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Abstract 

T he pursuit for improved product ivit y through human resources has its beginning in the 

early 1900's. Taylor's scientific management principles created an awareness regarding 

human resources. It was earlier considered as a mere instrument of production ready to 

work from dawn to dusk under \vhatever conditions and being motivated by the lure of 

money. From then o nwards research and experiments have been undertaken to understand 

human beings at work and the ways to improve their job satisfaction, balanced with the 

aim of the organizations to combine better productivity with job and employee satisfaction. 

The concept of QWL (quality of work life) has originated from the continuous research 

process. The tenn QWL was introduced by Dav is ( 1972) at the first International QWL 

con terence held in Toronto. The focus of this research concerns a study of the quality of 

work life for the employees at SARS in the Mmabatho Branch in the North West province. 

The aim of this paper was to determine whether and how quality of work life affects the 

sat is fact ion level of the employees and the implications of these findings suggest that the 

quality ofwork life at SARS can be enhanced by factors such as adequate income and fair 

compensation, safe and healthy working condit ions, o pportunities for career growth and 

development of human capabi lities and social integration in the workforce. A convenience 

or acc identa l sampling was used for this study, out of93 quest ionnaires sent o ut, a total of 

77 usable questionnaires were returned, representing an overall response rate of (82 ,8%). 

The study reveals that a clear and consistent communication of the o rganisationa l goals 

and objectives is essential to both employer and employees. The study also recommends 

that an establishment of new po licies and practices that promote a workplace culture that 

stimulates employees with the aim of reducing stress, poor perfo rmance and low morale of 

employees. Alignments of organisational goals to day-to-day work by maintaining healthy 

working conditions: reduce high absenteeism leve ls and occupatiopal burnout and fair 

remuneration of employees. The stud y also recommends that maintenance and open 

dialogue among the middle and junior employees. 
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Chapter 1 

Overview 

1.1 Introduction 

This dissertation deals with the quality of work li fc and its impact on performance of South 

Afi·ican Revenue Service (SARS) employees ofthe North West Province in South Africa. The 

topic of Quality of Work Life is gaining attention especia ll y in the wake of very competitive 

business environment . Finns curTently are researching on ways to make the quality of work 

life of their employees better. Quality o f Work Life (QWL) is a philosophy. a set of principles . 

which holds that people are the most imp01tant resource in the organisation as they are 

rrushvorthy, responsible and capable of making valuable contribution and they should be 

treated with dignity and respect. The elements that are relevant to an individual's quality of 

work li te include the task, the physical work environment. social environment within the 

organisation. administrative system and relationship between life on and off the job (Dolan et 

a/ .. 2008). 

Long (2009) high light that QWL consists of opportunities tor active invo lvement in group 

working arrangements or problem solving activities that are of mutual benefit to employees or 

employers, based on labor management cooperation. People also conceive QWL as a set of 

methods, such as autonomous work groups, job enrichment, high-involvement aimed at 

boosting the satisfaction and productivity of workers. It requires employee commitment to the 

organisation and an environment in which this commitment can flourish. Thus, QWL is a 

comprehensive construct that includes an individual 's job related wel l-bei-9g and the extent to 

which work experiences are rewarding, fulfilling and devo id of s tress and other negative 

personal consequences. 

Quality of work experience rather than wo rk has become the focus of attention and workplace 

wellness is c rucial in promoting healthier working environments. Ballou and Godwin (2007) 

identjfied the following factors as benefits ofwork life balance: In crease retum on training and 

lower staff lllrnover, reduced late coming and absenteeism, improved commi tment and 



employee morale, improved productivity and stress reduc tion, a workforce that is fl exible, 

inc rement in the ability to attrac t and recruit staff improved occup ational hea lth safety and 

sa fe ty. fulfilling equal opportunity objectives, good corpo rate c itizenship and an enhanced 

co rporate image. In this chapter the background to the study and the problem statement are 

discussed . The research objecti ves, research design and layout are also set out. Following this. 

the research method is explained and the structure of th e s tudy is also presented. 

1.2 Background to the study 

Human asset is widely accepted as the single most valuable asset of any organi sation. It may 

be said that only organi sations that appreciate their staff as much as their capital resources will 

succeed in today's marketplace. lt is for this reason that th e deve lopment o f human resources 

is inc reas ingly receiving top priority in the workplace. If human resourc e pro fess ionals are to 

success fully, deve lop the ir staff, they have to, amongst other thin gs, take employees' 

econo mic, soc ial, and psychological needs into considerations (Marte l and Dupuis, 2006). 

This is increasingly more difficult to achieve in the South A frican workplace. which is 

becoming progress ive ly more di verse as a result o f the changing socio-political climate, 

developments taking place abroad particularly in the USA and UK and moral obligation and 

legislation. Wo rk constitutes the centTal life interest of individuals while. occupa tions have 

become very impot1 ant in indi vidual lives just because so many needs are satis fi ed by them 

(Mountain States Employers Counc il , 2009). 

Nelso n and Cooper (2007) stated that man needs to occupy himself with some array mental 

and phys ical activity and cet1ainly, work is not the only means o f sati s fying this need ; yet 

many men spent nearl y half of their working hours working . The nature and significance of 

work would be impon ant as an area for study; if onl y on the bas is that it occupies so much o f a 

man' s life span. Work serves various functions for an indiv idual oth er than s impl y a means a 

li ving. An individual's sense of well be ing of doin g something wo t1hwhile o f having some 

purpose seems to be assoc iated with his work. Job satis faction and other human resource 

strategies are increasingly being used in o rganisations to retain highly motivated employees. 

Ugboro and Isaiah (2006) cxen that SARS o ffers organisational s tability and job security. 

However, fo r those who arc fully engaged and deliver optimally, there arc concems amongst 

staff members th at less concentrated e ffo t1s are be ing m ade in address ing work related issues 
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like: high labour tumover rate, absenteeism, autocratic leadership style, lack of opportunities 

to advance, poor morale, occupational stress. and poor organisational c limate. All these 

problems seem to have impacted negatively on the quality of work life of SARS employees. 

This study therefore aims to investigative the impact o f the quality of the work life on 

performance of SARS employees (Mmabatho Offices, North West Province, South Africa). 

As an executi ve ann of Government, the South African Revenue Service is expected to co ll ect 

taxes effec tively and effic iently. It is also expected to continually renew and improve its 

service modalities. 

1.3 Problem statement 

The primary purpose of the organi sation was to be able to achieve its goals and objectives 

satis factorily. The maximum prosperity of both employees and employer is usually seen in 

relation to performance and productivity. For the employer, this means increased performance 

which in tum leads to higher efficiency. For the employee increased performance may lead to 

valued customers that also lead to maximum prosperity. Much research has been undertaken to 

ways to increase human productivity. Yet in spite of these e fforts, QWL of employees is still 

abstract to most o rganisations. Management employs traditional management practices and 

strategies which are characterized by autocratic management, a tall organisational chart and 

emphasis on s imple, nanow employee skills (VanLaar eta/. , 2007). 

Consequently, the employees are shut out of daily running of the organisation and employee 

partic ipation and involvement are typically suppressed. The issue of QWL is therefore 

sign ificant in that an employee's well being on the job grants, them certain power, status, 

dignity and a feeling of well achievement. This research sets out to eva luate the importance of 

monetary and non monetary benefits, job security, and participation of employees in decision 

making, safe and healthy wo rking conditions, remuneration, soc ial integration etc and their 

effect o n job satis faction. It is apparent that these negati ve organisational changes, in many 

government institutions, have vari ed impacts in the running of such establi shments (Pon er, 

2006). In particular, the concem and importance in this research is to investigate the impact of 

quality o f work life ofSARS employees and its impact on employees' performance. 
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1.4 Obj ectives 

1. 4. 1 General objec tive 

The general objecti ve of th e stud y is to measure QWL ofSARS employees, in Mmabatho 

Branch Offices in the No11h West Province of South A frica, as revealed by th eir atti tudes 

towards various aspects of their jobs. 

1.4.2 Specifi c objectives. 

To achieve the general objective, these objectives were: 

I. To find out how adequate and fai r compensation reward structure, polic ies and practices 

procedures have been clearl y communicated to employees before theyare implemented at 

SARS and its in fluence on QWL of employees. 

2. To investigate and validate whe ther poo r quality of work li fe prevailing at SARS is 

the main course of di ssatisfaction amongst SARS employees. 

3. To establish how stress, poo r perfonnance, low staff morale, high absenteeism levels, 

high staff turnover rates and occupational bumout are caused by autocratic leadership 

style at SARS. 

1.5 Research Design 

A research des ign enta ils the arrangement of conditions for co ll ection and analysis of data in a 

manner that aims to combine relevance to the research purpose with economy in procedure 

(Kammeyer-Mueller and Judge, 2008). The stud y is concerned with finding o ut how QWL is 

prac ticed at SARS in Mmabatho Branch Offices in the North West Province of South Afiica. 

The accessible population used was both s imple random and stratified sampling since the 

target population is extensive. The design was based on the assumption th at population 

surveyed was a representative of the whole population. 
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1.5. 1 Research approach 
Only the quantitati ve approach has been used. Quantitati ve approach is an approach th at 

places much emphas is on the volume of the work done, whereas the qualitative approach is an 

approach that focuses on substantial aspects of the stud y. The end results of the approach 

amongst others enable the researcher to provide informed recommendation about the study 

(Kammeyer-Muellcr and Judge, 2008). Questions conta ined in the questionnaire ensured th at 

re levant infonnation which addressed the objectives of this study was gathered . T he 

qual itative approach focuses o f the quality of the infonnation gathered fi·om the target 

population forthe purpose of producing an in fonn ed and balanced repon (Spector, 2008). 

1.5.2. Research method 

The study used questionnaires as tools of data collection. T his method is suited due to the 

nature o f the data needed in thi s study. It enables one to collect the different views and 

opinions as well as quantitative data. Questionnaires were issued to the various dep artments 

within SARS of which the people are literate hence there were no difficulties when answering 

questionnaires. 

Questionnaires 

Str1Jctu red questionnaires were used as a means of data collection from the 

se lected population. A questiorm aire is a data collection instrument in which the respondent is 

supposed to fill in the questions provided by th e researcher in his/her absence. The 

questionnaires were issued to the senior, middle and junior staff members ofSARS. 

Advantages of questionn aire 

A questionnaire has the following advantages: 

• It can be kept for future reference. 

• The respondent docs not fea r because he is alone 

• Questions guide on the way to answer 

• It does not take so much of the researcher's time. 
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Disad vantages o f a questionnaire 

ft is also disadvantageous in that: 

• It is expensi ve to print th em out 

• Some may not be returned hence it becomes unreliable 

• There is no contact between the researcher and the respondent 

• Researcher canno t provide guidance o n the difficult questions Specto r (2008). 

1.5.3. The organisation 

The s tudy is conducted at the South Afiican Revenue Service (SARS) employees o f the North 

West Province in South Africa. SARS was established by legislation to co llec t revenue and 

ensure compliance with tax law. Its vision is to be an innovative revenue and customs agency 

that enhances economic g rowth and social development, and suppotts South A fi-ica's 

integration into the global economy in a way that bene fits all citizens. The service is an 

administratively autonomous organ of the state. It is outs ide the public service but within the 

public administration. So, although South Africa's tax regime is set by the National Treasury, 

it is managed by SARS (SARS Act 34 of 1997). 

its main functions are to: collect and administer all national taxes, duties and levies; collect 

revenue that may be imposed under any other legis lation; provide protection against the illegal 

importation and exp01tation o f goods; facilitate trade and ad vise the minister o f finance on all 

revenue matters (SARS Act 34 o f 1997). 

1.5.4. The target population I sampling frame 
The composition of the target population is as follows: 

1.5.4. 1. Number of employees 
The number o f ennployees is 93. 
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1.5.4.2. Gender 
The staff compliment consists of more females than males. 

1.5.4.3. Job categories 
The stafT mainly compri ses of senior, middle and j unior staff members. 

1.5.5. Sampling technique 

Sampling is the process through which a researcher decides what or whom to observe or who 

will answer the questions raised in the investigation o f a problem. This method is the most 

suitable for thi s study because amongst others the researcher has the opportunity to select 

appropriate respondents who are most relevant to respond to questions relating to the subject 

matter (Luthans e t a/., 2008). The main characte1istics of the sample are infonned by critical 

va1i ables relevant to this s tudy, which include and are not limited to : 

1.5.5 .1. Data collecting metbods 

The methods used for gathering the data were a combination of a questionnaire, interview and 

reco rds. The researcher personally visited the departments within SARS and administered the 

research tool. The questionnaire was administered to each respondent. On completion of the 

questionnaires, the researcher collected the questionnaires from the respondents for data 

analysis. 

1.5.5.2. Data collecting instruments 

Luthans eta/. (2008) explain a research instrument as any fom1 or measm e o f data collection 

or any well-defined process o f gatherin g data. It is generally known that an interv iew p rocess 

is a s ituation whereby questions are asked to the interviewee in a face-to-face situation. A 

questionnaire was developed with the purpose to elicit info nnation on different aspects o fthe 

problem being studied. A covering letter explained the outline o f the study and recipients were 

urged to patticipate. Confidentiality was assured. The questionnaires were sealed in envelopes 

and co llected on predefined dates from each respondent. 
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1.5.6. Techniques of data analysis 

The questionnaire consists of various categories of questions and scales, most using either 4 or 

5 linke11 scale fom1at. The respondents were instructed to tick an appropriate box for each 

question. An open - ended question was also included. Data collected was presented in the 

form of graphical representations, pie charts, tables and measures of central tendencies. Data 

analysis entails the computation of cettain measures along with the search for patterns of 

relationships that exists among the data collected. Inferential analysis techniques were applied 

in analys ing questions in the ques tionnaires that apply rating scales. This makes it poss ible to 

use quantitative analysis to rank the subjective and intangible components in the research. 

