase four of the method has two steps, see Figure 4:5. In this phase the implementation of 
the proposed solutions will be executed. The action plan created in phase three will serve as 
input for the implementation.  
 

 
Figure 4:5 – Phase Four 

10. Implement action plan  
Schou (2007) suggests that the implementations should be conducted in connection to other 
improvement processes within the organization, to make them part of the day-to-day 
operations. Even though most of the work will be executed on operational level, the changes 
take place on different levels at the same time. Schou (2007) means that it is not uncommon 
to hear comments saying that nothing is happening after the survey is conducted. In Appendix 
II, an example of a list of activities can be found that can be published at the company to 
show what is going on after the survey has been conducted, inspired by Schou (2007). Its 
purpose is to work as a tool to control follow-up, and to inspire to action and put pressure on 
persons who do not intend to participate in the work of change. The list needs to be frequently 
updated to show the progress of the improvement work. 
 
11. Evaluate the success 
Bergman and Klefsjö (1995) state that it is important to learn from the improvement process, 
either to avoid same type of problems, or to standardize the changes if they were successful. 
Therefore, the success of the improvement work needs to be evaluated. First of all, the set-up 
of the survey needs to be analyzed. Did the participants understand the questions and did the 
survey provide the information that was needed? If not, it needs to be revised. According to 
Schou (2007), a survey is never completed but needs to be updated from time to time. 
Secondly, the improvement work should be evaluated. Were the goals met? Was the purpose 
with the survey fulfilled? One way of doing this is to conduct a new survey and compare the 
results with the old one. Schou (2007) suggests conducting an employee survey once a year. 
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By this time the changes will have had time to be implemented and their results will be able 
to be measured, but at the same time it is short enough to put some pressure on everyone in 
the organization to actually make some change. In other words, the changes should be 
delimited and planned in a way that it is possible to implement them at a one-year time limit. 
To estimate if the purpose of the survey was fulfilled, in this case to improve customer 
satisfaction, customer surveys could be conducted at the same time as the employee surveys, 
to measure the changes in customer satisfaction compared to the changes in employee 
satisfaction. Employees should take part of the results of the evaluation, to make them see the 
success of the changes, make them positive to new surveys and changes, and to make them 
feel included and valued by the organization.  
 
 
4.3 The PIDI method 
Figure 4:6 illustrates the developed PIDI method in its entirety.  

 
Figure 4:6 – The PIDI method 
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5. Case company presentation 
In this chapter the case company will be described. To begin with, the choice of case 
company will be motivated, followed by a general company description. Thereafter the 
specific organizational unit in which the case study will be conducted will be described more 
in detail. 
 
 
5.1 Motivation to choice of case company 
The case company chosen for this study is the Swedish entrepreneur Svevia, building and 
maintaining Swedish infrastructure. Within Svevia, and specifically Region South, there is a 
big interest in HR questions, and employee surveys are conducted regularly. The company is 
also very customer oriented and aims to have a close collaboration with their customers to 
satisfy their needs and keep them loyal. However, within the unit Kalmar, where this case 
study will be performed, there have been many changes lately and there is room for 
improvements when it comes to job satisfaction and customer confidence. This provides a 
good opportunity to test the method and will, hopefully, facilitate the study in terms of 
interest and engagement from management and employees. Since the company regularly 
conducts employee surveys, the access to historical data will also be facilitated.  
 
 
5.2 Company description 
Svevia is Sweden’s leading provider of services concerning management and maintenance of 
roads and other types of infrastructure such as ports, bridges and distance heating. In addition, 
they are the fourth biggest installation worker of the country. Svevia was previously part of 
the public authority Vägverket (today Trafikverket), but in 2009 it was corporized and 
became a state-owned company. The company’s business idea is to build and maintain the 
roads and infrastructure of Sweden, and the vision is to become number one within the Nordic 
region by providing leading quality, skills and innovation, building a strong collaboration 
with customers as well as being the most attractive employer within the industry. In 2009, 
Svevia had around 2800 employees and a turnover of 7,9 billion SEK. Their services are 
available for both public and private customers and are organized in four areas; Installation 
work, Pavement, Maintenance and Real estate and Machine. (www.svevia.se) 
 
The company is organized in four regions, North, Central, West and South, business area 
Pavement and the subsidiary Svevia Real estate and Machine AB, see Figure 5:1. The 
support function includes economy, information, HR, activity development and business 
development. 

 
Figure 5:1 – Organizational chart, Svevia 



Case company presentation 
 

29 

5.3 The organizational unit in Kalmar  
The organizational unit in which this case study will be performed is called 
Arbetschefsområde (AC) Kalmar Drift. AC Kalmar is part of Region South, which has eight 
AC’s, i.e. business units, see Figure 5:2. Within AC Kalmar there are four offices, 
Karlskrona, Bromölla, Fårbo and Kalmar. In Kalmar there are 30 persons working, including 
one foreman who is the top manager at the office. These are compartmentalized in two 
departments, Maintenance (i.e. maintenance of roads and infrastructure) and Installation 
work. Each department has a manager, and these are referred to as location managers. This 
case study will be performed within the Maintenance department at Kalmar, circled in Figure 
5:2. 

 
Figure 5:2 – Organizational chart Region South 

 
Ten out of the thirty persons working at the office in Kalmar are part of the Maintenance 
department, i.e. one location manager, two production leaders and seven field workers or 
operators. There is a close cooperation between Maintenance and Installation work, 
manpower is shared and exchanged on a daily basis. If needed, there are also possibilities to 
share personnel within the AC and even within the region. This is necessary since there is a 
great need of being flexible within Svevia. The schedule is constantly changing and adapting 
to new conditions or jobs that come up. Much time is spent on planning and coordinating 
manpower to manage the work that is ordered. A big part of the work Svevia conducts is 
project work that goes on from everything between a couple of months up to six years. The 
company can work on several projects in parallel. However, Svevia also accepts small jobs 
that only take a few days or even hours. This type of job is hard to plan. In addition, Svevia 
might have to attend to unexpected situations on the roads, e.g. caused by weather conditions 
or accidents, in order to fulfil their agreements with the customers concerning the projects. 
This causes the weekly plans to be constantly rescheduled, and puts pressure on the workers 
to be flexible and adaptable. Some workers have stable schedules because of the projects they 
are working in, but most often the jobs are delegated depending on availability and 
competence. The work for the coming week is planned each Thursday. For the reasons 
mentioned above however, it is not uncommon that the schedule is revised the day after. The 
changing schedule is sometimes an inconvenience to the workers who occasionally express 
their wish for it to be planned better ahead.  
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5.3.1 The management and maintenance project 
The customers of the unit in Kalmar are municipalities, companies and such like. However, 
the biggest customer is the public authority Trafikverket. Today, Svevia in Kalmar and 
Trafikverket are working in a project called “Drift och Underhåll” (operations and 
maintenance). In this project, Svevia is hired by Trafikverket as an entrepreneur, to manage 
and maintain 1320 km of road, owned by Trafikverket. All the roads managed by the 
organizational unit in Kalmar are can be seen in Figure 5:3.  
 

 
Figure 5:3 – Roads managed and maintained by Svevia, Kalmar  

 
There are clear specifications of what is included in the project, with deadlines for the 
different activities. Figure 5:4 shows how the work is distributed around the year. In short, 
these are the obligations of Svevia: 
 

• Inspect roads, cable barriers, road signs, lights, wild animal fences, subfields, etc. 
• Report damages to the police  
• Repair or replace damaged infrastructure or equipment 
• Snow-ploughing, gritting and salting roads during winter 
• Install road signs  
• Shut off roads after accidents or other unexpected situations 
• Maintain draining systems and clean ditches 
• Maintain dirt roads 
• Inspect and maintain bridges and other constructions within the area 
• Secure visibility, conduct clearance and trimming of subfields 
• Management of lawns, plantations, stonewalls, etc. 
• Inspection and maintenance of service areas etc. 

 

 
Figure 5:4 – Seasonal activities 



Case company presentation 
 

31 

The project started in 2007, when Svevia won a procurement process because of their offer to 
fulfil the customer requirements to the lowest price. The project continues until year 2011, 
when Svevia has a chance of prolongation until year 2013, if the customer is satisfied. In 
2013 there will be a new procurement where Svevia once again has to compete with other 
entrepreneurs about the project. This creates a certain amount of insecurity in the job 
situation, since Svevia will have to find another big customer if they lose the procurement.  
 
 
5.3.2 Recent changes 
In September 2009 the organizational structure was changed at the office in Kalmar. Before 
the change, there was only one location manager, responsible for both the Maintenance 
department and the department of Installation work. This person was liable for all of the 30 
persons in the staff, which proved to be too much. Therefore the personnel were split into two 
departments with one location manager each, to level out the amount of work. Moreover, 
since the start of the project with Trafikverket in 2007 there have been four different persons 
at the position as location manager at the Maintenance department, due to different 
circumstances. The current manager was hired in September 2009. This person is encouraging 
the employees to take responsibility and initiative and make their own decisions, something 
many of the operators are not used to. To conclude, there have been many changes recently 
that have affected the field workers at Svevia in Kalmar.  
 
 
5.3.3 Communication channels 
Because of the type of work conducted at Svevia, communication requires some extra effort. 
First of all, the operators work on the field, all over the geographical area included in the 
project, while the location manager and the production leaders mostly operate from the office. 
The separate working sites hinder the personnel at Svevia to meet continuously during the 
day. Secondly, the operators and office workers have separated lunchrooms, since Svevia 
took over some already existing offices where the construction plan could not offer any better 
solution. To keep everyone updated, the location manager holds information meetings every 
second month. The quality meetings, as they are called, have a preset agenda that includes: 
 

• Information from meetings with management 
• Time planning, discussing finished, ongoing and upcoming projects 
• Market information, projects they are calculating 
• Infrastructure and safety in traffic 
• Economy 
• Delegations, authorities and responsibilities, etc. 
• Personnel and organization 
• Quality, working environment and environment (KAM) 
• Machines and real estate 
• Others 

 
Everyone is expected to attend to the quality meetings, while the weekly planning meetings 
already mentioned only include the location manager and the production leaders. There are 
also short morning meetings every day to delegate work and change the schedule if anything 
unexpected turned up the previous afternoon. Except for the meetings, the location manager 
keeps the workers informed by publishing information at an information panel in the 
lunchroom. Moreover, daily contact with every worker is achieved by phone calls. However, 
the communication between the operators is good and facilitated by teamwork, even though 
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some tasks are performed individually. There is strong group cohesion and the spirit between 
the workers is good.  
 
 
5.4 Employee satisfaction surveys 
As previously stated, there is a big interest in HR questions within Svevia and employee 
satisfaction surveys are conducted once a year. This is an initiative taken centrally within the 
company and the survey is formulated for the entire organization. The company has hired this 
service from the external part SCB (Statistiska Centralbyrån), which has constructed the 
survey in cooperation with Svevia. SCB, which is the Swedish institute for statistics, is 
measuring employee job satisfaction with their own concept NMI (Nöjd-Medarbetar-Index), 
satisfied co-worker index. The NMI is identified by asking the employees to rate their 
satisfaction of 13 determinants to job satisfaction on a scale from one to ten, i.e. capacity 
building, participation, compensation, acknowledgement, physical working environment, 
work itself, relationships, stress, management, trust, information, work/life balance and 
working climate. The NMI is presented as an index between 0 and 100, in which a high 
number represents a satisfied worker. The data is also statistically analyzed to identify the 
influence of each determinant on the overall NMI, by calculating the correlations between the 
separate determinants and the overall job satisfaction. The NMI and the effects of the 
determinants are used in a matrix of prioritizations to find the areas where most efforts should 
be concentrated, SCB (2005). The determinants are organized in four categories, see Figure 
5:5.  