Information co llec ted in the interviews and open ended questions was analysed quantitatively 

us ing descriptive statistical methods such as percentages and frequencies . The analysed data 

was presented using, frequency tables, pie charts and bar charis as appropriate. To analyse the 

data effectively Statistical Package for Social Sciences were used. 

1.6. Layout 

This study is divided into five chapters: 

Chapter one: The problem and its settings 

Chapter two: Literature review 

Chapter three: Research design and methodology 

Chapter four: Results o f the study 

Chapter five: Discussion, Recommendations and Conclusion. 

I. 7. Conclusion 

Chapter I was able to paint the road to be travelled in conducting the research project. This 

chapter introduced the background to the problem under study. and the statement of the 

problem. The objectives of the research, the scope of the study, the suucture of the study and 

the importance o f the study were also outlined. The chapter has placed emphasis on the 

reason why organisations need to take interest in improving QWL of their employees. 
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They should see it as a means of obtaining greater employee motivation and commitment to 

organ isation's objectives (Long et a/., 2007).The need fo r th is study was fe lt because of the 

following reasons; Firstly.there have been vety few studies on QWL, employee invo lvement 

and moti vation o f wo rkers. Most of these only tried to explain job satisfaction, and motivation 

in tem1s of working conditions and incentive system in place at a given organisation. Thus 

QWL seems to have been neglected. An attempt was however made in this study to provide an 

integrated explanation o fQWL. 

Secondly, an apprec iable change in the values of employees can aggravate or improve the 

impac t of economic and organisation perfonnance and productivity. The traditional style o f 

management worked successfully in the late 1940s. 50s and 60s. The key to succeed in this era 

was the abili ty to organise resources and produce products in great vo lumes to meet the ever 

growing and seemingly avid demand (Lovelace eta/., 2007). But times have changed . This is 

an era of global competition. Modem management practices based on management philosophy 

recognise the well being o f human re~uurce as the key to success to any organization's 

endeavor. HistOiy has taught one repeatedly that those organisations that doggedly maintain 

traditional practices rather than adapting to pos itive changes in their environment do not 

SUJVive (Gruman eta/., 2006). It is true that much has been wti tten concerning QWL and how 

productivity can be maximized. Yatious scholars have identified several employee needs that 

need to be met so as to maximize employee satisfaction. It is impOitam to note that all these 

scholars have approached this study from a more general point of view, without tailoring it to 

a patticular organisation. 

Management of organisations is not static such that the way films were managed I 00 years 

ago is the same way they have to be managed today. Organisations operate in a dynamic 

environment in which employee needs keep on changing and the emphas is on each need keep 

on changing. Proper management will obviously lead to job satisfaction. Job satisfaction 

emphasises on behav ioral aspec ts of the job rather than specialisation , to increase producti vity. 

This in essence does not mean that spec ialization has lost impor1 ance as a means of increasing 

production. This research aims at consolidating the previous findings on QWL in the context 
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o f SARS. Chapter two of this dissen ation will provide a bigger picture with regard to the 

topical issues. This will be done through literature review. 
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Chapter 2 

Literature Review 

2.1. Introduction 

The imp011ant purpose of the literature review is to bring the reader up to date with cutTent 

literature on the quality of work life (QWL) or a panicular topic under study. It is an inc lus ive, 

departmental wide program des ignated to pick up employee satisfaction. escalation of 

workp lace teaming and helping employees (Abdulla, Djebami and Thomas, 2008). An 

elevated quality of work li fe is critical for organisations to maintain, to attract and hold on to 

employees (Ashforth, Sluss and Saks, 2007). Stress at work is often considered in iso lation, 

wherein it is assessed on the basis that attention to an individual 's stress management skills or 

the sources of stress will prove to provide a good enough basis for effective intetvention 

(Burke, 2009). Altematively, job satisfaction may be assessed, so that action can be taken 

which will enhance an individual 's perfonnance. Somewhere in all this, there is often an 

awareness of the greater context, whereupon the home-work context is cons idered, for 

example, and other factors, such as an individual 's personal charactetistics, and the broader 

economic or cultural climate, might be seen as relevant (Adams and Adams, 2009). 

As organisations become more complex, managers will increasingly have to stimulate 

collaboration and cooperation rather than individualism and competition . 

Keywords that were used are: Oppor1unity, stress, leadersh ip, work standards, fair rewards, 

adequate authoti ty, security, wages and work itself influence QWL. 

This chapter reviews various pieces of information on quality o f work life as discussed by 

various scholars in books, joumals, research reports and websites. The concept of quality of 

work life will be broadly explored in this chapter. Factors influencing quality of work life will 

be discussed. Communication and infonnation flow influence on perfonnance. The effect of 

ski ll development and training on employee's petfonnance; leadership and its influence on job 

satisfaction and employees perfonnance will also be discussed. Compensation and sa lary; 

health , wellness and safety in the workplace: flexibility and work-life balance will also be 

dealt with. 
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2.2. Factors influencing quality of work life on employees 

Armstrong (2006) highli ghted that the key factors in quality of working life arc: need 

sati sfac tion based on job requirements; need satisfaction based on work environment; need 

sati sfac tion based on superviso1y behavior; need satis fac ti on based on ancillary programmes 

and organisational commitment. An explanation in te1ms of the quality of working life is a 

sati sfac tion o f these key needs through resources, acti vities, and outcomes stemming from 

pa1tic ipation in the workp lace. Abraham Maslow's hierarchy of needs were seen as re levant in 

underpinning this model, covering health and safety, economic and family, soc ial, esteem, 

actu alization, knowled ge and aesthetics. Although the re levance of non-work aspects is play 

down as attention is focused on quality of work life rather than the broader concept of quality 

ofl ife. 

Figure 2.1. Abraham Mas low's hierarchy of needs (Mas low, A.H., 1968). 

I. The physiological needs. These include the needs we have for oxygen, water, protein, salt, 

sugar, calcium, and other mineral s and vitamins. They also include the need to maintain a pH 
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balance (getting too acidic or base will ki ll you) and temperature (98.6 or near to it). Also, 

there's the needs to be active, to rest, to sleep, to get rid of wastes (C0 2, sweat, urine, and 

feces), to avo id pain, and to have sex. Maslow believed, and research suppo11s him, that these 

are in fact individual needs, and that a lack of, say, vitamin C, will lead to a ve1y specific 

hunger for things which have in the past provided that vitamin C e.g. orange j uice. 

2 . The safety and securi ty needs. When the physio logical needs are largely taken care of. this 

second layer o f needs comes into play. You will become increasingly interested in finding 

safe circumstances, stability, and pro tection. You might develop a need for stmcture, fo r 

order, some limits. Looking at it negatively, one becomes concerned, no t w ith needs like 

hunger and thirst, bu t w ith your fears and an xieties. This set o f needs manifest themselves in 

the fonn of our urges to have a home in a safe neighbo rhood , a little job security and a nes t 

egg, a good retirement plan and a bit of insurance, and so on . (Maslow, 1968). 

3. The love and belonging needs. When physiological needs and safety needs aTe, by and 

large. taken care o f, a third layer struts to show up. One begins to fee l the need for fri ends, a 

sweethean, children ; affectionate relationships in general, even a sense o f community. 

Loo ked at negati vely, you become increasing susceptible to loneliness and social anxieties. ln 

one's day-to-day life, people exhibit these needs in our des ires to mrury, have a family, be a 

part of a community. a member o f a church, a brother in the fi·atemity, a pa11 of a gang o r a 

bowling club. It is also a patt o f what we look fo r in a career. (Maslow, 1968). 

4. The esteem needs. Next. people begin to look for a little self-esteem. Maslow noted two 

versions o f esteem needs, a lowe r one and a higher one. The lower one is the need for the 

respect of others, th e need fo r s tatus, fame, glory, recogni tion, attention, reputation, 

apprec iation, dignity, even dominance. The higher f01m invo lves th~ need fo r self- respect, 

inc luding such feelings as confidence, competence, achievement, maste1y, independence, and 

fi·eedom. Note that thi s is th e higher fo rm because, unl ike the respect of others, once you have 

self-respect, it' s a lot harder to lose. The negative version of these needs is low self-esteem 

and inferi01ity complexes. The really onto something when he proposed th at these were at the 

roots of many. i f not most, of o ur psycho logical problems. ln modem count!i es, most o f the 

people have what they need with regard to physiological and safety needs. More o ften than 
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not, have quite a bit of love and belonging, too. It's a little respect that often seems so very 

bard to get. (Maslow, 1968). 

These endeavors o f de fining quality of working life have included theoretical approaches. 

lists of identified factors , correlation analyses, with op inio ns varying as to whether such 

de finitions and explanations can be both global , or need to be spec ific to each work setting. 

Adams and Adams (2009) used 16 questions to examine quality of working life, and 

distinguished between foundation of di ssatisfaction in professionals, ;mtermediate clerical. 

sales and service workers, indicating that different concems might have to be addressed for 

different groups. The distinction made between job satisfaction and dissatis faction in quality 

of working life echo the influence of job satis faction theories. The th4eo tists suggested that 

motivator factors are intrinsic to the job, that is ; job content, the work itself, responsibility and 

ad vancement. The Hygiene factors or dissat isfaction avoidance factors include aspects of the 

job environment such as interpersonal relationships, salary, working conditions and security. 

Employees 
dissatisfied 

and 
unmotivated. 

Two Factor Theory - Herzberg 

~ 
0 u 

[- ~ 
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~ 
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b ';Jt .g 
unmotivated. - ~ 
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Employees 
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and 
motivated. 

Figure 2.2. Two Factor Theory (Herzberg, F., 1976). 

The most common cause of job dissatis faction can be company policy and admini stration , 

while achievement can be the greatest source of extreme satis fa ction. An individuaJ 's 

experience of sati sfaction or dissatisfaction can be substantially rooted in thei1· perception, 

rather than s imply reflecting their "real world". The quality of work life (QWL) is a wide 

spread tenn covering a vast range o f programmes, techniques, theories. and management styles 

through which organisations and jobs are designed so as to grant employees more autonomy. 

responsibility andJ authority than it is usually prepared (Ballou and Godwin , 2007). Several 

such needs were- identified: skill variety, task identity. task sign;ificance, autonomy and 
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feedback (Brim and Asplund, 2009). They suggest that such needs have to be addressed if 

employees are to experience high quality of working life. ln contrast to such theory based 

models, Bechet (2008), pragmatically, identified the essential components of quality of 

working life as basic ext1insic job factors of wages, hours and working conditions, and the 

intrins ic job notions of the nature of the work itself Bechet (2008) suggested that a number of 

other aspects cou ld be added, inc luding: individual power, employee pa1ticipation in the 

management, fa imess and equity, soc ial suppo11, use of one's present skills, self development, 

a meaningful future at work, soc ial relevance of the work or product, effect on extra work 

activities. Bechet (2008) suggested that relevant quality of working life concepts may vary 

according to organisation and employee group. Several factors add to QWL which includes 

enough and fa ir payment, safe and healthy working conditions and social integration in the 

work organisation, which enables an individual to expand and use all his or her capacities 

(Annstrong, 2006). 

2.2.1 . Measurement ofQWL 

There are few recognized measures of quality o f working life, and ofthose that exist few have 

proof o f validity and reliability, that is, there is a ve1y limited literatuJ·e based on peer 

reviewed evaluations of available assessments. A recent statist ical analysis of a new measure, 

the work-re lated quality of life sca le (WRQoL), indicates th at this assessment device should 

prove to be a useful instmment, although fUJther evaluation would be useful. The WRQoWL 

measure uses six co re factors to exp lain most of the va1iation in an individual's quality of 

working life: j ob and career satisfaction; wo rking conditions; general well-being; home-work 

interface; stress at work and contro l at work (Edwards, Van Laar, Easton and Kinman , 2009). 

The Job and Career Satisfaction (JCS) scale_of the Work-Related Quality of Li fe scale 

(WRQoL) is said to reflect an employee's feelings about, or evaluation of, their satisfaction or 

contentment with their job and career and the training they receive to do it. Within the 

WRQoL measure, JCS is re flected by questions asking how satisfied people feel about their 

work. h has been proposed that this positive job satisfaction fac tor is inOuenced by va1ious 

issues including c larity of goals and role ambig uity, appraisal, recognition and reward, 
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personal development career bene fit s and enhancement and training needs (Edwards et a/.. 

2009). 

The General well-being (GWB) scale o fthe work-related quality o f life sca le (WRQoL) ai ms 

to assess the extent to which an individual feels good or content in them. in a way which may 

be independent o f their work s ituation. It is suggested that general well -bein g both influences. 

and is influenced by work. Mental health problems, predominantly depression and anxiety 

diso rd ers, are common, and may have a major impact on the general well -being of the 

population. The WRQoL GWB factor assesses issues of mood, depression and anxiety. li fe 

satisfaL: ti on, general quality of life. optimism and happiness (Edwards eta/., 2009). 

The W RQoL Stress at Work sub-scale (SAW) reflec ts the extent to which an individual 

perceives they have excessive pressures, and feel stressed at work. The WRQoL SAW facto r 

is assessed throt:gh items deal ing with demand and perception o f s tress and actual demand 

overload. Whilst it is possible to be pressured at work and not be stressed at wo rk, in general, 

high s tress is assoc iated with high pressure (Edwards e ta/., 2009). 

The Control at Work (CAW) subscale of the WRQoL sca le addresses how much employees 

feel they can control their work through the freedom to express their opinions and being 

involved in dec isions at wo rk. Perceived control at work as measured by th e Work-Related 

Quality o f Life scale (WRQoL) is recognised as a central concept in th e understanding of 

relationships between stressfu l experiences. behavior and health. Control at wo rk, within the 

theoretical model underpinning the WRQoL, is influenced by issues of communication at 

work, d ec ision making and decision control (Edwards era/., 2009). 