 
Figure 5:5 – Matrix of prioritizations 

 
The latest employee survey at Svevia was conducted in October 2009. The office in Kalmar 
received it from the centrally located HR department. The purpose with the yearly survey is to 
obtain a basis for decision-making concerning improvements at the working site as well as 
improvements for the entire company. The deadline for completing the survey was two weeks 
after it was received. After the survey was filled in and sent back, the HR department 
processed the information with help from SCB, broke it down to unit level and made 
PowerPoint presentations with the results that were sent back to each unit to be presented. 
The HR department is demanding that each unit create an action plan with measures to be 
taken in order to improve the satisfaction for next year. They expect that everyone is actively 
taking part of the processing of the results and the activities towards improving the situation. 
So far, the unit in Kalmar has conducted the survey, handed in the answers and received and 
presented the PowerPoint. What type of actions that needs to be taken has not yet been 
discussed.  
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6. Method testing 
In this chapter the method testing will be described. The method that was developed in 
chapter four has been tested at the case company, to validate its applicability and evaluate its 
usefulness. The method has been used step-by-step, just as it is described. However, since the 
case company recently had conducted an employee satisfaction survey, phases one and two 
were only analyzed, based upon the working procedure taken on by the company. 
Unfortunately, this meant that the actual method testing did not start until in phase three. 
However, this saved time that was valuable due to the tight time frame. It also enabled a 
thorough application of the most important steps of the method, something that was well in 
line with the case company’s needs. 
 
 
6.1 Initial statement  
As previously stated, this case study has been performed at Svevia, within the unit AC 
Kalmar Drift, i.e. the department of maintenance of roads and infrastructure in Kalmar. This 
department has ten employees, including the location manager and two production managers. 
The study was thereby conducted in a small group of people, in order to reduce the 
complexity of the problem and make it manageable. This meant that corporate issues were left 
out of the discussion and main focus was on how to deal with low employee satisfaction in a 
small unit. Svevia was already using employee surveys as a tool to find areas of improvement 
when it comes to employee job satisfaction, and the first two phases of the method had 
already been carried out at the case company. Table 6:1 below presents a time chart that 
shows what had already been done when the case study started. 
 
Date/period Activity 
September Receiving the employee survey from the HR department 
12th of October Deadline for completing the survey 
January Receiving reports and PowerPoint presentations from HR department 
5th of March Presentation of results 

Table 6:1 – Time chart 
 
Organizational culture is not only of interest when it comes to adjustments and improvement 
work, but also when it comes to job satisfaction as Lund (2003) found in his study. When 
placing the organizational unit in Kalmar in Lund’s (2003) culture matrix, the dominant 
attributes in Kalmar makes it part of the Adhocracy culture. The type of work performed by 
the Maintenance department demands a high level of flexibility, both from management and 
operators, and the strong competition on the market results in a focus on external positioning 
rather than internal maintenance. According to Lund (2003), Adhocracy cultures show high 
levels of job satisfaction, which means that the organizational unit in Kalmar possesses good 
basic conditions for having very well satisfied employees.  
 
 
6.2 Phase one – Prepare 
Since the case company recently had conducted an employee survey and received the results 
that they were currently processing, phase one had already been carried out. In short, phase 
one of the method aims at preparing the organization for the survey and for possible changes 
that might be needed considering the results. Unfortunately, there was a weak understanding 
and interest for the survey at the unit in Kalmar. Even though management at AC Kalmar is 
engaged and interested in HR questions, the recent reorganizations and changes of location 
manager had resulted in low prioritization of the survey. 
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6.2.1 Assemble project organization 
Conducting the employee survey was an initiative taken centrally within the company. The 
survey was conducted within the entire organization and the HR department administered its 
construction and results. In Kalmar, the location managers for each department (Maintenance 
and Installation work) served as local contact persons/project leaders and were responsible for 
the completion of the survey as well as the planning and execution of any actions required in 
order to improve the level of employee job satisfaction. To conclude, the administration of the 
survey was organized just as Schou (2007) recommends. Apart from the location managers, 
the foreman in Kalmar and the activity developer of Region South were interested in the 
improvement process that follows after the survey. The location manager at the Maintenance 
department has a positive attitude towards HR questions as well as any changes that might be 
needed, and was eager to improve the working climate. These are basic requirements for the 
improvement process to be successful, according to Schou (2007). However, there are people 
working at the office that are more result oriented, who do not prioritize HR issues even 
though they understand their value. They believe that it takes too long time to see any results 
of actions taken and that they are hard to measure. As a consequence, there was a risk that the 
improvement process would encounter some resistance among the office workers. 
 
 
6.2.2 Define purpose of the investigation 
The purpose of the employee survey was to improve the working situation and job 
satisfaction of the employees at each unit within Svevia, formulated by the HR department. 
The intention was to use the survey as a tool for identifying areas of dissatisfaction and to use 
the survey results in order to improve each working site. It is very important to have a clearly 
defined purpose, according to Schou (2007), to be able to motivate to employees to 
participate in the survey and the following activities. In this case, the purpose was clearly 
defined. If it would have been successfully communicated to everyone within the organization 
it would definitely have caught the interest of the employees, since the focus was directed at 
their personal well being at work. The front page of the employee survey, where the purpose 
of the survey was clearly formulated, can be found in Appendix III. 
 
The purpose defined by the HR department at Svevia is correlating with the purpose 
formulated for this thesis, i.e. to find the most important determinants of employee job 
satisfaction and give practical suggestions on how to improve it. There was no explicit 
anticipation though, on what effects an improved job satisfaction would have. It seems like 
the overall purpose was only to assure the well being of the employees, not to benefit the 
performance of the company or suchlike.  
 
 
6.2.3 Establish understanding in the organization 
Employee surveys have been conducted at Svevia once a year since 2001. Since the start, the 
survey has gone through smaller revisions where questions have been reformulated and 
added, but the focus of the HR department has been not to make too big adjustments in order 
to be able to follow trends in attitudes. Managers have been contacted and informed by mail, 
and information about the upcoming survey has been accessible on the intranet. Moreover, the 
HR department has spent much effort on informing the regional personnel directors about the 
survey. These are supposed to distribute the information to the local personnel managers and 
work as support when it comes to completing the survey as well as presenting the results. To 
further assure that everyone within the organization understands the purpose and procedure of 
the employee survey, the survey document starts with a description of the purpose, what the 
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results will be used for and how the data will be handled see Appendix III. Compared to 
Schou’s (2007) recommendations on how to establish understanding in the organization, the 
centrally located HR department has directed their efforts well. Their efforts indicate that at 
least persons that have been employed by Svevia for a couple of years should be familiar with 
the survey and its purpose. 
 
However, the latest survey at Svevia was conducted in October 2009, the same period as the 
current location manager was employed at the Maintenance department in Kalmar. Since the 
location manager, who was also appointed as local contact person for the survey, was new at 
the position, inexperience lead to down-prioritization of the survey and attention was focused 
on learning the new duties as location manager. No routine was followed for the presentation, 
handout and completion of the survey. The employees were asked to complete it when they 
had time, though the location manager often reminded the field workers in order to obtain a 
high answering percentage. Moreover, after the reorganization at the office in Kalmar in 
2007, there have been four different persons at the position as location manager at the 
Maintenance department in only three years. These persons also down-prioritized the survey, 
and even though the HR department has been requiring action plans each year, the current 
location manager believes that this is the first year the field workers in Kalmar will observe 
any actions taken after the survey. This is unfortunate, since Schou (2007) states that 
conducting an employee survey creates expectations within the organization that actions will 
be taken if any disproportions are revealed. 
 
Schou (2007) emphasizes the importance of communicating the purpose and working 
procedure of the survey to everyone in concern, as well as informing about how the results of 
the survey will be used. He states that the establish work in the organization might require 
much effort if surveys have been conducted before but with weak results. Otherwise this can 
lead to low activity during the improvement work since there are persons sceptical to the set-
up. The way the surveys and communication to co-workers have been handled in Kalmar 
recent years could be considered a weak performance. Management in Kalmar has failed to 
establish an understanding about the survey and its importance among their co-workers. The 
poor communication has resulted in low engagement, and most of the employees considered 
the recent survey to be uninteresting, unnecessary and time consuming. Consequently, it was 
essential to put a lot of effort to get everybody on board the project, to make sure that the 
energy spent on the survey would not go to waste.  
 
 
6.3 Phase two – Investigate  
Phase two of the method had the same status as phase one, i.e. it had already been carried out 
at the company. SCB was consulted as external expertise for constructing an employee survey 
and analyzing the data. They possess the right experience and knowledge, something that 
gave a careful and accurate result. The survey questions were compared to Kraut’s (2006) 
employee engagement model to evaluate if there were any aspects that have been neglected in 
the survey and could be included to improve the validity of the survey. 
 
 
6.3.1 Construct/revise and conduct an employee survey  
Schou (2007) states that an employee survey is a good tool for change and development, 
which correlates with the intentions of the HR department at Svevia. The company consulted 
the external part SCB for the construction of the survey and the analysis of the data. This has 
many advantages according to Schou (2007) since an external part has the necessary 
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knowledge and can conduct the survey professionally, as well as provide comparisons to 
other organizations. SCB is working with providing customers with statistics for decision-
making, debates and research (www.scb.se), and has much experience of conducting surveys. 
They have created their own measure on employee job satisfaction, i.e. the NMI, and have 
constructed a survey that has been validated through testing on other organization. Clearly, 
SCB possesses the experience, feeling for language and statistical knowledge that Schou 
(2007) states is essential for a good survey set-up. The survey that has been used at Svevia is 
pedagogical in the sense that the questions are organized under headlines corresponding to the 
determinants that are measured, and some questions are adapted to the work at Svevia. 
However, Schou (2007) mentions that the questions should also be adapted to the terminology 
at the company. This could be improved in the current survey. The survey does not exceed 30 
minutes to fill in. It could be completed in paper form or on the web, though most workers in 
Kalmar filled it out in paper form because of the restricted access to a computer. Schou 
(2007) recommends running meetings where all the employees fill out the survey at the same 
time, for the local contact person to be present during the completion of the survey in order to 
help interpreting the questions. As previously stated, the employees in Kalmar got to fill out 
the survey whenever they had time. Maybe a “completion meeting” could have increased the 
answering percentage that was 79%. This number is close to what Schou (2007) states is 
needed to be able to draw statistical conclusions from the data, i.e. 70%. The survey also 
contained questions about demographical data, educational background, position and length 
of service within the company and physical handicaps, in order to draw conclusions about 
different groups of people.  
 
The employee survey that has been used at Svevia is not only measuring the individual 
determinants, but it also contains questions about the overall job satisfaction. It is measured 
by three questions: 
 

• If you make an overall judgement, how satisfied are you with your current working 
situation? 

• How well does Sveiva as employer fulfil your expectations in your current working 
situation? 

• How well does your current working situation correspond to the ideal working 
situation? 

 
The first question on the overall job satisfaction is very similar to the question provided by 
Oshagbemi (1999), i.e. “All in all, how satisfied would you say you are with your job?”. 
According to Oshagbemi (1999), this question would be enough to measure the overall job 
satisfaction. SCB has extended the overall measure to include comparison with personal 
expectations and comparison with the ideal working situation. This could be a good idea, 
since Locke (1969) defines job satisfaction to be the appraisal of the job as achieving a 
persons job values, i.e. a comparison of what was desired with the actual outcome. By only 
asking about the overall judgement, the answers might depend on the personal interpretation 
of the question. By being more specific in what to compare with, a more valid measure can be 
obtained. Oshagbemi’s (1999) question does not include the individual’s comparisons to 
expectations and ideal situation, and could very well be complemented with SCB’s additional 
questions. All if the survey questions can be found in Appendix IV. The individual 
determinants and their sub aspects that are measured with the survey are: 
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• Trust – trust in closest manager, regional director and top management 
• Capacity building – personal development in relation to ambition and capacity, 

responsibility and authority according to competence, promotion prospects within 
Svevia 

• Participation – participation in goal setting and improvement work, making use of 
the employee survey, respect to others’ opinions 

• Compensation – reasonable salary compared to the work, to personal performance 
and to other companies within the same business, reasonable motives for setting of 
wage rates 

• Acknowledgement – acknowledgement from closest supervisor, the working team 
and the customers 

• Physical working environment – acceptable facilities, equipment and tools, no 
worries of getting injured or ill 

• Work itself – fun and stimulating job, freedom in performance, realistic goals, 
possibilities to use competences 

• Relationships – relationships and climate within the working team, feelings of respect 
• Stress – recent headaches etc., anxieties or difficulties in decision making, enough 

competences, enough sleep, enough time for working duties, encouragement from 
management and co-workers 

• Management – satisfaction with the way the closest manager delegates work, makes 
decisions, encourages to reach goals, solves problems and gets engaged in the work 

• Information – work site meetings, information from management meetings and about 
Svevia’s business, dynamics at meetings (one-way or two-way communication) 

• Work/life balance – combining work and private life in terms of time and tasks 
• Working climate – combination of questions for other determinants 

 
To evaluate the choice of survey questions, the determinants that Svevia used in their survey 
are compared to the determinants that were found to be important during the literature survey 
in section 4.1. In Table 6:2 on next page, Kraut’s (2006) employee engagement model can be 
found, with the additions made in section 4.1. The questions in Svevia’s survey that correlates 
with the determinants in Kraut’s (2006) model are written in bold and italics. As can be seen, 
most of the determinants of the basic and intermediate levels of the model are covered by 
Svevia’s employee survey. However, there are some aspects, especially in the advanced level, 
that are neglected in the survey. Even though they are not crucial for job satisfaction, their 
fulfilment lead to a strong workforce engagement, according to Kraut (2006), which is why it 
would be interesting to include them in the survey.  
 
The survey used at Svevia is not including basic skills training and fair treatment, two 
determinants of the basic level of the employee engagement model. There is a category of 
questions in the survey that is called capacity building though, where questions about training 
and education of the employees could be included. When it comes to the intermediate level of 
the employee engagement model, there are several determinants that could be further 
investigated by the survey at Svevia. There are no questions about cooperation between teams 
or sense of belonging, the feeling of fellowship (vi-känsla) between workers. Moreover, job 
security is an area that is of interest in the case of Svevia since the current project they are 
working in with their biggest customer Trafikverket is ending in 2013. If Svevia does not 
manage to keep Trafikverket as a customer by offering them the most attracting quote, they 
are in a tough position when it comes to jobs. As found in the literature review of this thesis, 
job security is an important determinant to job satisfaction and should therefore not be 
neglected in the survey. Moreover, relationship to managers is an interesting area that is 
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forgotten in the survey used at Svevia. There are many questions about the competences of 
the manager, but the relationship between the manager and the employee, something very 
important for job satisfaction, is neglected. As previously stated, few determinants of the 
advanced level of the employee engagement model are covered by the survey. However, the 
most interesting determinant in this case is the satisfaction with customers, because of its 
proven relationship to customer satisfaction. Other determinants with a strong relationship to 
customer satisfaction are satisfaction with work itself, benefits and empowerment. The survey 
used at Svevia includes both satisfaction with work itself and empowerment. However, even 
though there are questions about the salary, the determinant benefit is, just as the determinant 
satisfaction with customers, not included in the survey.  
 
Basic conditions Intermediate Advanced 
Safe working conditions Learning and performance 

development 
Customer focus 

Good team Encouragement Organizational growth and 
success 

Competent supervisor Sense of belonging Belief in competitive strategy 
Tools and equipment Cooperation between teams Product and service 

improvement 
Basic skills training Personal growth and fulfilment Value diversity 
Feel valued and respected Adequate pay and benefits Confidence in senior 

leadership 
Fair treatment Open communication channels Satisfaction with customers 
Enjoy the work Pride in company, products and 

services 
 
 

Working conditions Promotion prospects  
Working times Job security  
Relationship to co-workers Acknowledgement  
 Empowerment  
 Participation  
 Opportunities to use skills and 

abilities 
 

 Relationship to managers  

Table 6:2 – Correlation between the survey questions and the employee engagement model 
 
6.3.2 Create reports and present results 
The completed surveys were collected by SCB, which statistically analyzed the data as part of 
the service provided to Svevia. The answers were processed and indexes were calculated as 
described in section 5.4. SCB calculated both the overall NMI and the separate NMIs for the 
individual determinants. As previously stated, the NMI is an index number ranging between 0 
and 100. SCB was not giving any general limits to tell whether the job satisfaction was high 
or low. Instead, they compared the average NMI of the office in Kalmar with the average 
NMI of Region South to assess the satisfaction. The average NMI was 55 in Kalmar and 61 
within the region. The average NMI of the region was also used when evaluating the 
satisfaction with the individual determinants, which meant that an NMI below 61 was 
considered a weak result. Table 6:3 on next page shows the NMI of each determinant in the 
employee survey. The entire results of the office in Kalmar can be seen in Appendix IV.  
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Determinants NMI 
Overall satisfaction 63 
Trust 56 
Capacity building 59 
Participation 55 
Compensation 42 
Acknowledgement 46 
Physical working environment 50 
Work itself 69 
Relationships 69 
Stress 65 
Management 53 
Information 42 
Work/life balance 58 
Working climate 55 

Table 6:3 – Average NMI of each determinant at the office in Kalmar 
 

In addition to the NMI, correlations between the separate determinants and the overall job 
satisfaction were calculated in order to find each determinant’s effect on the overall 
satisfaction. This was used in a matrix of prioritizations, as also described in section 5.4, to 
give suggestions on how to prioritize the different areas of improvement. Indeed, SCB has 
provided Svevia with a thorough analysis of the survey results, just as Schou (2007) 
recommends. According to the matrix, the most important areas to improve are:  
 

• Compensation  
• Management 
• Acknowledgement  
• Information 

 
Something that is worth noticing is that the average NMI (which was 55), the multi item 
measurement calculated by using the scores of each determinant, is differing from the score 
from the questions measuring the overall NMI, which was 63. When asking about the overall 
NMI, employees rate their satisfaction higher than what the average score says. According to 
Oshagbemi (1999), the multi item measurement is more reliable than the overall measure, 
which means that an NMI of 55 is closer to reality than 63. One reason to this difference 
could be that employees do not consider every aspect of their work when they rate their 
overall satisfaction. When they are rating specific determinants, areas that they are less 
satisfied with will get low scores and, consequently, lowers the average score.  
 
In addition to the analysis of the survey results, SCB prepared PowerPoint presentations 
adapted to each unit, for the contact persons to present to their co-workers. Schou (2007) 
mentions the importance of acknowledging the strength before presenting the weak parts, 
which is something that SCB did in the PowerPoint presentations. The determinants that had 
an NMI higher than the average were presented before the ones with lower results, and the 
three strongest areas were presented before the three weakest. To make sure that the employee 
survey will be able to change attitudes in the organization, Schou (2007) mentions some 
requirements. In the case of Svevia, the survey results are not connected to a reward system as 
Schou (2007) recommends. In this matter however, it is not a good idea since it could cause 
employees not to answer honestly on the questions. The purpose of the survey is to find areas 
of weakness in the employees’ situations, and it is important to reveal e.g. issues with 
management even though it might be uncomfortable to handle that type of questions. 
However, it is clear that management at the office in Kalmar is taking the results seriously, 
and that they understand the importance of how HR matters can affect the organizational 
results. Moreover, both managers and co-workers consider the content of the reports to be 
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relevant. Even though there might be certain scepticism among the co-workers towards the 
working procedure after the survey because of earlier experiences, there are good chances of 
sparking action for the improvement work. However, at the office in Kalmar there is a 
tendency among the co-workers towards the mentality that problems are for managers to 
solve. This means that it is very important to clarify that everyone is responsible for the work 
and progress of the improvement process and that everyone needs to be part of the solution 
for it to be durable. 
 
 
6.4 Phase three – Design 
The design phase of the method developed for this thesis had not yet been conducted at the 
case company, which meant that this was where the actual method testing started. In this 
phase, a meeting was held where an action plan with the purpose to increase employee job 
satisfaction was designed. In order to be able to generate an action plan with solutions that all 
the employees could agree upon, and to motivate employees to follow out the changes, 
everyone at the Maintenance department was supposed to attend the meeting. However, 
because of important jobs and personal absence, only eight out of ten persons were present. 
The starting point of the discussions was the results of the employee survey, presented earlier. 
During the meeting, the agenda in Appendix I was used. The discussions were open and 
encouraging to participation, and the employees seemed eager to come up with solutions that 
would increase their well-being. The meeting was held the 15th of April.  
 
 
6.4.1 Identify problem areas  
In order to facilitate the prioritization of areas to focus the improvement work on, the 
determinants that are included in the survey are sorted according to Kraut’s (2006) employee 
engagement model, see Table 6:4 below. The sorting is based on the definitions to each level 
given by Kraut (2006), described in section 3.5.  
 
Basic conditions Intermediate Advanced 
Physical working environment Capacity building Trust in top management 
Work itself Participation  
Relationships Compensation  
Stress Acknowledgement  
Management Information  
Trust in closest manager Trust in regional director  
Work/life balance   
Working climate   

Table 6:4 – Survey aspects organized according to the employee engagement model 
 
In this phase of the method, the problem areas that will be focused on during the improvement 
work are going to be identified. Having the purpose of the study in mind, the determinants 
that influence customer satisfaction need to be considered during the prioritization, i.e. 
satisfaction with customers, work itself, benefits and empowerment. The survey did not 
include questions about benefits or satisfaction with customers. However, there is a category 
called work itself in the survey, and in the category capacity building there is one question 
that is related to empowerment. As can be seen in Table 6:5 below, the determinant work 
itself has the highest NMI. Capacity building also has one of the highest NMIs, and when 
taking a closer look at the individual questions in Appendix IV, the question concerning 
empowerment has the highest score within that category. Consequently, the determinants that 
are important for customer satisfaction will not be prioritized in the improvement work 
because of their good results in the survey. When going through the survey results however, 
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the determinants with the very lowest score on NMI are compensation, information, 
acknowledgement and physical working environment, which all have an NMI of 50 or lower, 
see Table 6:5 below. All of these determinants, except for physical working environment, are 
part of the intermediate level in Kraut’s (2006) employee engagement model.  
 