The WRQoL Home-Wo rk Interface scale (HWI) measures the extent to which an employer is 

perceived to supp011 the family and home life of emplo yees. This factor exp lores the 

intetTelationship between home and work life domains. Issues that appear to influence 

employee HWI include adequate faciliti es at work, 11exible working hours and th e 

understanding of managers (Van Laar, Edwards, and Easton. 2007). 

The Working Conditions scale of the WRQoL assesses the extent to which th e employee is 

satis fied with the fundamental resources, working conditions and security necessary to do their 

job effectively. Physica l working conditions influence employee health and safety and thus 
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employee quaJity of working life. This scale also taps into satisfaction with the resources 

provided to help people do theirjobs (Van Laaret a/., 2007). 

2.2.2. Applications of QWL 

Regular assessment of quality of working life can potentially provide organisations with 

important information about the welfare of their employees, such as job satisfactio n, general 

well-being, work -related stress and the home-wo rk interface (Burke, 2009). 

2.2.3. Definitions of QWL 

To have a good understanding of the concept quality ofwork life (QWL), one must look into 

the evolutionary stages o f the concept. Even if the expression of quaJity of work life is 

relatively new, the reality it encompasses is not of recent origin. For more than two decades a 

sizable volume of literature has been developed on quality of work life. Quality of work life 

means the extent to which members of a work organisation are able to satisfy imperative 

personal needs through their knowledge in the organisation QWL could be defined as the 

quality of the relationship between the man and job (Lee eta/. , 2007). Meanings of quality of 

work life has added deserved importance in the organisational behavior as a pointer o f the 

overall ofhuman know-how in the place of work. It expresses a special way ofthinking about 

peop le their work and the organisational in which careers are fulfilled. QWL refers to the 

relationship between an employee and his environment, adding the human factor to the 

technical and economic aspects wi d1in wh ich the work is nonnally observed and designed. 

QWL focus on the problem of creating a human work ing environment where employees work 

co-operatively and the programme seeks to achieve outcomes co llectively. 

QWL refers to the level of fulfillment, motivation, and panicipation and assurance individuals 

experi ence with respect to their line at wo rk. QWL is the extent of excellence brought about 

by wo rk and working conditions which contribute to the overall conten tment and performance 

primarily at the individual level but finally at the organi sational level. Concept QWL rs a 
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nan·ow concept, it attempts to des ign work situation so as to goal process maximize concem 

fu r human we llbeing. However, Weste1man and Simmons (2007) state that qual ity of work 

life is not based on any theory. It is concemcd with overall climate of work place. Red uced 

supervis ion , increased se lf-regulation and self-management are pillars of quality of work life. 

2.2.4. Major factors affecting tbe QWL 

QWL means hav ing good supervision, good working conditions , good pay and benefits and an 

interesting. challenging, and a rewarding job. The majo r facto rs that afTect the QWL may be 

stated thus (Lee e t a/., 2007). 

Pay 

QWL is basically built around the concept of equitable pay. ln the days ahead, employees may 

wan t to panicipate in th e profits of the firm as w ill. Employees must be paid their due share in 

the progress and prosperity o f the 11nn (Bakker and Dcmerouti, 2007). 

Benefits 

Workers throughout the globe have raised their expectations over the years and now feel 

entitled to benefits that were once considered a prui o f the bargaining process. 

Job Security 

Employees want stability o f employment. They do not like to be the vic tims of w himsical 

personal policies and stay at the mercy of employers (Wright, 2007). 

Altemative Work Schedules 

Employees demand more freedom at the workplace. especially in scheduling their work (Lee 

eta/., 2007). Among the ahemative work schedules capable o f enl1ancing the quali ty o f work 

life for some employees arc: 

i.) Flexi time: A system of nexiblc working hours, 

ii.) Staggered hours: Here groups of employees begin and end work at diflcrent intervals. 
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iii.) Compressed work week: It involves more hours of work per day for fewer days, per week. 

iv.) Job enrichment: Jt attempts to increase a person's level of ou tput by providing that perso ns 

wi th exciting, interesting, stimulating or challenging work . 

v.) Autonomous work groups (AWGs): Here a group of workers will be given some control of 

decision-making and have responsibility for a task area without day-today supervi sion, and 

wi th authority to influence and control both group members and their behavior. Occupational 

Stress and occupational mental-health programmes dealing with stress are beginning to 

emerge as a new and important aspect of QWL programmes. Obvious ly, an individual 

suffering fi·om an uncomfortable amount of job-related stress cannot enjoy a high quality o f 

work li fe (Bakker and Demerouti, 2007). 

Worker Pa1ticipation 

Employees have a genuine hunger for participation in organisational issues affecting their 

li ves. Natura lly they demand far more pa1ticipation in the dec ision making process at the 

workplace. 

Sociallrltegration 

The work environment should provide oppo11unities tor preserving an employee's personal 

identifY and self-esteem through fi·cedom fi·om prej udice. a sense of community, interper onal 

openness and the absence of strati tication in the organisation. 

Work and total life space 

A person's work shou ld not overbalance his life. Ideally speaking, work schedules. career 

demands and other job requirements should not take up too n1uch of a person's leisure time 

and family life. 
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2.2.5. Ways to create high QWL 

QWL deals with the re lationship between evety employee and hi s or her work organisation. 

This re lationship is f{)lmal and is sometimes less fomla l. This contrac t is psychological; 

Psycho logical contrac t is th e set of expectations held be the indi vidual spec ifYi ng what th e 

individual and the o rganisation expect to give and receive fro m each other in the course of 

the ir working relationship . T his contract represents the expected exchange of va lues that 

encourages the individual to work for the organisation and motivates the organisation to 

e tnploy that person , (i.e.) contribution and incentive (Wright, Cropanzano and Bonett, 2007). 

Finally. these measures are based on theoretical fi·ameworks that are rare ly spelled out. This 

may be due to the fact th at, as with the other measures, they are largely ad hoc and based on 

some processes o f consensus o f what constitutes a standard or an impot1ant aspect of job 

qu ality. An employee' perspectives and expetiences in relation to each job quality component, 

reveals what fac tors detetmine the QWL fo r employees, and how the QWL can be improved. 

Employees reveal through the ir wo rk experience what fac tors impact on th e qualit y of a job 

(Ciapp-Smith, Vogelgesang and Avey. 2009). 

2.2.6. Quality of Work Life Concept 

To improve the quality of wo rk life, the work satisfacti on o f emp loyees is to be considered as 

a moti vational strategy. The improvement in the quality o f work life is sought to be achi eved 

th rough re-organisational and re-structuring of job content (Wan , 2007). Quality o f wo rk life 

scheme invo lves changes in values, n01m s. systems, styles processes and suuctu res in the 

organisational process. The main thmst is in optimising the job sati sfaction ava il able to 

employees. ln the tota l system o f quality o f work li fe, the process o fbtinging desired change 

itscl f is vely important . It has been proved that pa11ic ipati ve process where the emplo yees 

concemed are involved in b1inging the change b1ings more effective results. In the views o f 

W1ight (2007), qu ality o f work life is more than simply a concept, means o r an end . It 

embodies the fo llowing inte r-re lated sets of ideas: 
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a) Ideas dealing with a body of knowledge, concepts. experiences related to the nature, 

meaning, and struc ture o f work; 

b) Ideas dealing with the nature and process o f introducing and m anaging organisation change; 

and 

c) Ideas dealing with outcomes of res ults of the change process. 

The concept of quality of work li le views work as a process of interaction and joint problem 

so lving by working people-managers, supervisors, and workers. 

2.2.6.1 Criteria for Quality of Work Life 

According to Edward eta/. (2009), quality of work life encompasses va rious aspects re lating 

to: 

(I) Working Environment and 

(2) Employee Motivation. 

These aspects are summed up as below: 

(1) Quality ofWorking Environment 

Quality of work environment is an essential e lement fo r quality of work life. The managemen t 

can nonnally ensure such an environment in the following way: Continuous, committed and 

concerted housekeeping, sa fety provisions and promotion, welfare amenities upkeep and 

en vironment, and occupational health and medica l setv ices. Safety culture is an essen tial 

element in the quality of work life (Ho lton, Dent and Rabbens. 2009). The environmental 

facto rs like san itation, drinking water, rest shelte rs. ventilation, lighting faci liti es etc . do affec t 

the quality of wo rk life . These factors requi re continuous improvements (Edward et a/.2009). 

(2) Motivational Factors Employee motivation 

The main activ ity for human resource development thrust on quality or work life. The fac tors 

re lating to employee moti vation are: Proper communication at shop level. The main objec t o f 

human resource development philosophy is respect for the dignity of the worker as a human 

being and moti vates his enormous potential for contribution and growth (Edward et a/.,2009). 

Human resource deve lopment efforts have therefore to gain the con fid ence of the worker that 

he is seen as a member who is impor1ant to the organization (Kamvar, Singh and Kodwani, 
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2009). Proper communication plays a pivotal role to achieve resu lts m this ptio rity area. 

Employee motivation consists of: 

(i} Proper communication at Shop-level , 

(ii) Employee facilities, 

(iii) Employee performance recognition, 

(iv) Employee panicipation with team spit it, 

(v) Development and job redesign and job emichment, 

(vi) Dynamic HRD facto rs, and 

(vii) Status of family. 

Researchers have found th at an individual's QWL is influenced by his or her work experience 

and future career expectations (Holton et a/., 2009). Expectation is a belief about the 

probabilities associated with a future state of affairs (Kanwar eta/., 2009), and the anticipation 

of what will happen. There is a long lineage, in the relevant literature, to demonsn·ate more 

favorable outcomes are realized when employee expectation are unders tood, communicated, 

and consistentl y measured (Malaysian Employers Federati on, 2007). 

2.3. Communication and information flow influence on performance 

Martel and Dupuis (2006) explain QWL as the quality of the relationship between employees 

and the total working env ironment, with human dimensions added to the usual technical and 

economic cons iderations. Definitions o f QWL have changed focus and have been used at 

diflerent times to refer to different variables (Elisaveta, 2006) and may also mean different 

th ings to different people in different roles (Ballou and Godwin, 2007). It is observed that the 

method of defining QWL is varied , which compri ses of several different perspectives (Dolan 

et a/2008) with a result that QWL has been understood as the workplace strategies. operations 

and environment that promote and maintain employee satisfaction aimed at improving 

working conditions for employees and organisational effecti veness (Mattei and Dupuis, 2006). 

Clearly, a range of j ob and organ isational factors can contribute to QWL, and individual 

uniqueness and c ircumstances can have an impact on the QWL experiences of the employees 

(Dolan el a/. , 2008). 
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A similar stance is taken by many human relations theorists who have proposed th at 

understanding employees is fundamental for achieving good service and customer satis faction 

(Kanwar et a/ .. 2009). But, according to Nelson and Cooper (2007), workers' expectations and 

work related problem awareness are not static, which can result in a shi ft of focus on QWL 

valuation. When the actual experiences differ fi·om initial expectations, employees experience 

unmet expectations the the01ists refen·ed to this as occupational reality shock. The impact o f 

met or unmet expectations on turnover or turnover intentions has been investigated in vatious 

studies to reveal dysfi.tnctional work outcomes are linked with gaps between experienced and 

preferTed expectations (Wtight, 2007). 

Consequently, given the relativity of met and unmet employee expectations on employee 

satisfaction and turnover, the study presented here explores the feasibility of ascertaining a 

procedure that can be adopted to understand the extent of employee expectations as a means to 

detennine the dimensions of QWL (Mru1el and Dupuis. 2006). Understanding the concept of 

quality is indescribable. There is an overabundance of definitions as many authors have 

attempted to delineate the fundrunental differences bet\veen products and services (Malaysian 

Indus tries Development AuLhurity, 2009). According to Madlock (2008), employees are the 

internal customers and their jobs are cons idered as intemal products. Complementing this 

stand Mountain States Employers Council (2009), and Nelson and Cooper (2007) futther 

explain that intemal marketing is more imp011ant than conventional external marketing, 

wherein internal marketing embraces the philosophy of treating employees as internal 

customers and setting s trategies to shape job products to fit human needs. Situations where 

employees are considered internal customers and are engaged in contingent organisational 

practices the intemal marketing initiatives have led to excellent service and successful external 

marketing (Luthru1s and Youssef, 2007). Thus, the advocation that satisfi ed employees provide 

a higher level of extcmal service quality, which can lead to increased customer satisfaction 

(Miller, 2008). Inducting quality into the work lives of employees is an enviable challenge and 

inevitable for any organisation. This is particularly vital for the service sector employees, as 

was suggested by Luthans and Youssef (2007) that organisational success and worker well 

be ing must be complementary. 
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ln spite of the various studies projecting the conuibution ofQWL, there is still a lack of both a 

universally accepted definition and a clear cut understanding ofthe QWL concept and what it 

entails (Mat1el and Dupuis, 2006). The intang ibility, variability, and perish abi lity of the 

service process together with the volatility of customer expectations are some of the prominent 

dimensions that inhibit the delineation of the phenomenon of QWL. Interestingly, managers, 

commentators and social scientists have either avoided the task or have been unable to develop 

a contemporary service QWL c1iteria during the past three decades. Since the clarification of 

the mystery by Elisaveta (2006) who advanced a conceptual ization of QWL, he observed the 

ongoing changes of workers' desire as a result of their interactions with the wider socio 

cultural environment during their life courses. Besides the traditional methods of information 

shru·ing through house journals, notice boards, shop campaigns, etc., no velty can be 

experienced fo r orienting shop communication in tune w ith the process of work. 

(i) Employee faci liti es 

Grievance redressal is a mus t for an organ isation. G1ievance handling has advat1ced fi·om a 

formalistic system to a predictive culture. Moving close with the workers and shop grievance 

enquiries reveal the problems of the workers not only at the workplace but also beyond its 

petiphery (Luthans and Youssef, 2007). Canteen facilities have become a must today. Canteen 

facilities form an important factor in determining the estimation of worker on the company's 

care for him. Generally the co-operative stores are set up to enable the workers to acquire 

experience in the process of management autonomy. All these effor1s are made with the desire 

to keep the worker constructive ly engaged in the work place. Provision of catering se1vices to 

the shop floor and mobile van setvices to scattered places are effo11s to extend satisfaction 

levels of employees. Home counseling is also undenaken to positi vely correlate the living 

habits with work attitudes (Eiisaveta, 2006). 