Determinants  NMI 
Compensation 42 
Information 42 
Acknowledgement 46 
Physical working environment 50 
Management 53 
Participation 55 
Working climate 55 
Trust 56 
Work/life balance 58 
Capacity building 59 
Stress 65 
Work itself 69 
Relationships 69 

Table 6:5 – Scores of determinants, sorted in ascending order 
 

However, Kraut (2006) suggests starting the improvement work on the weak areas within the 
basic level of the model. To draw a limit to what is weak or not, the average NMI will be used 
to compare with. The average NMI was 55, which means that management, participation and 
working climate are areas that also should be considered as weak. Out of these three 
determinants, management and working climate are part of the basic level of the employee 
engagement model. To conclude, Table 6:6 shows the weakest determinants and their place in 
the employee engagement model.  
 
Basic conditions Intermediate Advanced 
Physical working environment Compensation  
Management Acknowledgement  
Working climate Information  

Table 6:6 – Areas to consider during the identification of problem areas 
 
When taking a closer look at the answers to each determinant (see Appendix IV), it becomes 
obvious that the reason to why satisfaction with the working climate is low is that employees 
are not satisfied with the information handling and feedback from managers. They believe 
that communication is dissatisfying and want more information about what is going on at the 
company and more feedback. These are things that are part of the determinant information, 
and will be handled when dealing with that problem area. When it comes to management, it 
should be kept in mind that the location manager had just been hired at the time the employee 
survey was conducted. It was hard for the employees to make a fair judgment about a person 
they barely know, and during the completion of the survey there was even some confusion 
about what manager to make a judgement about. Moreover, Kiely (1986) states that job 
satisfaction is changing over time and is depending on different situations. Svevia had 
recently restructured the organization and had had four different persons in three years at the 
position as location manager. Considering Kiely’s (1986) argumentation, this must definitely 
have affected the employees’ attitudes towards leaders. Opinions about management will be 
more interesting in next year’s survey, when the new location manager has had time to get 
into the work and the employees have readjusted to the new organizational structure. Due to 
these reasons, working climate and management will be down-prioritized during the 
improvement process which means that there are four determinants left, identified as the four 
most problematic areas when it comes to job satisfaction: 
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• Physical working environment 
• Compensation 
• Acknowledgement 
• Information 

 
These four determinants correlate well to the four determinants mentioned by SCB as 
important to improve, except for the determinant physical working environment. Even though 
it has the fourth weakest NMI, it proved to have a low effect on the overall NMI in SCB’s 
calculations. In the matrix of prioritization, physical working environment ended up being 
placed in the category “maintain”, which lead SCB not to recommend prioritizing it. 
However, according to Kraut’s (2006) employee engagement model, a satisfying physical 
working environment is one of the basic prerequisites to create a high job satisfaction, which 
is why it is included in the improvement work conducted during this study. 
 
 
6.4.2 Define desired future state and set goals 
After identifying the most important problem areas, it is time to define the ideal situation and 
to set goals that will guide the following improvement work. The goals were set during 
discussions where the participants at the meeting agreed upon what they believed would 
benefit their job satisfaction. The goals can be seen in Table 6:7 below.  
 
Determinant Goals 
Physical working 
environment 

Functional facilities with well-operated WC/drains, acceptable air 
environment, temperature adjustment and improved lightning 

 Common working site with shared lunch room 
 A room for resting between jobs and for persons working on duty 
 Better order at the yard and in machines, as well as better cleaning after 

finished jobs 
  
Compensation Create routines for setting of wage rates that the majority accepts 
  
Acknowledgement Show more respect to others duties 
 Create a better relationship to the foreman 
  
Information Have an open dialogue between workers and with management 
 Feedback after finished jobs, opinions both from the management and 

the customer 
 More personal feedback from management and co-workers, both after 

good and poor performances 
 Better routines for information about object numbers 

Table 6:7 – Goals for each problem area 
 
When it comes to the physical working environment, the biggest issue is the separate 
lunchrooms at the working site in Kalmar. The offices of the clerks are situated at the second 
floor of the facilities, while the break and lunchroom of the operators is situated at ground 
floor, next to the workshop. This obstructs creating a feeling of fellowship among the 
employees in Kalmar. The operators’ lunchroom is very old and in bad shape, and it is in 
great need of a renovation. In addition, the operators request a resting room, or a place to be 
when working on duty. Another thing that is brought up to attention and that is causing day-
to-day frustration is the lack of order in the machines and at the yard. Therefore one of the 
goals is to get everybody to clean up and put equipment and material in order after finishing a 
job. Compensation is another problem area for job satisfaction. The employee survey showed 
that many workers are not satisfied with their salary and believe it is too low compared to the 
tasks that are performed and compared to co-workers and workers at other companies within 
the same type of business. The goal is to find a routine for setting wages that the majority of 
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the workers can accept. The problem areas acknowledgement and information go pretty much 
hand in hand. Employees want more information and feedback after finished jobs, both from 
management and customers, and they want personal feedback on their performances, 
something that will increase the feeling of acknowledgement. They also want a better 
relationship to the foreman. Moreover, they request a better understanding and respect 
towards each others working duties. Another practical issue is the communication of object 
numbers, which is a problem when it comes to accounting and relating performed tasks to the 
right project/customer so that cost is charging the right account. In this case there is a need for 
a better routine to inform operators about these numbers so that they can fill in the daily 
reports correctly.   
 
When comparing the goals set to the SMART approach suggested by Kraut (2006), see 
section 4.2.3, some of them can seem too vague and hard to assess objectively, e.g. show 
more respect to others duties. It is hard to set specific and measurable goals when it comes to 
e.g. acknowledgement since it is an intrinsic determinant to job satisfaction, and is depending 
on personal interpretations and attitudes. However, by having open discussions about these 
types of problems and by formulating visions and goals of the ideal situation and 
communicate them to everyone at the working site, the problems cannot be ignored and 
communication will hopefully be more open. At the very least, everybody will be reminded 
about the issues and hopefully think before they act next time.  
 
 
6.4.3 Find solutions 
After deciding upon the goals, the employees were asked to work in pairs to identify the 
primary causes to low job satisfaction on the identified problem areas. In this case there was 
no need to use the affinity diagram in order to sort the thoughts, because of the clear 
distinction between the problem areas. The answers were compiled during break, and used as 
a foundation for the discussion of possible solutions. In the discussion, everybody participated 
and brainstormed to find possible solutions and strategies to reach the goals that were set 
earlier. The solutions can be seen on next page in Table 6:8. 
 
To solve the situation with the separate lunch rooms and old facilities of the operators, the 
subsidiary Real estate and Machine, from which Svevia rents all facilities and machines, will 
be asked to invest in new facilities. The new facilities would include a new lunchroom that 
can also be used for meetings, with a kitchen, toilet, and a separate room for resting. It would 
house offices for the clerks working in close contact with the operators to facilitate 
communication and create a felling of fellowship. Building new facilities can seem like an 
unrealistic solution in times of bad economy and shutdowns, but in this case the location 
manager at the office in Kalmar has already been in contact with Real estate and Machine, 
something the other employees were informed about during the meeting. During the 
discussion about creating order in machines and at the yard, the persons at the meeting agreed 
that most problems occur when Svevia rents out material to other companies. Therefore, the 
solution would be to set up clear guidelines when renting out what Svevia calls “TA material” 
(TA = Trafikanordning), i.e. road signs etc.  
 
When it comes to compensation, individual wage rates are at this moment set during 
discussions between the personnel administrators where they consider competence, personal 
development and so on, but no outspoken guidelines are followed when it comes to what 
performance or behaviours to reward. Since this can be a source of feelings of unfair 
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treatment, the routines for setting of wage rates will be reviewed and if there are any policies 
for individual wage setting at Svevia, these will be studied.  
 
Determinant Solutions 
Physical working 
environment 

Request new facilities from Real estate and Machine in which the following 
should be included: 

  - Toilet 
  - Kitchen 
  - Lunch room, that also can be used as meeting room 
  - Resting/duty room 
  - Offices for parts of the management 
  - Stairs inside the building 
 Create new routines for renting out TA material 
  
Compensation Review routines for setting of wage rates 
 Find out Svevia's policies for individual wage rates setting 
  
Acknowledgement Show more respect and understanding towards others work 
 Hand in daily reports in time 
 Clean up in machines and at the yard after completed work 
 Foreman should be more present 
 Encourage co-workers after well performed work 
  
Information Dialogue between management and operators will hopefully be facilitated 

and come more naturally when there are common facilities 
 Give feedback at quality meetings, both from management and customer 

(add activity in the agenda) 
 Give personal feedback in connection to accomplished jobs, both from 

management and co-workers 
 Send text messages in order to communicate information fast 
 Talk about problems at once when they occur, with the persons in concern 
 Create new routine for informing about object number, (create working 

orders for each new job) 

Table 6:8 – Solutions to each problem area 
 
As part of the solution to acknowledgement, the employees participating in the meeting 
requested more respect towards others’ jobs. This means that there needs to be a bigger 
understanding if co-workers have had no time to finish certain tasks, and to facilitate each 
other’s duties by handing in reports in time and clean up after finished jobs so that the next 
person using the same equipment does not have to do it. In order to create a better relationship 
to the foreman, the employees want the foreman to be more present and take time to talk to 
everyone more than before.  
 
When it comes to the problem area information, the participants at the meeting agreed that 
much of the daily communication would be facilitated and come naturally when management 
and operators share facilities and meet more casually. Information about what is going on at 
the company, what jobs they are calculating on and feedback after finished jobs will be given 
at the quality meetings held every second month. This will be added as a new activity in the 
meeting agenda to make it as important as the other activities. During these meetings 
employees will be given feedback both from management and from customers. They will also 
be given more personal feedback after both good and poor performances in order to 
personally develop. To make sure that everyone at the department obtain important 
information, text messages will be used. Every operator has got a cell phone, and the foreman 
as well as the location managers has a computer program that allows them to send text 
messages from their e-mail, fast and easy. When it comes to object numbers, a new routine 
will be used, in which a work order is created for each new job with the object numbers pre-
printed. The work order will also contain the activity that is performed, how much material 
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that is used, how many hours the job takes, who is the customer and the defect number. This 
routine is already used within another AC were it works well.  
 
6.4.4 Create an action plan  
After the brainstorming where the solutions were suggested, the next step of the method was 
to create an action plan. The action plan focuses on clearly specified solutions with short time 
frames, actions that can be taken fast and that will make a big difference for the level of job 
satisfaction of the employees in Kalmar. Since Svevia conducts employee surveys once a year 
and it has already been over six months since the last survey, there is not much time until next 
survey. The actions need to be able to be conducted within a short time frame in order for the 
employees to observe the changes before the next survey. After next survey the improvement 
work should focus on new dissatisfactions, not the once that were identified and should have 
been attended to after the first survey. Deadlines were set for when each solution/activity of 
the action plan should be implemented, and accountability was delegated in order to make 
sure that there is someone responsible for each task. The levels of the employee engagement 
model gives guidance to what persons should be accountable for the activities. In this case, 
three out of four determinants are part of the intermediate level of the model, which means 
that middle management should be responsible. The responsible persons at the office in 
Kalmar will be the foreman, the two location managers, the production leaders and the 
material managers. Even though the production leaders and the material manager cannot be 
considered middle management, they will be accountable for some of the activities to 
distribute the work within the department. The determinant acknowledgement is also part of 
the intermediate level of the employee engagement model, though this will be up to everyone 
to improve. Respect and encouragement should be obtained from both management and co-
workers. The action plan can be overviewed in the list of activities, see Table 6:9 in section 
6.5.1 below. The date of follow-up was set to the 7th of May. This was the day for the next 
quality meeting. 
 
 
6.5 Phase four – Implement  
In the fourth phase of the method developed for this thesis the action plan that was created in 
phase three was implemented and the success was evaluated. For the implementation, a list of 
activities was created, as Schou (2007) recommends. Unfortunately, the tight time frame of 
this thesis made it impossible to follow out all of the suggested solutions before their 
deadlines. Evaluation of the success of the changes was made during the quality meeting that 
was held three weeks after the action-planning meeting. This was done by interviewing 
employees and asking them to fill in a short version of the employee survey, in order to 
compare results with the previous survey.  
 
 
6.5.1 Implement action plan 
The action plan was summarized in a list of activities, see Table 6:9. This list was handed out 
to everyone at the working site, and posted at a public board for everyone to see it and follow 
its progress. The action plan will be used during the implementation of the solutions. 
Hopefully participants of the meeting will feel encouraged and engaged to follow out the 
changes as intended to in order to improve their job satisfaction together. As can be seen in 
Table 6:9, every activity has one or more persons responsible for the implementation, and a 
deadline for when the activity is supposed to be finished. Most activities also have a check 
box to visualize when they are accomplished. In some cases however, there are no check 
boxes, something that depends on the nature of the activity. There are many activities that 
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should be conducted continually, starting week 15. With some of them it is also hard to 
determine whether they are accomplished or not, since this can be evaluated subjectively. The 
ideal situation would be to find activities that are measurable, so that they can be assessed 
objectively. Unfortunately this was not achieved during the improvement work of this study, 
which makes it important to continuously discuss and work with the activities without 
specific deadline. These activities are equally important as the other ones, but need some extra 
effort in order to make sure that they are not dismissed as irrelevant or forgotten during the 
daily work.  
 
Improvement 
areas Activities Responsible Deadline Done 
Physical working 
environment Acquire new facilities   01-sep  

  
 - Contact Machine and Real 
estate Location manager w. 15  

   - Approval from controller Location manager 
After handing 
over the quote  

  
Create new routines for 
renting out TA material Material managers 

Next quality 
meeting  

          

Compensation 
Review routines for setting of 
wage rates Location manager 01-sep  

  
Find out Svevia's policies for 
individual wage rates setting Location manager 01-sep  

          

Acknowledgement 
Increased presence of 
foreman Foreman As from w. 15   

  
Show more respect towards 
others work Everyone As from w. 15   

  
Encourage co-workers after 
well performed work Everyone As from w. 15   

  
Discuss problems directly 
after they arise Everyone As from w. 15   

  Hand in daily reports in time Everyone As from w. 15   

  
Clean up in machines and at 
the yard after completed work Everyone As from w. 15   

          

Information 

Give feedback at quality 
meetings (add activity in the 
agenda) Location manager 

Next quality 
meeting  

  

Create new routine for 
informing about object 
number Production leader 

Next quality 
meeting  

  

Give personal feedback in 
connection to accomplished 
jobs Location manager As from w. 15   

  

Send text messages in order 
to communicate information 
fast 

Foreman 
and Location 
mangers As from w. 15   

     

Table 6:9 – List of activities 
 
6.5.2 Evaluate the success  
As previously stated, the evaluation was made during one of Do Kalmar’s quality meetings, 
where employees were subjects of a short interview, see Appendix V, as well as asked to fill in 
a reduced version of the employee survey in order to compare results with the previous 
survey. The meeting was held on the 7th of May, which meant that most of the activities in the 
action plan had not yet reached their deadline. However, a new routine for renting out TA 
material was developed and put to use, feedback was given at the quality meeting (a new 
activity was added in the agenda), and a worksheet was developed for the object numbers 
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though not put to use yet. Moreover, text messages had been frequently used to quickly 
announce important information. The participants at the quality meeting were positive to the 
changes and the improvement work, and agreed that the situation had improved much 
compared to before the survey was conducted in October. They believe that a survey is a good 
tool for evaluating job satisfaction and use as starting point for improvement work. In order to 
know what changes are needed it is important to analyze the situation before acting. When it 
comes to the information and action before and after the survey, employees believe that 
everything has been done much better than previous years and are happy to see that actions 
are taken to improve their situation.  
 
Since Svevia already had prepared and conducted an employee survey when the work of this 
thesis began, the working procedure and set up of the survey were analyzed and evaluated in 
the first two phases of the method. As previously stated, employees in Kalmar did not 
understand the purpose of the survey, mainly due to poor communication. When it comes to 
the survey, it revealed the most important problems or frustrations of the employees. During 
the discussion when the action plan was created, the issues that were brought up correlated 
well to the problem areas found by the survey. However, comparing the determinants 
measured in the survey with the employee engagement model, there are some aspects of job 
satisfaction that were not included in the survey.  
 
In order to evaluate the improvement work, the employees were asked to fill in a shorter 
version of the survey that only questioned the areas that had a lower NMI than the average, 
see Appendix VI. Unfortunately there was no possibility to calculate the NMI since SCB 
considers the formula to be an industrial secret. However, the average score on each question 
was calculated and compared to the answers on the previous survey, see Appendix VII. Instead 
of the NMI, the average score on each determinant was calculated to be able compare 
problem areas. As can be seen in Appendix VII, compared to the survey in October, every 
aspect of job satisfaction obtained a significantly higher score in the new survey. No 
determinant got an average score under six. The determinants with the weakest scores were 
trust, compensation and physical working environment, of which compensation and physical 
working environment have not yet been attended to as can be seen in the list of actions 
presented in section 6.5.1. However, comparing the results of the surveys can be misleading. 
First of all, the results of the first survey were presented for the entire office in Kalmar, with 
answers from 23 persons compared to seven as in the new survey. It might be the case that the 
answers from the other department lowered the general results of the working site. Moreover, 
it should be kept in mind that the survey was conducted during a period of changes at the 
office in Kalmar. Maybe the improved results depend on the fact that the employees have 
adjusted to the new organizational structure and location manager. The only thing that can be 
said for certain is that the employees in Kalmar are relatively happy and satisfied with their 
working situation. After the renovation of the facilities, employee job satisfaction will most 
certainly increase even more. The biggest concern is trust in the regional director and top 
management at Svevia. That is not a problem that can be solved in a small business unit 
though, and consequently it falls outside the scope of this thesis.  
 
As for the evaluation of customer satisfaction, there was no possibility to compare the level of 
customer satisfaction before and after the improvement work since there was no historical 
data at hand at the case company. In addition, an evaluation of customer satisfaction would be 
more interesting when all of the actions in the list of activities have been followed out. At this 
point there have been no time for customers to observe any changes in employee attitudes 
because of the tight time frame. However, based on the findings of Wangenheim et al (2007), 
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a high level of employee job satisfaction will yield an increased level of customer satisfaction. 
According to Chi and Gursoy (2009), satisfied workers provide customers with a great service 
that will be acknowledged by the customer. Moreover, employees at Svevia in Kalmar report 
a high level of satisfaction on the category called relationships in the survey, a category that is 
asking about the team climate. According to Wangenheim et al (2007), a good team climate is 
a strong determinant of employee job satisfaction and is very important for creating a service 
climate within the organizational unit. A good climate within the unit will be recognized and 
highly valued by the customer, state Wangenheim et al (2007). The four determinants that 
Snipes et al (2005) highlight as important for customer satisfaction are satisfaction with 
customers, work itself, benefits and empowerment. Employees at Svevia in Kalmar report 
high levels of satisfaction on their work duties and empowerment, which would contribute to 
a high customer satisfaction. In fact, work itself received the highest NMI of the determinants 
in the survey, together with the determinant relationships. This indicates that there are good 
conditions for the customers of Svevia in Kalmar to feel satisfied.  
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7. Results 
In this chapter the results achieved during the implementation of the method developed with 
the purpose to increase employee job satisfaction will be presented. The achievements from 
each phase carried out at the case company will be described in order of implementation. 
 
 
7.1 Main results 
The main purpose of the method developed during this study is to provide a working 
procedure for organizations that wish to increase the level job satisfaction of their employees. 
The method was tested at the company Svevia, within the unit AC Kalmar Drift. The case 
company culture is Adhocracy, an organizational culture that provides good basic conditions 
for having very well satisfied employees. Svevia is already using employee surveys to find 
areas of improvement, and both phase one and two had already been carried out at the time 
this study began. Hence, the working procedure taken on by the company during these two 
phases was analyzed, and the practical method testing did not start until in phase three. The 
method proved to be practical and applicable, and was implemented as it was intended. The 
evaluation phase showed that the level of employee job satisfaction had increased 
significantly since the time the last survey was conducted. 
 
 
7.2 Results of method implementation 
In the first phase of the method, the organization is prepared for an employee survey and 
possible changes that might be needed after revealing dissatisfactions. The first step is to 
assemble a project organization that administers the improvement process and is responsible 
for its progress. Svevia had organized the project organization in accordance with the 
suggestions in the method by having the centrally placed HR department administering the 
survey construction and analysis of the results, as well as having local contact persons in each 
business unit responsible for completion of the survey and the improvement work. The local 
contact person at the Maintenance department fulfils the basic requirements for the 
improvement process to be successful in terms of positive attitudes towards HR questions and 
changes. The HR department at Svevia had clearly defined the purpose of the survey, which 
was to use the survey as a tool for identifying areas of dissatisfaction and to use the results as 
a starting point for improvements at each working site. However, due to the special 
circumstances at the unit in Kalmar the employees were not aware of the purpose because of a 
lack of communication. This, in combination with weak actions after previous years’ surveys 
resulted in low engagement from employees, who considered the survey to be unnecessary 
and time consuming. 
 