(ii) Employee perfonnance recognition 

Recognition of employee's perfonnance increases their morale and stimulates an urge to excel 

in the work place, spreading cheer to the families and enhat1cing the social status of the 

employee. A sometjmes photograph of good perfonners are displayed and al so at felicitation 
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functions publicity in house journals. letters of appreciation- all these increase the morale of 

the individual and team efforts to boost the quality of work (Elisaveta, 2006). 

(iii)Employee participation with team-spirit 

To maximise enrichment of quality of work life, the management has to generate team spirit 

and a sense of involvement among the workers. For instance, the activities like celebration of 

the anniversaty o f th e commissioning the depat1ment, by involving all the staff give a sense of 

togethemess among them (Luthans and Youssef, 2007). Fotmation ofpat1icipative group like 

quality circles enable the committed work teams, voluntarily take up improvements in their 

area of work. 

(iv) Development and job emichment 

Job satisfaction increases work efficiency and hence they are indispensable elements of wo rk ­

life. Initially the human resource development aims to develop the knowledge and skills ofthe 

worker to keep pace (Luthans and Youssef, 2007). Human resource development attention on 

shop training activit ies and multi-skill development have positively shaped the attitudes and 

competencies of the workforce and improved the possibilities to optimise their utilisation. 

Fmmulation, propagation and adherence to standard operating practices on specific work 

positions, impa11ing shop based training through unit training centres, multi-trade training and 

induction orientation for fi·esh recruits, identification of the skill needs of the existing 

employees in the revised job combinations and enrichment of their knowledge/competencies 

through on-the job training are the various activities in this regard (Marte l and Dupuis, 2006). 

(v) QWL and HRD effons 

Evolving dynamic HRD strategies also boost the quality of work life of the employees. 

Human resource development philosophy strongly believes that the workers involved in the 

process of work are the best qualified to bring about improvements in their area of work. 

Every worker has creative abilities, which can be tapped through managetial encouragement 

and suppon. From this angle the suggestion scheme has emerged as a dynamic human 

resource development mechanism (Manel and Dupuis, 2006). While the attraction of awards 

for the suggestions is an 0 nshoot 0 f the scheme, the satisfaction potenti al inherent in the 

25 



implementation of the worker 's own ideas of improvement provides the dli ve and impetus to 

the improvement effot1s in the shop-floor. 

2.3.1. QWL and increasing the status of the family 
The family o f the employees may not have a proper understanding of the work place in which 

the employee spends a major portion of the day and earns li ving. Hence the family members 

may not know his pressures of work, day to d ay stresses and strains, the nature of his 

responsibility and the implications of his job accountability (Madlock, 2008). A person goes 

fi·om home everyday not merely to eam their livelihood but to play a meaningful role as a 

strong link in the human chain of the company. Thus, he lives in between two worlds, that is, 

his sphere of activities at the work-place and a different wo rld at home. Human resource 

development takes care of the respons ibility of uni fying these two worlds. The interactions of 

managers with the fam ily members and the watmth of hospitality create a climate of 

home liness in the organisations. This practice has brought the families closer to the company 

and enabled them to develop right attitudes to the working life of the employees. Porter (2006) 

has identified eight dimensions, which make up the quality of working life fi·am ework . They 

are as follows: 

(i) Adequate income and fair compensation 

Motivation expetts believe that money is s till an impot1ant motive, which makes people work 

on the job. However, people also want to see faimess and adequacy in their pay rewards. 

Equal pay for equal work and pay that is linked to responsibili ty, skill, perfo tmance and 

individual accomplishment are viewed with g reat importance. Pay must also be competitive 

with the extemal labor market and should be respons ive to prevailing practices and changing 

economic conditions. 

(ii) Sate and healthy working conditions. 

An organisation must create working conditions that are physicaJi y and psychologically safe 

for its workers. The emergence of ergonomics in the 1950s has signi ficant ly improved 

equipment des ign and plant layout to enhance the physical as well as psychological comfot1 

and safety of the workers. 

(iii) Immediate oppommity to use and develop human capacities. 
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Deve lopment of its workers involves training, skill developments, recognition , and promotion. 

Work assignments should be made challenging enough to expand skills. abilities, and 

knowledge. They should create a posit ive effect on self-esteem, autonomy, involvement and 

motivation. 

(iv) Opponun ity for continued growth and securi ty 

There must be employment, wh ich provides for continual growth and job and income security. 

Opponunities for training and advancement should be considered 

(v) Social integration in the work organ isation 

The work environment should provide opp011unities for preserving an employee's personal 

identity and self-esteem through freedo m from prejudice, a sense of community interpersonal 

openness and the absence of stratification in the organisation. 

(vi) Constitutionalism in the work organisation 

There shou ld be the right to personal privacy. free speech and equitab le treatment. m the 

workplace. 

(vii) Work and the total li fe space 

A person's work should not overbalance his li fe. Tdeally, work schedules, career demands and 

travel requirements should not take up too much o fhis leisure and family life. 

(v iii) Social relevance of work life 

The standing of an o rganisation in soc iety can influence an employee's value of his work and 

career. The workers perceive the organisation to be socially responsible in its products. waste 

disposal, marketing techniques, employment practices and so f01th. 

2.3.2. Popular QWL Programmes 
There arc innovations and implementations of vanous schemes to have good work ing 

condi tions and congenial work environment to the workers and the organisations for high 

productivity, service efficiency and effectiveness (among others). To attain an improved 

quality o f work lite (Madlock, 2008). Quality of work li fe denotes the expe1ienced "goodness" 

of working in the organisational settings. One of the principal problems with the term is that 

quality of work life is not a s ingle or a specific notion (Ma1tel and Dupuis, 2006). It consists of 

a whole parcel of terms and notions, all of wh ich really belong under the working life 
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umbrella 1) Industrial effectiveness, 2) Human resource development, 3) Organisational 

effectiveness, 4) Work restructure, 5) Job cmichmcnt, 6) Socio-technical systems, 7) Working 

humanization. 8) Group work concept, 9) Labour management co-operation, 1 0) Working 

together; wo rker's involvement, worker's pa11icipation, 11 ) Co-operative work structure. 

Annstrong (2006) has established some popular QWL Programmes which are given in Table 

2. 1. 

Table 2.1 Popular QWL Programmes 

Programme Description 

Flexi time A system of flexible working hours. Flexi time serves as a working 

scheduling scheme allowing individual employees, within established 

limits, to control and redistribute their working hours around 

organisational demands. 

Job enrichment A programme of redesigning employees jobs to allow greater autonomy 

and responsibility in the perfonnance of work tasks. 

Management by Participation on an employee with his superior in seeing employee goals 

objectives ''MBO'' those are consistent with the objective of the organisat ion as a hole. 

MBO is viewed as a way to integrate personal and organisational needs. 

-- -- -- --
Staggered hours A work-hour arrangement of overleaping schedules of predetennined 

hours established for the total work fo rce. In a staggered work-hour 

scheme, groups of employees begin and end work at different interva ls. 

Socio-technica I systems A physical and technological redesign of the work place fo r employees 

with human consideration of the work force. 

.lob rotation A progranune in wh ich employees continue their present job , but duties 

are added with the intend of making the job more rewarding. 

Autonomous work A form of participation in which the group of workers are given so me 

groups control of decis ion-making on production methods, destribution of tasks, 

recruitment of team members, selection of tea m leaders, work schedules, 
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etc 

Employee participation A programme aimed at a grater sharing of responsibility for decision 

making. 

Annstrong (2006) has identified the following common problems o fimplemcntmg QWL 

programmes. 

(a) Managerial Attitudes 

The philosophy of quality of wo rk life is based on the belief in worker paJticipation. This 

implies that management must be prepared and wi lling to allow its employees some say or 

influence on dec isions about conditions or processes which affect their work tasks and 

environment (llies, Schwind and Heller, 2007). Traditional managers may perceive this 

phenomenon as a challenge to their rights to control and to make decis ions, which influence 

worker's work and environment. They may not be willing to d elegate decis ion-making to the 

rank and file level (Armstrong, 2006). Managers generally believe that employees are 

inherently lazy, lack responsibility, and require close supervision, are likely to resist any 

attempt towards QWL pogrammes. Such managers wi ll set objectives for subordinates and 

will limit employee participation. A change in managetial attitudes at all levels is impottant in 

order that any QWL programme be successful (Bakkers and Demerouti, 2007). 

(b) Union Influence 

Labour unions can impose s ignificantly on the success and failu re of QWL programmes. 

Union leaders often believe that quality of work life projects are management's tools to 

improve produ ctivity or to speed up work performance in order to extract more work from 

workers without cotTcsponding compensation. Each of these in vatying degrees of 

inadequacies identifi es a pa11 of the large whole that quality of work life seeks to identi fy. 

Quality of work life is a common concern, not only to improve life at work, but also life 

outside work. After a ll , the two cannot be linked. Quality of 

work life concept enumerated by Bakkers and Demerouri (2007) is as structured below: 

29 



{ 

Global Role of work in one·~ hfe 

Q. \V. L.--- · -{ Job <md org:mis<~tion ·~ phys ical ell\·ironment 
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Job l'Outeut 

Figure 2.3. The QWL concept (Bakkers and Demerouti, 2007) 

Described by Candace, Vance and Stafford (2008) as the job charac teti stics approach , thi s 

method consists o f identifying the key elements that contribute to job quality while examining 

these elements against specific jobs (Candace et a/., 2008). A study of this nature has the 

potential to provide a better understanding of the key detenninants of job quality and will help 

to determine where these conditions are located in tenns of controllable or uncontrollable 

factors, and what measures can be taken to manipulate these factors to improve work 

experiences. Quality of working life has been differentiated from the broader concept o f 

quality of life (Boezeman and Ellemers, 2009). 

To some degree, this may be overly simplistic, as Hies eta/. (2007) concluded that quality of 

work perfotmance is affected by quality of life as well as quality ofworking life. However, it 

will be argued here that th e specific attention to work-re lated aspects of quality of li fe is valid . 

Whilst quality of life has been more widely studied (Elias, 2009), quality of wo rking life, 

remains rel atively unexp lored and unexplained. A review of the literature revea ls relatively 

little on quality of working life. Where quality of wo rking life has been explored. write rs 

differ in their views on its' core constituents (Fields, Wilder, Bunch and Newbo ld , 2008). 

It is argued that the whole is greater than the sum of the pa11s as regards quality o f working 

life, and , therefore, the failure to attend to the bigger picture may lead to the failure or 

intetventions which tackle only one aspect (Elisaveta, 2006). A clearer understanding of th e 
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inter-relationship of the various facets o f quality of working ljfe offers the opportunity lor 

improved analys is of cause and e ffect in the workpl ace. This consideration of quality of 

working life as the greater context fo r vario us factors in the workplace, such as job satisfaction 

and stress, may offer opportuni ty for more cost-effecti ve interventions in the workplace. The 

effective targeting o f stress reduction, fo r example, may otherwise prove a hope less task lo r 

employers pressured to take action to meet govemmental requirements (Eiisaveta, 2006). 

Work satis faction is the outcome of an individual' s cognitive evaluation process with regard to 

his or her needs and the poss ible rewards he or she may receive in rctum for the additional 

conuibution. As challenge-related stressors are considered by managers as obstacles to 

overcome personal growth and gain (Mazerolle and Bmening, 2008), indiv iduals are 

pa11icul arly motivated to take on the increased demands if pay o ffs in tenn s o f career 

perspectives are ex istent (Kammeyer-Mueller and Judge, 2008). 

2.4. The effect of skiU development and training on employees' performance 

It emphasizes that an individual is the main s ignificant resource in the organisation as he or 

she is responsible and capable of can·ying out their day to day job desc1iption and they should 

be treated with pride and respect (Abdulla eta! .. 2008). The exploration of quality of wo rking 

life, cons idered what appears to be the relevant fac to rs, which includes: work invo lvement, 

intri nsic job moti vation, higher order need strength, perceived int1ins ic j ob characte1istics, job 

satisfaction, life sati s fac tion, happiness, and self-rated anxiety (Boezeman and Ellemer, 2009). 

They discussed a range o f con·espondence derived fi·om their work, such as those between 

work invo lvement and job satisfaction. intrinsic job motivation and job satisfaction, and 

perceived intrinsic job characteri stics and job satis faction. Jt was di scovered that for a 

moderate association between total job sati sfaction and total life sati s faction and happiness. 

wi th a less strong. but signi ficant assoc iation with self-rated anxiety (Tho mas, 2009). 

Thus, whilst some authors have highligh ted the workplace aspec ts in quality o f working li fe, 

others have acknowledged the relevance of personality fac tors. psycho log ical well being. and 

broader concepts of happiness and li fe satis faction. Factors more obv ious ly and direc tly 

affecting work has, however. served as the main focus of attention. as researchers have tri ed to 
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mock out the important influences on quality o f working li fe in the wo rkpl ace. Ugboro (2006) 

indicated that quality of working life was associated with satisfaction with wages. hours and 

working conditions, describ ing the " basic elemen ts o f a good quality of work life" as: safe 

work environment, equitable wages, equal employment opponunities and oppo1tunities fo r 

ad vancement. Tho mas (2009) listed what he illustrate as typ ical indicators o f quality of 

working li fe. including: j ob satisfac tion, job invo lvement, work ro le ambiguity, work role 

conflict, work ro le overload, job stress, organisational assurance and tum-over intentions. 

Reutilization of job content was explored, sugges ting that this facet should be investigated as 

pa11 o fthe concept o f quality of working Jjfe. 