Phase two of the method aims at investigating the level of job satisfaction of the employees, 
by constructing and conducting an employee survey. Svevia had consulted the external part 
SCB for the construction of the survey and the analysis of the data. SCB has much experience 
in surveys and had constructed a well thought out survey, measuring both the overall 
satisfaction and satisfaction with separate determinants. However, compared to the employee 
engagement model there were some aspects of job satisfaction that were not included in the 
survey. This lowers the validity of the survey results since some of the most important 
determinants to job satisfaction mentioned in literature were neglected. Moreover, only two 
out of four determinants proven to have a strong influence on customer satisfaction were 
included in the survey. After the completion of the surveys, SCB statistically analyzed the 
data and provided Svevia with reports and PowerPoint presentations that were used to inform 
the employees about the survey results. SCB did not make any judgments on whether the job 
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satisfaction at Svevia was high or low. Instead, they compared the results from each unit with 
the results from the region and the entire company. The organizational unit in Kalmar proved 
to have a lower NMI than the rest of Region South, 55 compared to 61. Worth noticing when 
studying the survey results is that the multi item measurement shows a lower satisfaction than 
the overall measurement. According to the theory, the multi item measurement is more 
reliable than the overall measure, which means that in reality NMI is closer to 55 than to 63.  
 
Phase three of the method is the design phase where an action plan that will improve job 
satisfaction is created. This phase was carried out at the case company, during a meeting 
where the personnel at the Maintenance department participated. This is an important part of 
the method since the employees are welcomed to participate in the planning of the 
improvement work. The purpose is to generate an action plan with solutions that have high 
relevance and make the employees feel acknowledged and motivated to follow out the 
changes. The determinants used in the survey were sorted according to the employee 
engagement model in order to facilitate the prioritization of improvement areas to focus on. 
The determinants that influence customer satisfaction received high scores in the survey and 
were not prioritized in the improvement work. Compensation, information, acknowledgement 
and physical working environment however, all had NMIs below 50 and proved to be 
important to improve during the discussions. These four determinants were in focus during 
the improvement work. When they were identified, goals were set for each determinant 
during discussions among the participants at the meeting. In short, there was a desire for new 
facilities, better order and cleaning in the machines and at the yard, better routines for setting 
of wage rates, better relationship to the foreman, more respect for others duties and better 
information and feedback. When the goals were clear, the primary causes to low job 
satisfaction were discussed and solutions were suggested. The solutions were compiled in a 
list of 15 activities that was used as foundation for an action plan, in which deadlines for each 
activity were set and accountability was distributed.  
 
The fourth phase of the method is the implementation phase, in which the suggested 
improvements are implemented and the project is evaluated. The decisions taken on the 
meeting in the previous phase were compiled in a list of activities that was handed out to 
everyone and posted on a public board for everyone to follow its progress. Some activities 
were not able to be measured and assessed objectively, and involve a change in personal 
behaviour rather than a one-time effort. These activities were not given any deadline but were 
supposed to be continuously worked with as from week 15. They are equally important as the 
other activities and need some extra attention so that they are not forgotten during the daily 
work. Because of the short time frame of this study, there was no time to conduct all the 
activities before the evaluation of the project. Nevertheless, the case company will continue 
with the improvement work in accordance to the deadlines set in the list of activities. The 
activities that were due on the quality meeting had been conducted at the time of the 
evaluation, and employees said to be very happy with the results. The evaluation showed that 
the employees believe that a survey is a good tool for evaluating job satisfaction and use as 
starting point for improvement work. They also stated that the working procedure had been 
much better than after previous years’ surveys. In order to evaluate if the changes 
implemented had made any change to the level of job satisfaction, the employees filled in a 
reduced version of the survey. The results showed a great improvement in satisfaction 
compared to the previous survey. All determinants had an average answer of over six, given 
on a scale between one and ten. Certainly, the employees in Kalmar are relatively happy and 
satisfied with their working situation, even though there are some complications comparing 
the results from the two surveys.  
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The evaluation of customer satisfaction was based on the set up and results of the employee 
survey used at Svevia since there was no historical data at hand at the case company to 
compare the current situation with. In addition, there had been no time for the customers to 
observe any changes in employee attitudes because of the short time frame. Four determinants 
had been found to have a strong influence on customer satisfaction in the literature review, i.e. 
satisfaction with customers, work itself, benefits and empowerment. The employee survey 
used at Svevia only included questions about work itself and empowerment, though these two 
aspects of job satisfaction showed high results on the survey. Moreover, a good team climate, 
something the unit in Kalmar reported high scores on, is important for creating a service 
climate within an organization that the customers will appreciate. Since the employees in 
Kalmar are relatively happy and satisfied, there are good conditions for the customers of 
Svevia in Kalmar to feel satisfied as well. 
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8. Conclusions 
In this chapter the conclusions that can be drawn from the case study will be presented, in 
order to answer to the problem formulation. Moreover, an evaluation of the method will be 
given and a critical review of the thesis will be done in order to evaluate the validity and 
reliability of the method. 
 
 
8.1 Answer to the problem formulation 
The problem formulation presented in the introduction chapter reads as follows: 
 

 Which are the factors influencing employee job satisfaction and how can job 
satisfaction be increased on business unit level, in order to increase customer 
satisfaction? 

 
The literature review of this study establishes that job satisfaction is multidimensional and a 
result of the combination of satisfaction with several different facets of work. This study has 
shed light upon the most important determinants to job satisfaction mentioned in literature. 
The selection of determinants has been based on the frequency of mentioning in literature 
combined with important findings concerning correlations and relationships to overall 
satisfaction. The determinants to job satisfaction can be sorted into three levels; basic 
conditions, intermediate level and advanced level, depending on their importance of being 
fulfilled. The most important factors influencing employee job satisfaction can be seen in 
Table 8:1 below, sorted in the three levels just mentioned.  
 
Basic conditions Intermediate Advanced 

Safe working conditions 
Learning and performance 
development Customer focus 

Good team Encouragement 
Organizational growth and 
success 

Competent supervisor Sense of belonging Belief in competitive strategy 

Tools and equipment Cooperation between teams 
Product and service 
improvement 

Basic skills training Personal growth and fulfilment Value diversity  

Feel valued an respected  Adequate pay and benefits 
Confidence in senior 
leadership 

Fair treatment  Open communication channels Satisfaction with customers 

Enjoy the work 
Pride in company, products 
and services  

Working conditions Promotion prospects  
Working times Job security  
Relationship to co-workers Acknowledgement  
 Empowerment  
 Participation  

 
Opportunities to use skills  
and abilities  

 Relationship to managers  
Table 8:1 – Most important factors influencing employee job satisfaction 

 
In order to increase employee job satisfaction, the PIDI method has been developed with the 
intention to be used as a working procedure, preferably on business unit level within an 
organization. The method consists of four phases and eleven steps, and is shaped as a closed 
loop to symbolize the need of continuous improvements. Employee job satisfaction is 
constantly changing depending on different situations at the working site, and the method 
could preferably be used ones a year to reassess the level of satisfaction. By the use of the 
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method a valid measure of the level of satisfaction will be achieved, which with confidence 
can be used as a starting point for the following improvement work. The improvement work 
should appropriately be conducted in small groups where all employees are invited to 
participate. Participation is an important feature of this method, with the purpose to 
acknowledge and motivate employees as well as finding solutions that will be applicable.  
 
Employee job satisfaction has in other studies proved to have a strong influence on customer 
satisfaction. Satisfied employees will create a positive climate and provide customer with 
excellent service, something that will be appreciated by customers. This study has focused on 
individual determinants that correlate significantly to customer satisfaction. If the level of 
satisfaction on the determinants satisfaction with customer, work itself, benefits or 
empowerment is low, this will be observed when using the method and focused on in the 
improvement work.  
 
 
8.2 Evaluation of the method 
The implementation of the method at the case company proved that all four phases were 
possible to carry out. Even though the first two phases were already completed, the analysis 
showed that the working procedure taken on by the company was similar to the one suggested 
in the method. In the evaluation it was confirmed that the level of employee job satisfaction 
had increased significantly since the time the last survey was conducted. Thus, the method 
has proved to fulfil its purpose of providing a practical working procedure for organizations 
that wish to increase the level of employee job satisfaction. The analysis also showed that the 
method is useful to evaluate existing working procedures, in cases where the organization 
already is working with improving job satisfaction. The actual validation of increased 
customer satisfaction as a consequence to increased employee satisfaction was not possible to 
accomplish at the case company. The literature review of this study found a significant 
correlation between the level of employee satisfaction and customer satisfaction though, 
which means that the considerable increase in employee satisfaction indicates a great 
possibility of improved customer satisfaction. However, it should be kept in mind that 
customer satisfaction not only depends on the level of employee satisfaction but on several 
other aspects. Therefore, increasing job satisfaction cannot be given too much attention when 
it comes to improving customer satisfaction, but should rather be considered reinforcement or 
a basic foundation for high customer satisfaction.  
 
The method is flexible in the sense that it can be used in all types of organizations. It is not 
addressing a specific business or industry, but is applicable in all organizations that wish to 
improve the well-being of their employees and gain additional advantages such as increased 
customer satisfaction or reduced costs caused by e.g. absenteeism and personnel turnover, as 
mentioned in the introduction chapter. The method should preferably be used on business unit 
level in order to engage all employees to take part. As previously stated, improving job 
satisfaction is not a mission only for managers to take on, but everyone that is affected needs 
to be involved for the improvement work to be successful.  
 
When implementing the method it is important to reflect upon the survey setup. There needs 
to be a balance between the number of questions and the size of the survey. As previously 
stated, it is important to cover all the areas connected to job satisfaction in order to obtain a 
valid measure. The survey should not exceed 30 minutes to fill however, which makes this a 
matter of prioritization. If the survey gets to extensive, the determinants of the advanced level 
of the employee engagement model can be excluded since they are not crucial for job 
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satisfaction but rather lead to a strong workforce engagement. Another balance that needs to 
be reflected upon when using the method is during the meeting where the action plan is 
created. The ideal situation is to find concrete goals and solutions that can be measured and 
assessed objectively. To avoid an interruption of the flow of the meeting however, it might be 
necessary to lower the demands and settle with solutions that are more intangible, as was the 
case during this study.  
 
 
8.3 Critical review of the thesis 
Since the case company had recently conducted an employee survey the method testing did 
not start until in phase three. Phases one and two were only analyzed based upon the working 
procedure taken on by the company, something that disturbed the validation of applicability 
of the method. On the other hand, this opened up for more time for conducting phases three 
and four, which was well in line with the needs of the case company. Some of the solutions 
suggested in phase three had deadlines that reached beyond the timeframe of this thesis. The 
result was that there was no time to complete all activities in the action plan before the 
evaluation was made. Moreover, there was only approximately one month between the action 
plan was created and the evaluation. This meant that there was little time for the employees to 
adjust to the changes and experience a change in satisfaction. Therefore, the good results 
obtained at the evaluation might not only be a result of the implementation of the method. As 
previously stated, the results of the first survey were presented for the entire office in Kalmar, 
including the department of Installation work. The employees at Installation work could have 
lowered the general results of the working site. Moreover, the improved results could also 
depend on the fact that the employees at the Maintenance department have adjusted to the 
new organizational structure and location manager. However, the improved results could be 
an effect of the new working procedure applied. Previous years the employees have seen little 
action after the survey, but this year they have even been invited to participate in the 
improvement work and taken part in creating an action plan that already has been put to use. 
The improved results could be an effect of the attention given to the employees’ problems and 
well-being, which makes them feel acknowledged and important.   
 
The quality of this study is evaluated by analyzing the validity and reliability. The external 
validity, i.e. the possibilities to generalize the results of the study, is restricted because of the 
research design chosen, a single case study. However, the method development is based on 
scientific theories, which makes the method applicable in other organizations. In addition, the 
study has been thoroughly described throughout the thesis, which makes it possible for the 
reader to evaluate if the findings are usable for his or her purposes. The internal validity has 
been of great concern during this thesis, because of the multidimensional nature of job 
satisfaction. If any major influential factors have been missed out on, the results of the 
employee survey will be misleading. To ensure a high validity, a thorough literature survey 
has been made, consulting several different researchers and sources of information. When it 
comes to the case study, the tutor at the university and the contact person at the case company 
have been actively consulted in order to make sure that there are no inaccuracies. This makes 
the internal validity of this thesis high. As for the reliability, the method developed and the 
thorough descriptions of the working procedure taken on during this thesis make it possible 
for another researcher to carry out the same study. However, the personal experience of the 
researcher in combination with the resources and competence of the participants at the case 
company may have influenced the study and might obstruct another researcher from reaching 
the same findings and conclusions. 
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9. Recommendations 
In this final chapter the case company will be given recommendations on how to improve the 
employee survey and the working procedure taken on in their improvement work. In addition, 
suggestions for future research within the area of job satisfaction will be given. 
 
 
9.1 Recommendations to the case company 
In general, the most important after conducting a survey with the purpose to increase 
employee job satisfaction is to make sure that it actually is used to spark action and to let the 
employees actively participate in the improvement work to make the changes enduring. In the 
case of Svevia, the working procedure and survey set up can be improved for the coming 
employee survey. The HR department can work even harder to communicate their ideas and 
especially the purpose, which needs to be acknowledged in order to get everybody on board 
the project. In order to improve the communication between the HR department and the 
individual workers, the HR department could consider setting up a routine or instructions to 
be followed, directed to managers who are responsible for distributing the information. The 
routine could contain directions on how to communicate the purpose and importance of the 
survey, how to conduct it, the preferred routines concerning completion of the survey as well 
as how to handle possible resistance. For example, the completion of the survey could be 
done during a quality meeting at the office in Kalmar, where everyone at the department is 
supposed to be attending. Most importantly, the distribution of information should start early 
and be persistent in order to edify the understanding and motivation concerning the survey. 
 
To improve the employee survey, the terminology used should be adapted to the terminology 
used at the company. For example, there are questions about collaboration/working site 
meetings, something that is called quality meetings at Svevia in Kalmar, and the terms used 
for the different positions should match the ones used at the company. To ensure a high 
validity of the measurement, Svevia could include questions about the determinants that are 
not highlighted in Table 6:2, at least the ones in the basic and intermediate levels of the 
employee engagement model, i.e. basic skills training, fair treatment, sense of belonging, 
cooperation between teams, job security and relationship to managers. Moreover, the 
determinants that influence customer satisfaction should all be included in the survey so that 
these areas can be improved if any dissatisfaction is revealed. Even though improving 
customer satisfaction was not part of the survey purpose, Svevia’s customer orientation makes 
customer satisfaction very important.  
 
Finally, the case company could continue working with the list of activities, and especially 
the solutions that did not get any deadline. These should continuously be discussed on the 
quality meetings, and preferably be reformulated so that they can be assessed objectively. 
 
 
9.2 Future research 
Since only one case study has been performed for this thesis, the method needs to be further 
tested in order to validate its applicability. Moreover, job satisfaction is an extensive subject 
with many interesting aspects to focus future research on. For example, the connections 
between employee job satisfaction and customer satisfaction could be further investigated, 
and the method developed in this study could be enhanced when it comes to measuring the 
change in customer satisfaction compared to the changes in job satisfaction. It would also be 
interesting to study the level of change in other related aspects after improving job 
satisfaction, such as absenteeism and personnel turnover.  
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Appendix I – Agenda for meeting of Phase three  
 

• Clarify the purpose of the meeting 
o Overall objective is to increase customer satisfaction by improving employee 

job satisfaction and well being 
o Create an action plan 
o Everyone is welcome and expected to take part of the discussions 
o It is not only the managers’ problems 

• Discuss the survey results and identify problem areas 
o Use the employee engagement model 
o Can many problems be solved by little effort? 

• Define the desired future state 
• Discuss the reasons to the problems 

o Individual suggestions in paper form 
• Find solutions 

o Brainstorming 
• Create an action plan by summarizing and specifying actions and: 

o Identify resources needed 
o Set deadlines 
o Assign accountability 

• Set date for follow-up 
 
 
 
 
 
 
 
 
 
 
 



 

 

Appendix II – List of activities 
 
Responsible Improvement areas Activities Deadline, week Accomplished 

  1 1a) 13  

    b) 11  

  2 2a) 15  

    b) 14  

    c) 13  

  3 3 12  

 



 

 

Appendix III – Front page of employee survey 
 

 
Medarbetarenkät 2009 

 
Syfte 
Årligen genomför vi en medarbetarundersökning för att ta reda på hur du som medarbetare 
värderar din arbetssituation. Frågorna handlar om individuell kompetensutveckling, 
delaktighet, ersättning, er känsla, arbetsmiljö och ledarskap. Resultatet ska ge underlag för 
förbättringar på din arbetsplats inom din Region/Affärsområde/Dotterbolag eller centrala 
stabsfunktionen (enhet 59) och även för Svevia som helhet.   
 
Vi räknar med att du besvarar denna enkät så ärligt och noggrant som möjligt och deltar 
aktivt i den bearbetning av resultatet som sker på din arbetsplats. 
  
Enkät 
Svevia har gett Statistiska centralbyrån (SCB) i uppdrag att genomföra enkäten och redovisa 
resultaten. Enkäten besvaras anonymt. Enkätsvaren skall vara SCB tillhanda senast den 12 
oktober. Du som fyller i ett pappersformulär skickar detta i medföljande kuvert.  
Du som besvarar enkäten elektroniskt länkar ditt svar direkt till SCB. Om du av någon 
anledning inte vill besvara enkäten elektroniskt skall du vända dig till din 
personalavdelning så får du ett pappersformulär och ett svarskuvert. 
Om du har några frågor om undersökningen är du välkommen att ringa till Kenneth 
Johansson, Svevia 0243-942 42 eller Jessica Forsman, SCB tel 08-506 947 01 eller 
maila till kenneth-k.johansson@svevia.se. 
 
Resultatredovisning och integritet/sekretess 
Resultatet redovisas först på AC-nivå och därefter på Region/Affärsområde/Dotterbolag och 
centrala stabsfunktionen (enhet 59) samt för hela Svevia.   
Bakgrundsuppgifter om kön, ålder, personalkategori m.m. som du lämnar används bara för 
en samlad redovisning på Region/Affärsområde/Dotterbolag eller centrala stabsfunktionen 
(enhet 59) och för hela Svevia.   

Din närmaste chef kommer att återföra resultaten till dig. Inga redovisningar kommer att 
göras som innebär att det går att identifiera enskilda personer. Varje arbetsplats arbetar 
sedan aktivt med resultatet och tar fram handlingsplaner för att genomföra förbättringar. 

                      
  

 
     Per-Olof Wedin     Pia Lenkel      Jessica Forsman 
   VD        HR-chef          Undersökningsledare, SCB 



 

 

Appendix IV - Survey questions and results 
 

NMI,  HELHETEN 63 

Om du gör en helhetsbedömning, hur nöjd är du med din nuvarande arbetssituation 7,0 

Hur väl uppfyller Svevia, som arbetsgivare, dina förväntningar i Din nuvarande arbetssituation 6,6 

Hur nära eller långt ifrån du tycker att din egen arbetssituation är jämfört med den ideala arbetssituationen 6,3 

FÖRTROENDE 56 
Jag har fullt förtroende för min närmaste chef  
 6,7 
Jag har fullt förtroende för Region/Affärsområdes-/Dotterbolagsledningan 

5,8 
Jag har fullt förtroende för Svevias högsta ledning 5,8 

INDIVIDUELL KOMPETENSUTVECKLING  59 

Jag utvecklas i arbetet i takt med min ambition och förmåga 6,4 

Mina arbetsuppgifter, mitt ansvar och mina befogenheter utvecklas i takt med min kompetens 6,6 

Det finns goda utvecklingsmöjligheter för mig inom Svevia 5,9 

MEDARBETARNAS DELAKTIGHET  55 
Jag deltar aktivt i arbetet att sätta mål inom mitt eget arbetsområde 
 6,9 
Jag engageras i arbetet med ständiga förbättringar på min arbetsplats 6,0 

Vår arbetsplats använder sig av resultatet av medarbetarenkäten för att förbättra verksamhet och  
arbetsmiljö 4,5 
Inom min arbetsgrupp beaktas allas uppfattningar 6,4 

ERSÄTTNING 42 

Jag har en rimlig lön i förhållande till mina arbetsuppgifters tyngd och ansvar 4,3 

Jag har en rimlig lön i förhållande till marknadsläget inom min yrkeskår 4,8 

Om jag förbättrar mina prestationer belönas det i löneförhandlingar på ett rimligt sätt 5,0 

Jag förstår motiven för lönesättning av mig utifrån de samtal jag och min chef haft 5,2 

ERKÄNSLA   46 

Min närmaste chef följer regelbundet upp och värderar resultatet av mitt arbete 4,2 

Mina goda prestationer uppmärksammas av arbetsgruppen 5,7 

Mina kunder/beställare ger regelbunden återkoppling på mitt arbete 5,5 

FYSISK ARBETSMILJÖ   50 
Jag har en bra arbetsmiljö vad avser lokaler, utrustning och hjälpmedel 
 

5,6 
 

Jag känner ingen oro för att bli sjuk av arbetet 5,9 

Jag känner ingen oro för att drabbas av olycksfall i mitt dagliga arbete 4,8 

ARBETSINNEHÅLL/ORGANISATION 69 
Jag har ett roligt och stimulerande arbete 7,3 

Jag har stor frihet att själv avgöra hur mitt arbete skall utföras 7,5 

Jag känner att min kompetens tas tillvara på min arbets-plats 7,2 



 

 

Målen i mitt arbete är realistiska att nå 7,0 

RELATIONER   69 

Inom min arbetsgrupp behandlar vi meningsskiljaktigheter på ett öppet sätt 6,4 

På min arbetsplats känner jag mig respekterad som den jag är 
 

7,5 
 

Det råder bra stämning inom min arbetsgrupp 7,6 

STRESS  
(Vid beräkning av betygsindex har frågorna 8:1 - 8:3 vänts så att betyget 1 har ersatts med 10, 2 har ersatts med 9, 
3 har ersatts med 8 etc.)   65 

På min arbetsplats känner jag mig respekterad som den jag är 7,5 

Under de senaste 12 månaderna har jag haft huvudvärk, magont och/eller haft problem med nacke/axlar 6,0 

Under de senaste 12 månaderna har jag känt oro/ångest och/eller haft svårt att koncentrera mig på arbetet 7,6 

Under de senaste 12 månaderna har  jag haft svårigheter att bestämma mig för/fatta beslut om vad jag skall ta i tu  
med härnäst. 7,3 
Min kompetens räcker till för mina arbetsuppgifter 
 7,3 
När arbetet känns besvärligt får jag stöd och uppmuntran från chef eller arbetskamrater 
 6,2 
Jag får tillräckligt med sömn och vila/avkoppling 
 6,7 
Jag hinner med mina arbetsuppgifter 6,3 