The Researchers have made a di stinction between specific types o f intrinsic need satisfaction 

of employees and showed that sati sfaction o f autonomy needs and cotTelated needs are more 

relevant to employee' job satis fac tion and their intentions to remain in the organisation. Purani 

and Sahadev (2008) examined the influence of e mployee demographics on job satis fac tion 

among technical service employees in nine di ffer,ent organisations. Their study accomplished 

th at there were no s ignificant d ifferences among the employees w ith regard to job training 

satisfaction in relation to dimensions like variety in terms o f age gro ups, gender and 

race/e thnicity (Boezeman and Ellemer, 2009). 

2.5. Leadership and its influence on job satisfaction and employees' 

performance 

Other things seem to be more likely to make peoplle feel good about wo rk and themselves once 

the basics are OK at wo rk. Challenging work (not too little, not too much) can make them fee l 

good. Similarly, oppo11unitics for career progression and us ing th eir abilities can conuibute to 

someone's quality of working li fe {Wtight et a/. , 2007). Thompson indicated quality o f work 

life programs a movement toward greater engagement with th e cooperation, knowledge and 

tactic ski lls o f the work fo rce. Martel and Dupuis (2008) argue that the number o f emphasis 

have been made in the humanization of work inc luding: the need to protect the worker fJ-om 

hazards to health and safety. the wage work bargain, the protection o f workers from hazards of 

illness and unemployment and the protection of t he worker fi·o m arbitrating the authority of 

management. 

32 



The cuJTent unsteadiness in the economy. brought about by the 2009 recession. is forcing 

employers to reflect on and tac kle a wide range o f factors that influence employee 

performance. Due to the increased number of hours employee spends at work, and the cuJTent 

anxiety many expe1ience fi·om the fear of potential layoffs. loss of motivat ion is common in 

the workplace (Patalano, 2008). Since unmo tivated employees may underperfo nn and may no t 

be easily engaged during economic depression , companies must look to altemative 

encouragement methods to reward valued employees. Employees can no longer rely on la rge 

cash rewards for a job well done. As the economy continues to stmggle through a slow 

recove1y, cost-cutting procedures may remain in effect fo r many years, making it necessnry 

for employers to develop cost-e ffec ti ve methods of maintaining employee motivation at a time 

when merit increase, bonus, and incentive program cash reserve budgets remain tight 

(Madlock. 2008). 

In vestigatin g success ful methods to stimulate non-cash incentjve programs to benefit 

employees should be a key cons ideration of management both in times of economic 

improbabi lity, as well as in periods of prospe1ity. Pos itively influenced , engaged, and 

motivated employees are essenti al to the future success o f companies (Luthans, Avey and 

Patera, 2008). Managers must work to unders tand factors d1iving moti vation within their 

work fo rce. When asked what factors tended to moti vate their employees. managers g uessed 

that good wages and job security wo uld top employee li sts, but their people always alluded to 

their feelings appreciated and being inform ed (Pata lano, 2008). 

2.6. Compensation and salary influence on performance of employees 

Moody (2007) emphasizes that quality o f work life implies job secUiity, good working 

cond itions, adequate and fair compensation, more even than equa l employment oppo11unity all 

together. In their excessive lite rature review, Luthans eta/. (2007) viewed quality o f work life 

more broadly as an individual' s evaluation o f the outcome of the wo rk relationship . They 

observed that a employee may be sa id to enjoy :a high quality of working life when he has 

positi ve feelings towards his j ob cmd its future prospects, is motivated to stay on the job and 

performs well and feels his working life fits well with his private life to a fford him a balance 

between the two in tetms of his personal values. 
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Luthans el a/. (2008) suggested that there are eight major conceptual areas for understanding 

quality of work li fe. These are the following; adequate and la ir compensation, safe and healthy 

working conditions. development of human co mpetencies, growth and securi ty, social 

integration, constitutionali sation and total li fe space and social reli ance. Various other studies 

conducted on quality of work life include employment conditions, employment security, 

income adequacy. pro fit sharing, equity and other rewards, employee autonomy. employee 

commitment. soc ial interac tion, self esteem. self express ion. democracy, employee 

sati sfaction, employee involvement, ad vancement, relations with superviso rs and peers and 

job enricl1ment (Luthans eta/.. 2008). 

Since an employee's response to effot1S on the patt o f management to improve motivation is 

not dependab le, an effective leader should put into practice only those methods that motivate 

employees individually and the entire workforce collectively. Conversant and effective leaders 

who are thoroughly aware of employee moti vational needs can help direct companies through 

fin ancial or economic improbability. While some may scoff at the idea o f motivating 

employees without the use of bonuses or cash incentives, research clearly indicates that a 

number o f other methods can be j ust as useful (Phattanacheewapul and Ussahawanitchakit, 

2008). 

l.t1 addition, leadership prac tices that include management of employee strengths. in an 

amalgamation with effec ti ve and regular communication, further contribute to the motivation 

of employees and persuade higher levels of achievement. Employee motivation is 

consequential both fi·om within the employees themselves. and from forces within the 

organisation. These moti vational dri vers can be explained through exttinsic and intrinsic 

motivational behav iors. Extrinsic rewards don' t come li·om the work itse lf; they are 

highlighted by superv isors to ensure that wo rk is done properly and that the regulations are 

fo llowed (Edwin eta/., 2008). 

Meurs, Breaux and Pen ewe (2008) remarked that should an employee have positive 

perception o f the quality or work life in the company, he would further probably stri ve to 

futther improve the working conditions, increase production and quali ty products. The 
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experiences o f a fair number of organi sat ions indicate that a number of spec ific ro les and 

structures and the support systems, must be in place and func tioning effecti vely in ord er that 

the qu ality o f work lite programmes rem ain viable grow, in vo lve. pem1eate th e organisational 

culture and produce long tenn success and benefit s (Lee e1 a! .. 2007). The cross nation 

experiences amply demonstrate th at improvement in quality o f work li fc has de finite potenti a l 

and scope in improving produc tivity (Luthans et a!.. 2007) and overall organisational 

effectiveness as al so reducing grievances, tumo ver and absenteeism and industrial acc idents 

(Moody, 2008). 

Extrinsic rewards also inc lude reward such as sa lmi es, bonuses, commissions. perks, benefits, 

and cash awards (Thomas, 2009). Extrinsic behaviors inc lude actions perfonned to avoid 

retribution as well as actions used to attain material or soc ial rewards (Ed win et a /. , 2008). Ln 

contrast to extrinsic rewards, intrinsic rewards come to wo rkers d irectly fi·om the work they do 

for satis fac tions like pleasure o f workmanship or the sense th at they are really he lping a 

customer (Sammer, 2009). The author fu rther details fo ur intrinsic rewards that lead to 
.) 

employee commitment at wo rk. These intrinsic rewards inc lude, (I) a sense o f choice, o r the 

ability of employees to do something the way they believe it should be done; (2) a sense o f 

competence when job responsibilities o r activiti es a re perfonned well ; and (3) a sense o f 

meaningfulness in the ir work, or. in other words, the degree to which the work intention is 

important o r worthy. 

The final intrins ic reward is a sense of progress. or mak ing a s ignificant advance toward 

accompli shin g the purpose (Tho mas, 2009). lnttins icall y-mo ti vated behaviors generally 

inc lude those activiti es employees perform because they are be lieved to be important, and are 

typically perfo nned for th e individual's own sake (Ed win e/ a/., 2008). The ideas presented by 

Thomas regarding extrins ic rewards highlight the bas ic need employees have to obtain 

satisfaction from the work they perfom1. While emp loyees may remain moti vated in the 

de fic iency of some fi·ac tion o f intrinsic rewards, a complete lack of any intrins ic reward is 

like ly to have a negati ve effec t on employee mo ti vation and commim1ent. Multiple 

motivational facto rs are typ ically present in th e workplace; bo th intrinsic and cxttins ic 

moti vational factors o f vario us types in 0 ucnce the behavior o f employees. Whether employees 
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are intrinsically motivated, extrinsical ly motivated or both at any point in time rel ies on an 

ample range of factors. These factors include personal traits such as personality, principles and 

desires the environment of the employee's occupation, and the scenery of the organisation 

(Dolan eta/. , 2008). 

2.7. Stress at work and its influence on performance 

Stress in the workplace has increased over the past couple of decades. Occupational stress can 

be one of the most debi li tating types of stress there is. Overworked managers no longer have 

the time to acknowledge their employees in positive ways (Handola, Bmnner and Mam1ot, 

2006). Disrespect and rudeness are two of the big attitudinal problems in some businesses. 

There is a loss of connectedness with the workers, people feel isolated and unsuppotted in 

their work. Add to this the addition of the part time marginalized worker, must be on call at 

the whim of the employer, only allowed to tum down so many shifts, no benefits and 

frequently lower wages. This means that these people do not know how)much money they will 

have coming in each month, they try to take on another part time job (Ogunjimi, Ajibola and 

Akah, 2006). 

Stress in the workplace is becoming a major concern for employers, managers and govem ment 

agencies, owing to the occupational health and safety legislations requiring employers to 

practice 'duty of care' by providing employees with safe working environments which also 

cover the psychological wellbeing of their staff (Handola eta/., 2006). 

Each profess ion has its own unique factors that may cause stress; below are some causes of 

stress that cross many professions: 

• Increased workload 

• Organisational changes 

• Lack of recognition 

• High demands 

• Lack of supp01t 

• Personal and family issues 
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• Poor work organisation 

• Lack of train ing 

• Long or difficult hours 

Inadequate staff numbers and resources 

• Poor management communication 

• Lack o f contro l or input 

There are suggestions to effecti vely manage wo rkpl ace stress. Organisations can educate their 

employees to recognise the signs o f stress. Where poss ible, organization can give their 

employees the chance to be involved in decisions and actions that affect their jobs. Improve 

employer-employee communications by providing employees with oppo1tunities to socialise 

together. Be understanding of employees' personal and fami ly responsibilities and ensure that 

employee workloads suit their capab il ities and resources (provi9e more training and resources 

if not).Provide supp01t (intemally or extemally) for employees who have complex stTess 

issues in that way employees can reduce their overall stress by regu larly exercising, as this 

releases happy h01mones .Eat ing a healthy diet, as stress depletes v ital nutli ents and getting 

adequate rest. Using tea and lunch breaks, reading, listen to a relaxation CD or have a five­

minute power-n ap. Playing re laxing music at wo rk, buming aromatherapy oils or being more 

organised (Lovelace, Manz and Alves, 2007). 

Get up earlier to have more time. Delegating responsibility where possible and taking time 

out to laugh by tell ing someone a joke. Avoidi ng caffeine and sugar, although this may 

provide an instant lift it later depletes the body of energy and nutrients. Taking time to do 

things that bring enjoyment and pleasure, which makes the work environmen t pleasurable. 

Have relaxing sounds in the fonn of music or a water fountain. Have enjoyable smells by 

buming candles or aromatherapy oils. Hang beautiful pictures or posters on the wa lls; have 

photos or flowers on the desk. Keep a joumal that monitors dates and times of stress to detect 

re-occutTing pattems and to help you di scover changes you may need to make. 

Sometimes trying to implement change (even for the better) can itself cause stress and prevent 

a person remaining motivated. In this case it is imporiant to get suppori fo r your stress fi·om a 
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counselor, docto r, naturopath, friend, peer or life coach who spec ializes m stress issues 

(Nielsen, 2006). 

The bene fits o f a systematic and jo int approach to reduc ing work stress are: 

• Increased producti vity; 

• Dec rease in absentee ism; 

• Improved mo rale; 

• Decrease in wo rkers' compensation claims; and 

• Reduction in workplace accidents. 

The most impo1tant benefit in reducing workplace stress is that it will pro mote a pleasant work 

environment for alL Creating a high performance organisation is a popular theme in the 

training and deve lopment fie ld. To survi ve in these competitive times, companies can't afford 

anything less. Creating a high perf01mance organisation requires understanding what factors 

influence perfo 1nance. One o f the most s ignificant factors is stress (Lovdace eta!. , 2007). 

Historically, stress lhas been viewed as an inevitable consequence o f work life; or at most, a 

health care issue. Ne ither view begins to capture just how costl y this problem is to employers . 

Research shows that stress interferes with human intellectual, emo tional, and interpersonal 

functioning (Ogunji1mi , Ajibola and Akah, 2006). In fact, nearly every popular tTaining and 

organisational deve lopment initiative is directly compromised by the intellec tual , emotional, 

and interpersonal consequences of stress. In workplaces where employees fee l helpless and 

disempowered , they are less likely to think in intelligent, creative ways (Handola eta/. , 2006). 

Another important implication, and this is home out by o ther research, is that perceived 

control plays a majo r ro le in whether a person is affected by a potenti ally stress ful workplace. 

Workers in j obs with similar demands, but different levels o f contro l. exhibit very di fferent 

psychological and phys io logical responses. Wi th the same demand tevel, workers in low 

contro l workpl aces a rc s igni tlcantly mo re affected by their wo rk (W1ight, 2007). 

38 



(i) Effects o f stress and the Loss of Creativity 

Creative and innovative thought are at the herut o f the leaming organisation. An organi sation's 

ab ility to innovate is perhaps the most important source of competiti ve advantage. 

Organisations which know how to stimulate and leverage innovative thought arc able to 

respond more rapidly and resou rcefully to market changes and customer requirements than 

their slower, less innovative competitors (Ogunjimi , Ajibola and Akah, 2006). Desp ite the 

tremendous contribution innovative thought makes to organisational survival. most 

organisations don't realize how they prevent such thought from being exercised in their 

organisation . The typical high s tress workplace the physiological and psychological effects of 

stress on the human brain and mind compromises such creativity and innovation (Cappelli, 

2009). 

(ii) Pressure and perfmmance the inverted U 

The relationship between pressure and performance is explained in one of the oldes t and most 

important ideas in stress management, the "Invetted-U" relationship between pressure and 

perfonnance (see below). The Inve1ted-U relationship focuses on people's perf01mance of a 

task (Handola e ta/ .. 2006). 