LEDARSKAPET(alla frågor i detta avsnitt avser Din närmaste chef, d.v.s. den som har personalansvaret – den 
som Du normalt har medarbetarsamtal/PU-samtal med) 53 
Jag är helt nöjd med tydligheten i de beslut som min närmaste chef tar 

5,6 
Min närmaste chef är bra på att delegera arbetsuppgifter 
 5,8 
Min närmaste chef har förmåga att få arbetsgruppen att nå uppsatta mål 

5,8 
Om det uppstår problem på min arbetsplats tar min närmaste chef initiativ för att problemen skall lösas 

5,9 
Min närmaste chef engagerar sig personligen i mina arbetsuppgifter 

5,6 

INFORMATION / SAMVERKAN  42 
På min arbetsplats har vi regelbundna samverkans-/arbetsplatsträffar 

5,3 
Min chef informerar snabbt frånföretagets olika ledningsmöten 
 4,2 
Jag känner mig välinformerad om Svevias verksamhet  

4,7 
Våra samverkans-/arbetsplatsträffar består mer av samtal och diskussion än av information 

4,9 
Jag känner mig trygg i förvissningen om att alltid få tillgång till den information jag behöver 

5,0 

BALANS I LIVET  58 
Mina arbetsuppgifter och arbetsvillkor anpassas så att jag på ett bra sätt kan kombinera arbete med privatlivet 

6,0 
Jag möter förståelse från min chef och mina arbetskamrater när jag får anpassa mina arbetsuppgifter och 
arbetsvillkor enligt föregående fråga 6,5 

ARBETSKLIMAT 55 
Jag utvecklas i arbetet i takt med min ambition och förmåga 
 6,4 
Inom min arbetsgrupp beaktas allas uppfattningar 6,4 

Jag förstår motiven för lönesättning av mig utifrån de samtal jag och min chef haft 5,2 



 

 

Min närmaste chef följer regelbundet upp och värderar resultatet av mitt arbete 4,2 

Jag känner ingen oro för att bli sjuk av arbetet  
 5,9 
Jag känner ingen oro för att drabbas av olycksfall i mitt dagliga arbete 
 4,8 
Jag har ett roligt och stimulerande arbete 
 7,3 
På min arbetsplats känner jag mig respekterad som den jag är 
 7,5 
Jag vet hur Svevias vision och värderingar skall förverkligas i min vardag 

5,8 
Jag känner mig trygg i förvissningen om att alltid få tillgång till den information jag behöver 

5,0 

FRÅGOR UTANFÖR MODELLEN 
 
Jag känner mig trygg när jag arbetar på väg 4,1 

Jag känner att vi på vår arbetsplats kan ta hand om hot- och våldssituationer på ett bra sätt 6,5 
 



 

 

Appendix V – Questions for evaluation 
 
Evaluation 
 

• What do you think about the working procedure in general? (Conducting an employee 
survey and using it as a starting point for improvement work) 

• How do you think this process has been conducted? Does it feel like it results in 
something meaningful or has it been a waste of time? 

• What do you think about the questions in the survey? Were they easy to understand? 
Is there anything that could be added, something important that has been missed out? 

• Have you noticed any difference or changes yet? 
• How do you think this could be done better next time, considering information, time, 

organization and so on? 



 

 

Appendix VI – Survey follow-up 
 
Uppföljning enkätundersökning 2009 

FÖRTROENDE 
Instämmer 
inte alls           

Instäm-
mer helt 

  1 2 3 4 5 6 7 8 9 10 

Jag har fullt förtroende för min 
närmaste chef            

Jag har fullt förtroende för 
Region/Affärsområdes-
/Dotterbolagsledningan           

Jag har fullt förtroende för Svevias 
högsta ledning           

           

MEDARBETARNAS 
DELAKTIGHET  

Instämmer 
inte alls           

Instäm-
mer helt 

  1 2 3 4 5 6 7 8 9 10 

Jag deltar aktivt i arbetet att sätta 
mål inom mitt eget arbetsområde           

Jag engageras i arbetet med 
ständiga förbättringar på min 
arbetsplats           

Vår arbetsplats använder sig av 
resultatet av medarbetarenkäten för 
att förbättra verksamhet och 
arbetsmiljö           

Inom min arbetsgrupp beaktas allas 
uppfattningar           

           

ERSÄTTNING 
Instämmer 
inte alls           

Instäm-
mer helt 

  1 2 3 4 5 6 7 8 9 10 

Jag har en rimlig lön i förhållande till 
mina arbetsuppgifters tyngd och 
ansvar           

Jag har en rimlig lön i förhållande till 
marknadsläget inom min yrkeskår           

Om jag förbättrar mina prestationer 
belönas det i löneförhandlingar på ett 
rimligt sätt           

Jag förstår motiven för lönesättning 
av mig utifrån de samtal jag och min 
chef haft           



 

 

           

ERKÄNSLA   
Instämmer 
inte alls           

Instäm-
mer helt 

  1 2 3 4 5 6 7 8 9 10 

Min närmaste chef följer regelbundet 
upp och värderar resultatet av mitt 
arbete           

Mina goda prestationer 
uppmärksammas av arbetsgruppen           

Mina kunder/beställare ger 
regelbunden återkoppling på mitt 
arbete           

           

FYSISK ARBETSMILJÖ   
Instämmer 
inte alls           

Instäm-
mer helt 

  1 2 3 4 5 6 7 8 9 10 

Jag har en bra arbetsmiljö vad avser 
lokaler, utrustning och hjälpmedel           

Jag känner ingen oro för att bli sjuk 
av arbetet           

Jag känner ingen oro för att drabbas 
av olycksfall i mitt dagliga arbete           

           

LEDARSKAPET 
Instämmer 
inte alls           

Instäm-
mer helt 

(alla frågor i detta avsnitt avser Din 
närmaste chef, d.v.s. den som har 
personalansvaret – den som Du normalt 
har medarbetarsamtal/PU-samtal med) 1 2 3 4 5 6 7 8 9 10 

Jag är helt nöjd med tydligheten i de 
beslut som min närmaste chef tar           

Min närmaste chef är bra på att 
delegera arbetsuppgifter           

Min närmaste chef har förmåga att få 
arbetsgruppen att nå uppsatta mål           

Om det uppstår problem på min 
arbetsplats tar min närmaste chef 
initiativ för att problemen skall lösas           

Min närmaste chef engagerar sig 
personligen i mina arbetsuppgifter           

           

           



 

 

INFORMATION / SAMVERKAN  
Instämmer 
inte alls           

Instäm-
mer helt 

  1 2 3 4 5 6 7 8 9 10 

På min arbetsplats har vi 
regelbundna samverkans-
/arbetsplatsträffar           

Min chef informerar snabbt 
frånföretagets olika ledningsmöten           

Jag känner mig välinformerad om 
Svevias verksamhet            

Våra samverkans-/arbetsplatsträffar 
består mer av samtal och diskussion 
än av information           

Jag känner mig trygg i förvissningen 
om att alltid få tillgång till den 
information jag behöver           

           

ARBETSKLIMAT 
Instämmer 
inte alls           

Instäm-
mer helt 

  1 2 3 4 5 6 7 8 9 10 

Jag utvecklas i arbetet i takt med min 
ambition och förmåga           

Jag har ett roligt och stimulerande 
arbete           

På min arbetsplats känner jag mig 
respekterad som den jag är           

Jag vet hur Svevias vision och 
värderingar skall förverkligas i min 
vardag           

 



 

 

Appendix VII – Comparing survey results 
Determinants Previous survey New survey 
FÖRTROENDE 6,1 6,2 
Jag har fullt förtroende för min närmaste chef  6,7 8,1 
Jag har fullt förtroende för Region/Affärsområdes-/Dotterbolagsledningan 5,8 5,6 
Jag har fullt förtroende för Svevias högsta ledning 5,8 5 
   
MEDARBETARNAS DELAKTIGHET  5,6 8 

Jag deltar aktivt i arbetet att sätta mål inom mitt eget  
arbetsområde 6,9 8,1 

Jag engageras i arbetet med ständiga förbättringar på min arbetsplats 6,0 7,9 

Vår arbetsplats använder sig av resultatet av  
medarbetarenkäten för att förbättra verksamhet och  
arbetsmiljö 4,5 8,6 

Inom min arbetsgrupp beaktas allas uppfattningar 6,4 7,4 
   
ERSÄTTNING 4,8 6 
Jag har en rimlig lön i förhållande till mina arbetsuppgifters tyngd och 
ansvar 4,3 6 

Jag har en rimlig lön i förhållande till marknadsläget inom min yrkeskår 4,8 5,5 

Om jag förbättrar mina prestationer belönas det i löneförhandlingar på ett 
rimligt sätt 5,0 6,3 
Jag förstår motiven för lönesättning av mig utifrån de samtal jag och min 
chef haft 5,2 6,2 

   
ERKÄNSLA   5,1 7,7 
Min närmaste chef följer regelbundet upp och värderar resultatet av mitt 
arbete 4,2 7,1 

Mina goda prestationer uppmärksammas av  
arbetsgruppen 5,7 7,9 

Mina kunder/beställare ger regelbunden återkoppling på  
mitt arbete 5,5 8 

   

FYSISK ARBETSMILJÖ   5,4 6,4 
Jag har en bra arbetsmiljö vad avser lokaler, utrustning och hjälpmedel 5,6 5,8 
Jag känner ingen oro för att bli sjuk av arbetet 5,9 6,7 
Jag känner ingen oro för att drabbas av olycksfall i mitt dagliga arbete 4,8 6,7 

   

LEDARSKAPET 5,7 7,9 
Jag är helt nöjd med tydligheten i de beslut som min närmaste chef tar 5,6 7,3 
Min närmaste chef är bra på att delegera arbetsuppgifter 5,8 8,3 
Min närmaste chef har förmåga att få arbetsgruppen att nå uppsatta mål 5,8 8 
Om det uppstår problem på min arbetsplats tar min närmaste chef initiativ 
för att problemen skall lösas 5,9 8,3 
Min närmaste chef engagerar sig personligen i mina arbetsuppgifter 5,6 7,8 

   

INFORMATION / SAMVERKAN  4,8 7,6 
På min arbetsplats har vi regelbundna samverkans-/ 
arbetsplatsträffar 5,3 7,9 
Min chef informerar snabbt frånföretagets olika ledningsmöten 4,2 8,1 
Jag känner mig välinformerad om Svevias verksamhet  

4,7 7 



 

 

Våra samverkans-/arbetsplatsträffar består mer av samtal och diskussion 
än av information 4,9 7,4 
Jag känner mig trygg i förvissningen om att alltid få tillgång till den 
information jag behöver 5,0 7,6 

   

ARBETSKLIMAT 6,8 7,8 

Jag utvecklas i arbetet i takt med min ambition och förmåga 6,4 7,4 

Jag har ett roligt och stimulerande arbete 7,3 8,6 

På min arbetsplats känner jag mig respekterad som den jag 
är 7,5 8,6 
Jag vet hur Svevias vision och värderingar skall förverkligas i min vardag 5,8 6,4 
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