The left band side o f the graph is easy to explain for pragmatic reasons. When there is vety 

little pressure on one to cru1y o ut an imp01tant task, there is little incentive fur individuals to 

focus energy and attention on it. This is particulru·ly the case when there may be other, more 

urgent, or more interesting, tasks competing for at1ention (Cappelli, 2009). 
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figure 2.4 . lnver1ed U relationship between pressure and perfonnance (Cappelli , P .. 2009) 

As pressure keeps on increases, then en ter the area ofbest pcrfonn ance. Here. there are able to 

focus on the task and perfonn we ll there is enough pressure on to focus attention but not so 

much that it disrupts the performance (Hando la eta/., 2006). 

2.8. Health, wellness and safety programm es influence on performance 

Whils t th ere has, for many years, been much research into job satisfaction, and, more recently, 

an interest has arisen into the broader concepts of stress and subjective we ll-being. the prec ise 

nature o f the re lationship between these com:epts has still been little explored (Kell em1an , 

2007). Spector, (2008) recently repo11ed that at low leve l of well-be ing at work is estimated to 

cost about 5-10% o f Gross ational Product per ann um. yet quality of working life as a 

theoretical construct remains re lati vely unexplored and unexplained within the o rganisational 

psychology research literature (Kutuvill a. 2006). 

Most people recognize the impo r1ance o f sle•eping well, and ac ti vely try to enjoy the le isure 

time that they can snatch. But all too often, people tend to see work as something they j ust 

have to put up with, or even something th ey don ' t even expect to enjoy (Well ness 
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Profess ionals Salaty and Benefits Survey Analysis, 2009). Some o f the factors used to 

measure quality of working life pick up on things that don't actuall y make people feel good, 

but which seem to make people fee l bad about work if those things are absent (Baker and 

Dutton. 2007). 

The environment provided by the organisation has an important intluence on the psychological 

health of its employees, and, therefore, the health of the organisation itself(Gilson, 2008). The 

resourcefulness of the employees in an organ isation depends largely on the environment at the 

workplace, and it has been suggested that due attention be paid in providing a satisfying and a 

high quality work environment for the employees commensurate with other associated work 

factors (Gruman, Saks and Zweig, 2006). Also, the impottance of the workplace as providing 

a sense of community for workers has been highlighted in a number of s tudies (Gilson, 2008). 

Futthermore, the conununity is now centered on the workplace rather than the home (Holton 

el a/. , 2009). 

Some have argued that quality of working life might vary between groups of workers. For 

example, Kammeyer-Muell er and Judge (2008) made a finding with regard to a number of 

factors contributing to job dissatis faction and quality o f working life in nurses, inc luding: poor 

working environments, resident aggression. workload, inability to deliver quality of care 

prefeJTed, balance of work and family, shi ft work, lack of involvement in decision making, 

professional isolation, lack of recognition , poor relationships with supervisor/peers, role 

conflict, lack of opp01tunity to learn new skills. However, marginal differences were observed 

among the employees on job satis faction with regard to other dimensions like type of the job, 

status of the job and possession o f the job (Himelstein, 20 1 0). Halbesleben and Whee ler 

(2008) conducted a similar research and s tudied the impact of work life balance and be 

exhausted on job satis faction in the context of the lnf01mahon Technology (IT) and 

Information Teclmology Enabled Serv ices (ITES) industiies. Their findings revea led that 

while work life balance and job satis faction were positively related to each other, de­

motivation , fatigue and meaninglessness were negatively related to job satisfaction . 
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2.9. Workplace flexibility influence on employee performance 

Data on many job quality components (such as individual independence, observe, and 

managerial relationships) are o ften unavailable, or are unusable because o f the uncer1ainty 

and/or inconsistencies surTounding the ir measurement (Gong, Huang and Farh , 2009). 

Furthem1ore, Chan and Doran (2009) highlight th at even where satisfactory measures o f job 

characteristics exist; their interpretation is often dependent on the individual preferences of 

employees . Disposing those job characreristi<.;s that lack clear, definite measures and data i ~ 

also challenging as it can result in incomplete and potentially misleading index-scores. 

Ano ther difficulty associated with this approach is the de tem1ination o f how much we ight to 

attach to each jo b quality component when calculating th e index (Ciapp-Smith. Vogelgesang 

and Avey, 2009). 

Several research studies were conducted about the role of job satis faction on the employee 

tumover, less research ev idence is available on how it affects the employees' performance, 

inventiveness at work and other employee intentions. Wright et at. (2007), made an attempt to 

scrutinize the re lationship beriveen work family enrichment, job satisfaction and turnover --objective. Their fmdings discovered th.atwork to fami ly enrichment is strong ly related to work 

re lated variables such as job sati sfacti ~ n, turnover intentioJs. Their research also highlighted 

that famil y to work emichment has less impact on employee job satisfac tion. A similar 

research was made by Chan eta!. (2009) to calculate the possible relationship that could exist 

between fl exible wo rk an·angement, job sati sfaction and tumo ver intentions. Clapp-Smith et 

a/. (2005) conducted a research study on the possible relationship between the job satisfaction 

and fl ex ible wo rk ammgements and enrichment. 

Their research results revealed that when employees give back more positi ve attitudes it will 

result in higher job satis faction and lower tumover intentions. Pr~sent day research studies 

described the concept o f job satis fac tion as a weigh up state th at vaties over a period time 

(llies er a/., 2007). Ano ther research study made by Ed win and Naomi (2009) scanned how 

intrinsic need satisfaction o f the employees at work influences their attitudes towards job. 

Their findings revealed that employee job sati sfaction and intent to remain in the organisation 

are re lated and they can be best explained and predicted by other variables like autonomy 

needs and satis fac tion o f relatedness needs. Gong et a/. (2009) examined the re lationship 
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between employee creativity and job perfonnance. They identified two variables, employee 

teaming orientation and transfonnational leadership and examined their e lTects on employee 

creativity through employee creative se lf-efficacy. 

They found that employee creativity was positi vely related to employee sales and to 

supervi sor-rated employee job pertormance. Employee teaming orientation and 

transformational leadership were also positively related to employee creativity, and these 

relationships were mediated by employee creative self-efficacy (Burke, Matthiesen and 

Pallesen, 2006). It was al so obsetved that creati ve perfotmances of employees may vruy 

across the organisational cu ltures and it may include formulate new procedures or processes 

for carrying out tasks, design ing pioneering products or serv ices to meet customer needs 

(Chan et a/. , 2009). Creative responses may also take the fonn o f enhancement of existing 

procedures o r processes to enhance efficiency (e.g ., through reducing the resources needed to 

complete a task), or the discovery of altemative procedures or processes that are more 

effective (Buker et a/ .. 2006). In addition. other employees may take up a narTati ve, usefu l 

idea and app ly and . develop it in their own work (Chan et a!. , 2009). As a result, the 

petformance of an entire unit or organisation may improve. 

2.1 0. Work-life balance effectiveness on employees' performance 

It has generally been agreed however that quality of working life is conceptually similar to 

well-being of employees but differs fi·om job satisfaction which solely represents the 

workplace domain (Carlan, 2007). A recent publication of the National Institute o f Clinical 

Excellence (N ICE, 20 10) emphasizes the core ro le of assessment and understanding of the 

way working environments pose risks for psycho logical wellbeing through lack of control and 

excessive demand. The emphasis placed by NICE on assessment and monitoring we llbe ing 

springs from the fact that these processes are the key first s tep in identifYing areas fo r 

improving quality of working life and addressing risks at work. 

According to Boyle (2006), literatu re on QWL is limited and several studies commonl y 

corTelate with job satisfaction. According to Bloom Krestchmer, and Van Reenen (2006), the 
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most common assessment ofQWL is the individual attitudes. This is because individual work 

attitudes are important indicators of QWL. Individuals selectively perceive and make 

atttibutions about their jobs in accordance with th e expec tations they bring to the workplace. 

Therefore it is clear that, job characteristics and organisational settings have impottant 

influence on the employee's work attitude. Results o f the study conducted by Elias (2009) 

verified the cotTelative relationship between quality ofwork life and satis faction with de finite 

job attributes in regard to job contents and work env ironment. 

Research indicates th at a climate fo r employee well being serves as a foundation for a c limate 

for service (Halbesleben and Wheeler, 2008). Therefore, if employees perceive an 

organisation as o ffering a good work env ironment in retum for their contribution to an 

organisation, then it is likely that employees w ill report higher levels of perfo rmance and job 

in vo lvement. Employee satis fac tion fac i~itates superior performance and also greater anraction 

and retention of the best employees, thereby enhancing the ability o f the organisation to 

deli ver higher quality services (Himelstein, 2010). This study is appropriate for the 'service 

sector employees', where 'quality' in the work life o f an employee re flects spontaneously in 

mental and phys ical well being and is duly trans ferred as 'quality' in the service towards 

customers. Realisation has dawned among researchers and practitioners that customers are not 

just extemal , but th at the organisation has intemal customers as well , that is, their employees 

(Adam, 2006). 

The impottance o f 'work' and th e li fe associated to the 'work place' for an employee is gaining 

signif1cance. Hence, organisations and employees have to find ways to respond to the new 

realities in the workplace. This notion signals a need fo r further research in the area o f QWL 

(Eianain, 2009). Often employees statt jobs w ith expectations based on their li fe experiences. 

career aspi1·ations, and personal characteristics (Long, 2007).' Research has found vati ation 

between relevant work expectations and the actual experienced states o f these perfom1ed s tates 

to be an important factor influenc ing employee turnover (Mountain States Employers Council, 

2009). ln addition. wo rk re levant expectatio n has been linked to satisfac tion by expectation 

confinnation theory (We llness Pro fessionals Salary and Bene fit Swvey Analys is, 2009). 

Moreover, studies have confirmed that satisfied employees are more likely to be highl y 

motivated, have a good moral e at wo rk. and gi ven the opportuni ty can wo rk more ef fec ti vely 
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and efficientl y (Wtight et a /. , 2007), and in teams are more productive (Himelstein, 20 I 0). 

Hence, employers are challenged to provide benefits and services for their employees, so as to 

bener satisfy them in the quest to provide an effecti ve and efficient service to the custo mers 

(Long, 2007). 

2.11 . Research questions 

South Afii can Revenue Services (SARS), has recently experienced many work related 

problems which are re fl ected by symptoms such as: absentee ism, high tumover rate levels, 

poor work mo rale. poor perfo rmance, negative employer - employee relationship . These 

multiple problems have had negati ve impact on the quality of work life of employees and on 

employee perfom1ance. The foUowing research questions have emerged fi·om the literatw·e 

review: 

2.11.1 General question 

What is the general attitude o f employees o f SARS personnel and admini strati ve depanments 

on QWL in SARS? 

2.11.2 Specific questions 
l. What effect has adequate and fair compensation had on QWL of the employees in 

personnel and administrati ve dcpa1tments in SARS? 

2. What are the results o f safe and health working conditions m SARS on QWL of 

employees in personnel and administrative departments in SARS? 

3. How bas immediate oppottunity to use and develop human c apacity influenced QWL 

of the employees in personnel and administrati ve depattments in SARS? 

4. How has stress in SARS influenced QWL of the employees in personnel and 

administrative deprutments in SARS? 
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2.12. Conclusion 

Whilst there has, for many years, been much research into job satis faction and , more recently, 

an interest has arisen into the broader concepts of stress and subjective well- being, the precise 

nature of the relationship between these concepts has still been linle exp lored. Stress at work 

is often considered in isolation, wherein it is assessed on the bas is that attention to an 

individual's stress management skills or the sources o f stress will prove to provide a good 

enough basis for effective inte1vention. Alternatively. job satisfaction may be assessed, so that 

ac tion can be taken which will enhance an individual's performance. Somewhere in all this, 

there is often an awareness of the greater context, whereupon the home-work context is 

considered , for example, and othc;:r factors , such as an individual 's personal characte1istics, 

and the broader economic o r cultu ral c limate, might be seen as relevant. In thi s context, 

subjective well -being is seen as drawing upon both work and non-work aspects of life. 

Where quality of working life has been explored, writers differ in their views on its core 

constituents. It is argued that the whole is greater than the sum of the pruts as regru·ds quality 

of working life, and . therefore, the failure to attend to the bigger picture may lead to the failure 

o finte1ventions which tackle only one aspect. A clearer understru1ding of the inter-relationship 

o f the vru·ious facets of quality of work ing life offers the opportun ity for improved analysis of 

cause and effect in the workplace. 

This consideration of quality of working life as the greater context for various factors in the 

workplace, such as job satisfaction and stress, may offer oppo1tunity for more cost-effective 

inte1ventions in the workplace. The effective targeting of stress reduction, for example, may 

othetwise prove a hopeless task for employers pressured to take action to meet govemmental 

requirements. Some of the studies reviewed also con-elate quality o f work life dimensions with 

occupational s tress dimensions. They revealed empirical evidences on the relationship 

between organisational roll stress and perce ived quality of work life . 

Thus the review of literature helped the researcher to identifY the possib le co1Telates of the 

dependent variables. Chapter 3 provides a description of the research design. This will 
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amongst others include the content relating to the organisation studied. the target population. 

sampling techniques. the sample. analysis of data collection instruments and techniques used. 
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Chapter Three 

Research Design and Methodology 

3.1. Introduction 

In the previous chapter, th e research problem was stated in tenns of fi ve questions th at remain 

unanswered fi·om the literature reviewed. This chapter dcsc1ibes the research methodology 

used in this study to collect data to answers to the raised questions. Research methodology 

refers to the s teps or approach taken to link the research questions and objectives to data 

co llection, analysis. and interpretation in a logical manner (B adenhorst, 2007). The 

methodology to be used for a panicular research problem must always take into account the 

nature of the data that will be co llected in the resolution o f a problem (Leedy & Omrod, 2005). 

Himelstein, (20 I 0) defines research design as a well-organised method of scientific research. 

Research design is a process by which data is co llected, i.e. the philosophy of th e research 

process. It is a plan which inc ludes aspects of a proposed research stud y fi·om the 

conceptualisation of the problem right to the dissemination of the find ings. It is also referred to 

as an overall plan by which research questions are answered o r hypotheses are tested. Anyone 

who has ever held a job knows what a majo r role it plays in one's eve1yday life. Ofien, even 

beyond the hours of attendance required, work occup ies one's thoughts, detennines one's 

schedule for the cl ay, gives one access to consumer products, contlibutes to one's social 

identity and may even, in cen ain cases, detennine one's decision on whether or not to have a 

fami ly (Badenho rs t. 2007). In shon, fo r a vast propo11ion of the population. work (or lack of 

work) represents the connection - and the quality of that connection - that links one to the 

outside world. Ln order to improve our knowledge of the complex mechanisms that regulates 

the relationship between an individual and his or her work (Cham1az, 2006). 

The aim o f the study is to determine the quality ofwork life and its impact on perfonnance of 

the SARS employees at Mmabatho branch in the o11h West Province. To validate this, it is 

necessa•y to co ll ect inf01mation from a targeted population using con·ect methodology and 
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analyse the responses. OveralL thi s ch apter describes the research methodology used in this 

study: the data co llection method chosen, types o f questions th at can be as ked and 

development of the questionnai re , the SUJvey populat ion and sample size determination; data 

handling and concludes with the discussion of a researcher' s comp lian ce with research eth ics. 

Thi s inc lud es the assumption and values that serve as a rationale for research making. 

3.2. Research Type 

T his study adopted a case study research method. In this method, the investigator typically 

observes the variables under study without manipulating them (Beck and Manuel, 2007). This 

design is approp ri ate for the study because it does not allow fo r the manipulation o f the 

vari ables. T he study employs the use o f a questionnaire. 

3.2. 1. Qualitative and Quantitative research 

An examination o f the quan tita ti ve and qualitative paradigms will he lp to identify th e ir 

strengths and weaknesses and how th e ir di vergent approaches can complement each othe r. In 

most cases. researchers fall into one o f the two camps either re lying exc lus ive ly upon 

"objective" survey questionn aires and statistical analyses and eschewing warm and fuzzy 

quali tati ve methods, or us ing only qualitative methodo logies, rej ec ti ng the quan titative 

appro ach as decontextualising human behavio r (Creswell, 2008). However, social marke ting 

researchers recogn ize that each approach has positi ve attributes. and tha t combining difTerent 

methods can result in ga ining the best ofboth research wo rlds . 

Quantitative research uses methods adopted fi·o m the ph ysica l sciences that are designed to 

ensure objec tivity, gcneralisability and re liability (Caulley. 2007). These techniques cover th e 

ways research par1ic ipants arc se lected randomly fi·om the stud y p opulation in an unbiased 

manner. the standardized questionnaire o r intervention they receive and the s tatistical methods 

used to test prede termined hypotheses regarding the re lationships between sp ec ific variab les . 

T he researcher is considered extern al to the ac tual research. and results are expected to be 

replicable no matter who conduct the research. 

The s trengths o r the quantitative parad igm are that its methods produce quantifiab le, re liable 

data that are usuall y genera lisable to some larger population. Quantitative measures are o ften 
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most appropriate for conducting need assessment or for evaluations comparing outcomes 

wi th baseline data. This paradigm breaks down when the phenomenon under study is dil'ficu lt 

to measure or quant ify. T he greatest weakness of the quanti tative approach is that it 

decontextualiscs human behavior in a way that removes the event from it real world selling 

and ignores the eiTccts of variables that have not been included in the model (Creswe ll , 2008). 

Qua li tative research methodologies arc designed to provide the researcher wi th the perspective 

of target aud ience members through immersion in a culture or si tuation and direct interaction 

with the people under study. Qualitative methods used in soc ial marketing include 

ob ervations, in-depth interviews and focus groups (Glantz, 2008). These methods are 

des igned to help researchers understand the mean ings people ass ign to social pheno mena and 

to e luc idate the mental processes underlying behaviors. Hypotheses arc generated during dnta 

collection and analysis. and measurement tends to be subjective. In the qualitative paradigm, 

the researcher becomes the instrument o f data collection, and res ults may vary greatly 

depend ing upon who conducts the research (Day. 2007). 

Table 3 .1: Qualitative and Quantita tive research 

Qualitative Quantitative 

"All research ult imate ly has "There's no such th ing as qualitati ve data. 

a qualitati ve ground ing" Eve1ything is e ithe r I or 0" 

- Donald Campbell - Fred Kerlinger 

The ann IS a complete, de ta iled The aim is to classify features, count them, 

desc1iption. and construc t statistical models in an attempt 

to explain what is obsetved . 

Researcher may o nly know roughly Researcher knows clearly 111 ad vance what 

in advance what he/she is looking fo r. he/she is looking for. 

Recommended during earlie r phases Recommended during latter phases of 

of research projects. research proj ects. 
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The design emerges as the study All aspects of the study are care fu lly 

unfolds. designed before data is co llected. 

Researcher IS the data gathering Researcher uses tools, such as questionnaires 

instrument. or equipment to co llect numerical dat a. 

Data is in the fonn of words , pictures Data is in the form o f numbers and statistics. 

or objects. 

Subjective- individuals? Objecti ve? seeks precise measurement & 

interpretation of events is impottant analys is of target concepts, e.g. , uses 

,e.g., uses pmticipant observation , in- surveys, questionnaires etc . 

depth interviews etc. 

Qualitative data is more 'rich', time Quantitative data is mo re efficient, able to 

consuming, and less able to be test hypotheses, but may miss contextual 

generali zed . detail. 

Source: (Creswell, 2008) 

3.2.2. Differences between Quali tative and Quantitative methods 

There has probably been more energy expended on debating the differences between and 

relative advantages of qualitati ve and quantitati ve methods than almost any other 

methodologica l topic in social research. Tt may seem odd that I wo uld argue that th ere is littl e 

difference between qualitati ve and quantitative d ata. After all. qualitative data typically 

consists o f words whi le quantitative data consists o f numbers. 

Table 3.2: Differences between Qua li tative and Quantitative methods 

Qualitative Methods Quan titative Methods 

Methods include focus groups, in-depth Sutveys 

inte1views, and reviews 

Primatily inducti ve process used to fonnulate ' Primarily deductive process used to test pre-
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theoty specified concepts, constructs, and hypotheses 

that make up a the01y 

More subjective: describes a problem or More objective: provides observed effects 

condition from the point of view of those (interpreted by researchers) of a program on a 

experiencing it problem or condition 

Text-based Number-based 

More in-depth infonnation on a few cases Less in-depth but more breadth of infonnation 

across a large number of cases 

Unstructured or semi-structured response Fixed response options 

options 

No statistical tests Statistical tests are used for analysis 

Can be valid and reliable: largely depends on I Can be val id and reliable: largely depends on 

ski ll and rigor of the researcher 1 the measurement device or instTw11ent used 

Time expenditure lighter on the planning end Time expenditure heavier on the planning 

and heavier during the analysis phase I phase and lighter on the analysis phase 

Less general isable More generalisable 

Source: (Creswell, 2008) 

Intercultural researchers are deemed to have ce11ain chall enges due to cultural, linguistic, 

business practice, and communication differences of the research pa11icipants, survey 

respondents, and interviewees. Combing quantitative and qualitative methods helps to prevent 

some of these challenges and manage others. The fo llowing section highlights strengths and 

weaknesses of the quantitative and qualitative methods experienced by intercultural 

researchers. Th is intercultural study employed both quantitative and qualitative methods of 
., 

inquiry. The researcher experienced a number of advantages of applying both quantitative and 

qualitative methods in this intercultural research (Day, 2008). Quantitative methods ensured 

high levels of reliability of gathered data. Qualitative method allowed for obtaining more in­

depth infonnation about how the managers perceive intercultural communication competence 

and its relationship with the perfotmance of multicultural teruns. The use of different research 

methods allowed building on the strengths of each method and minimizing their weaknesses 

(Himelstein, 2010). The weaknesses of the quantitative method, such as failure to provide 
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information about the context o f the s ituation, inabil ity to control the environment. and pre­

dctennined outcomes, were compensated by interaction with the research par1icipants during 

interviews, fi lling of questionnaires, learning about th e context. and uncove1ing new research 

themes (Halcomb, 2007). 

3.2.3. Research Design 

A research design entail s the an·angement of conditions fo r collection and anal ysis of data in a 

manner that aims to combine relevance to the research purpose wi th econo my in procedure. h 

is concemed with finding out how QWL is practiced at SARS at their various depat1ments . 

The accessible population used is both simple rando m and strati fied sampling since the target 

population is extensive (Hi lyer, 2008). The extensive and the detail ed nature of the data 

co llected justifi ed the use of this research design. The design was based on the assumption that 

population surveyed is a representati ve of the who le population . Questionnaires were issued 

on the sampled population. The study suffe rs time deficiency due to its extens ive nature but 

this was not significant enough to invalidate the study. The qualitative approach can serve the 

following purposes. namely description, interpretation , verification and evaluation. 

Quantitative research is mainly aiming at observation studies, con·elation research, 

development designs and survey research (Leedy and Onnrod, 2005). This study is 

approached with a quantitati ve research methodology as the study aims at examining the 

con·elation between information quality and management decisions and the extent to which 

info rmation quality impact on quality o f manageri al d ec isions. As indicated earlier, Hilyer 

(2008) defines a research design as a plan, which includes every aspect o f a proposed research 

stud y from the conception o f the problem ri ght to the dissemination o f the findings. It is 

fill1her sa id to be an overall plan by which research questions are answered or hypothesis 

tested (Morse and Richards, 2007). Therefore it is at this s tage when research questions and 

prob lem areas o f the research were dealt with. A research design is intended to provide: 

• A plan to be fo llowed by the researcher in the s tudy; 

• A simpl ified approach: and 

• And a conso lidated , explorative guidelines th at ensures that the project plan 

stay focused. 
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3.2.3.1 . The study a rea 

The study is carri ed out in South Aftican Revenue Setvice (SARS) at Mmabatho Branc h 

Offices in the N011h West Province of South Africa, which is an admini stratively autonomous 

o rgan o f government. It is outside the public service but within the public administration. 

3.2.3.2. Target Population 

The target population included middle and junio r staff of admini strati ve depanme nt in SARS. 

Summaty o f instrumentation of the data co llection generally. the research instrument proved 

to be effective and reliable to the study. 

Table 3.3. Population at SA RS 

No of Dept Sections within SARS No E mployees 

I National Faci lities Projec t 2 

2 Employee Re lat ion I 

3 Finance 2 

4 Excise 3 

5 Accounts Maintenance 4 

6 Co llcctions II 

- -
7 B IU 6 

I' 
8 CRM 5 

9 BCOCC 3 

10 Audit 14 

II TPS (back/ 11-ont o ffice) 20 
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12 BEADS 6 

13 CI 3 

14 Support Services + BM 3 

15 Tax Payer Education (TPE) 8 

16 Cash Hall 2 

Total 93 

3.2.3.3. Sampling design and size 

Ln thi s research stratified and simple random sampling techniques were utili sed. It was used to 

select the middle and junior officers from which to collect the information from. This is fi·om 

the population from which the study was can·ied out. Maureen and Jarrett (2007) states that 

purposive sampling is characterized by the use of judgment and a deliberate effort to obtain a 

representative sample by including presumably typical areas of the group in the sample. The 

stratified sampling techniques is generally important because it gives the researcher a chance 

to select the place wh ich he/she feels best for him and can offer the best infonnation for 

example SARS Mmabatho. 

Sampling strategy that is design and size depends on the research paradigm. The quantitative 

method requires random and representative sampling characterised by larger samples (Leedy 

and Onmod, 2005). Sampling. according to Creswell (2008), means taking any portion ofthe 

population as representati ve of the target population. A population is a set of all cases of 

interest (Maureen eta/. 2007). The population of interests for this study is all the middle and 

junior sta fT of the administrative department in SARS Mmabatho branch in the North West 

province. 

Kzillen. and Jan·ett (2007) have provided a table for the establishment of the appropriate 

sample size (S) based on the size of the population ( ). In tenns of this study. for N = 93, S = 
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70. therefore, for this study, S will be taken as 70. Thus, a mrmmum of 70 completed 

questionnai res will be required fo r meaningful conclusions to be drawn from the data gathered 

fi·om the survey. 

3.2.4. Data to be JUsed 

Primary and Secondary Data 

Primary data refers to original info rmation that is collected by the researcher specifically for 

the research study at hand, for example data obtained through unterviews and surveys. 

Secondary data re:fers to infonnation that has been previous ly gathered by someone else for 

some other purpose which can be reused by the researcher. Seconda1y sources include books, 

journal anicles, and repor1s among others. Leedy and Omrod (2005) refer to primary data as 

layer closest to the tmth and secondary data as a layer fa r1her away, which are not derived 

from the truth itself but fi·orn the primary data instead. For this s tudy both primary and 

secondary data were used. To extract meaning fi·om the data, we emJPioy what is commonly 

called research methodology (Leedy and Omrod, 2005). A survey was used to acquire primary 

data: and secondary data will be drawn mostly fi·om organ izational annual repo r1s, company 

magazines and availab le literature in the academic fi eld. 

3.3. Data collection method 

The researcher visited the depa11ment w ith the quetionnaire. The questionnaires were 

admini stered to each respondent. On completion o f the questionnai res, they were co llected 

thereafter from the: respondents for data analysis. 

3.3. 1 Methods for· collecting primary data 

There are several types of research methods that can be used to collect prunary data. 

Interviewing is probably the most common data gathering method in qualitative research 

(Leedy et a/., 2005). It can be described as the meet ing of two persons to exchange 

information and idleas through questions and responses, resu lting in communication and joint 

construction of m•eaning abou t a pa11icular topic (Anselm, and Corbin, 2007). In qualitative 

studies, interviews are often quite open-ended; however in survey research interviews are 

fai rly stmctured (Leedy eta/ .. 2005). 
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a) Interviews 

According to Leedy and Onnrod (2005), in quantitative research inte1views are more 

structured than in Qualitative research. In a structured inte1view, the researcher asks a standard 

set of questions and nothing more 

b) Survey 

A swvey is characterised by the systematic collection of numeric I quantitative data fi·om a 

group of entities using direct obse1vation. The aim of a survey may be to: 

• Describe (exploratory research); 

• Examine conelations and associations; 

• Explore differences; 

• Identify a trend ; and 

• Test a theoretical model (Leedy and Ormrod, 2005). 

In this study, the prima1y data was collected by means of sUivey usmg a structured 

questionnaire which was hand delivered and to some emailed to the middle and junior staff of 

administrative departments of SARS who were asked to fill in the questionnaire. The reason 

for taking this route is time and cost efficiency given the geographic location of business units 

and the s ize of the company. A survey is a good way, often the only way, of getting a picture 

of the curTent state of a group , a community, an organization, an electorate, a set of 

corporations, a profession. Ln many cases, these surveys are snapshots, pictures of a particular 

point or period in time, although there are longitudinal sutveys which take place over longer 

pe1iods. Leedy eta/. (2005) concur with that by stating that the survey research captures a 

fleeting moment in time, much as a camera takes a single-frame photograph of an ongoing 

activity. 

3.3.2 Questionnaires 
The questionnaires were used as the data-gathering tool. This allowed the collection of 

quantifiable and qualitative data and allowed for the analysis of this data to detennine pattems 

and relationships . The proposed survey questionnaire was on word document. The personnel 

who were selected were asked use the e-mail or to manually complete the survey. Both Yin 

and Osborne (2008) have found significantly faster response times with e-mail surveys. 
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Emails will include a short disclaimer describing the purpose of the study (Refer to appendix 

A). ln order to improve the response rates, the original email was followed by a reminder (Ref 

to Appendix B), which was sent two weeks after sending out the questionnaire. A copy of the 

questionnaire was also attached as a convenience to the participant and to prevent the loss of 

the questionnaire fi·om being cited as a reason for the lack of a response. 

Advantages 

• It can be kept for future reference. 

• The respondent does not fear because he is alone 

• Questions guide on the way to answer 

• It does not take so much of the researcher's time. 

Disadvantages 

• lt is expensive to print them out 

• Some may not be returned hence it becomes unreliable 

• There is no contact between the researcher and the respondent 

• Researcher cannot provide guidance on the difficult questions 

Questionnaires should be as btief as possible and solicit only that infonnation essential to the 

research project (Leedy and Onnrod, 2005). ln order to help maximise the number of 

responses to the questionnaire, a number of questions was limited to no more than 15 

questions. The questionnaire consisted of 2 sections (Refer to Append ix C). The first section 

of the questionnaire was aimed at gathering biographical data on the respondents including 

age, gender, qualifications; and fi·equency as well as the level of decisions that are nonnally 

made by a respondent, while the second section focused on specific questions with regard to 

the extent the infonnation quality impacts on managerial decisions (Day, 2007). Responses are 

made on 5-point scales scored so that a high score was indicative of greater uncettainty or 

complexity. Other questions required a yes or no answer and others were open ended 

questions where the respondent was expected to support their response by providing more 

details (Hilyer, 2008). To ensure that respondents shared a common notion of information 
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quality, a definition was given m the questionnaire. The table below rete rs to the 

questionnaire outline. 

Table 3.4: Questionnaire Outline 

A sho11 disclaimer desc1ibing the purpose o f the study -Refer to Appendi x A 

Question naire - Refer to Appendix B 

Section l Gathers biographica l data on the respondents including age, 

Questions I to 6 
gender, and qualifications 

Secti on 2 Looks at fi·equency in decis ion making as well as the leve l of 

Questions A to D 
dec is ions that are nonnally made by a respondent. 

Sec ti on 3 Focuses on spec ific questions with regards to the extent the 

Questions 1 to 25 
quality of work life impacts on productiviti es. 

3.3.3. Data collecti on procedures 

The researcher personally visited the various depanments within SARS with the research too l 

and made some follow ups. The questionnaire was administered to each respondent. On 

completion of the questionnaires. researcher then collected the questionnaires from the 

respondents for dat a analysis. 

3.3.4. Scoring of the resea rch instruments 

The questionnaire consists of various categories of questions and scales. Most us ing either 4 or 

5 linkert scale format. The respondents were instructed to tic k an appropriate box for each 

question. An open - ended question was also included. 
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Data collected was presented in the form of graphical representations, pie cha1ts. tables and 

measures of central tendencies. 

3.3.5. Data organisation and analys is 

Data analysis entai ls the computation ofcenain measures along with the search for pattems of 

relationships that exists among the data collected . ln fe rential analysis techniques were applied 

in analysing questions in the questionnaires that apply rating scales. This makes it possible to 

use quantitative ana lysis to rank the subjective and intangible components in the research 

.Information collected in the interv iews and open ended questions was analysed quantitatively 

us ing descriptive statistical methods such as percen tages and frequencies. The analysed data is 

presented using, fi·equency tables, pie charts and bar char1s as appropriate. To analyse the data 

effectively Statistical Package for Social Sciences was used. 

3.4. Types of variables 

Each question in a questionnaire or collected in quantitative research. gives rise to a va1iable. 

A variable is thus an empirically observable characteristic of some phenomenon that can take 

on more than one value or response c atego ry (e.g. gender, job level, level of agreement with a 

statement, profit, percentage o f budget spent on advert ising (Day, 2008). 

a) NominaJ variables -the response catefori 

assigned to the response categories have no oth 

• Nominal variab les allow us to categorise responses 

• For nominal variables researchers can determine how many (frequency) or what 

percentage of responses fall in each category 

• The response categories should be mutually exclusive and collectively exhausti ve 

• Numbers assigned to the catego ries have no numerical meaning 

b) Ordinal variable - the response categories have a certain order and the numbers assigned to 

the response categories also have an order. 
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• An ordinal vatiable allows us to categorise responses 

• Can determine how many (or what%) of responses are in each categ01y 

• The order of the numbers assigned to the categories have meaning 

• The numbers assigned to ordinal variables do not have meaning 

• An ordinal va1iable allows us to rank or order responses 

• The difference between consecutive catego1ies need not be the same 

c) Ratio variable- a numerical variable where there is some standard tmit of the prope1ty being 

measured. The distance between consecutive numbers is the same. Hence one can make 

accurate statements on the differences between cases. 

• A ratio vatiable allows us to categ01ise responses 

• We can detennine how many (or what %) of responses are in each categoty 

• The numbers assigned to a ratio vatiab le have numerical meaning 

• The order of the numbers assigned to the categories have meaning 

• A ratio allows us to rank or order responses 

• The distance between two cases can be calculated, i.e. we can say how much more or 

less of the measmed property cases contain 

• The ratio oftwo responses can be calculated 

A combination of va1iables was used in the survey. ln order to identify pa1ticipants, nominal 

and ordinal va1iables would be used. Survey questions would vary from ordinal to ratio 

vatiab les, depending on how the questions are posed. 

3.5. Ethical considerations pertaining to the study 

According to Hilyer (2008), the researcher may delete all names and identifiers fi·om the data 

and report only on the broad categoties of responses to help ensw·e confidentiality. In this 

study, patticipants remained anonymous and the participation was enti rely volwltruy. It was 

considered unethical to use any personal details of respondents in the repo1t, which can 

identify who the respondent is (Badenhorst, 2007). Each pa1ticipant was inf01med of the exact 

nature of the research and participation in the survey was entirely volunta1y. Panicipants were 

assured that the infotmation provided would not be used for any purpose other than stated 

(Day, 2008). If this type of research has been conducted by other researchers, researchers will 
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ensure not to commit plagiarism and to give credit to all authors that were drawn fi·om to 

compile the body of knowledge for the research study. 

3.6. Validity and reliability of data 

To achieve reliability and validity of the data co llected, and increase the response rate, 

questions were designed effectively, structuting questjunnaires well , and undettaking a pilot 

study. Reliability of questionnaires allowed accurate data to be collected and ensured that the 

data collected was consistent (Mahoney and Goe1tz, 2006). 

When admin istering the data co llection instrument the researcher first conducted the 

ad ministration deprutment to gain their cooperation. explained the purpose of the study and 

assembled key contact in fo tmation. Data instruments were personally administered because of 

providing ass istance to respondents to answer questions cotTectly and ensured quick response 

to questionnaires (Loseke and Cahil, 2007). 

3. 7. Conclusion 

This chapter descibes the research design ru1d methodology used in this study. FU!t her, it 

looked at instrumentation , reseru·ch type, population, sampling method , and data gathering 

methods from a theoretical perspective. A discussion of how these were appl ied in this study 

was also presented. Justifications for the choices made were also given. The next chapter 

presents the study findings that would be used in rejecting or accepting the rai sed questions. A 

questionnaire is a convenient method of data collection, which was used in this study. Finall y 

the technique chosen for this study is a descriptive technique. This type of teclmique involves 

the presentation of data through tables and percentages. Chapter 4 covers a presentation and 

ru1alysis and interpretation o f data. 
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4.1. Introduction 

Chapter 4 

Data Analysis 

ln this chapter the results of the research are presented. The stud y employed an interview­

based exploratory qualitative design. The research methodology was used to assess the quality 

of work life among the employees at SARS in Mahikeng Region. This chapter provides an 

analysis of data which has been collected from the responden ts. Th is assisted to identify 

critical findings consequently recommendations wi ll be noted. Questionnaires were used to 

gather information . The o bjective of this chapter is to conduct analysis of the collected data 

using methods described in Chapter 3. Tables and graphs arc used to summa1ise data. Boyle 

(2009); Spector (2008) and Wright (2007) state that the true test o f a competent quantitative 

research comes in the analysis of data, a process that requires analytical c raftsmanship and the 

ability to capture understanding of the data in writing. 

In addition, su1veys (questionnaires) are distributed to large numbers of people, they provide 

concrete, speci fie and unambiguous questions, and allow for statistical analysis to take p lace 

(Brim, and Asplund. 2009). FU!theimore, survey research is use ful for prediction and 

desc ription (Carl an. 2007). 

This chapter outlines the results o f the sample selec ted , the response rate and the 

demographics. Job re lated indicato rs of pa1tic ipants based on stress o f employees and the job 

itself. Qual ity of work life based on clearly d efin ed jobs, Pol icies and organisational stll.lcture, 

decision mak ing. rewards and performance, pay po licy, career advancement. training and 

development of employees and resources provided by SARS arc discussed. 

4.2. Selection of the sample 

Employees wo rking at SARS were selected for the purpose of this study, moreover s imple 

random sampling and stratifi ed sampling or accidental sampling. Simple random and stratified 
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sampling refers to the case where the data is extensive and detailed (Hilyer, 2008). It is not 

possible to determine the likelihood of the inc lusion of all representative elements o f the 

population into the sample. Some elements might even have no chance of being included in 

the sample. It is thus difficult to estimate how well the sample represents the population and 

this makes generalisation highly questionable. Out of 93 questionnaires sent out, a total of 77 

usable questionnaires were returned , representing an overall response rate of 82, 8 % (n = 77). 

The sample was made up of both males and females , fi·om all the ethnic groups within the 

organisation. The disadvantage of the above-mentioned (simple random and stratified 

sampling) is the time deficiency due to its extens ive nature by this will not be signi ficant 

enough to invalidate the study. 

4.3. Response Rate 

The total number of 93 questionnaires distributed at vanous depattments in SARS, and 

seventy-seven pattieipants completed and returned questionnaire. These respondents are rrom 

these departments namely:- National facility project, employee relation, Finance, Exc ise, 

accounts maintenance, Collections, BIU, CRM, BCOCC, Audit, TPS, BEADS, CI, Support 

services, Tax payer education and Cash hall. The respondents were cooperati ve and shared 

info nnation freely. Finally, the objectives o f the research projec t, which were highlighted in 

Chapter I, and will be revisited . Respectively a report back on analysis will provide an 

overview of the extent to which some of patticipants were real and an extent to which some 

were not practical. 

4.4. Demographics 

This section discusses the personal data of the respondents. Also covers the general objective 

ofthis study, being to understand the QWL at work place and the problems that are associated 

with it. There are oth er fac to rs that contribute to the problem that are discusses in this sec tion . 

Questionnaire was answered by males and females, as seen in later, females dominated. A 

description of the biographical characteristics of the sample in tetms of age, gender, length of 

setvice, matital statu s, qualifications. language, levels of management and culture will follow. 

The following research infonnation was collected from the research patticipants. 
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4.4.1 . Please indicate your age group 
Figure 4.1 . Age group ofthe respondents. 

50 

Research suggests that older employees tend to experience higher levels of job satisfaction. 

This difference may be atnibuted to better adjustment at work, better conditions and greater 

rewards at work (Patrick, 2008). As figure 4.1 shows, the majority ofthe respondents are from 

the age of 31 to 50 years with 85.8 percent. Whereas the minority of the respondents are fi·om 

less than 30 years and more than 5 1 years old w ith 14.2 percent. According to Adams (2006), 

the age group is highly correlated to organisational commitment. The study reveals that the 

employees at SARS Mmabatho Branch Office range between the ages of31 - 50 years, which 

is the age, where most already have family commitments . The younger employees have 

greater organisational commitment because of contextual influences such as technology, ho me 

and fami ly stru ctures and employer employee relations (Spector. 2008). 

Adams (2006) supports the view that o lder employees were more likely to report higher levels 

of job satisfaction than younger employees. The results are consistent with the numerous 

studies with related schoo l personnel, health care and business workers, which indicate that 

o lder workers are more satisfied than younger workers with their jobs. Similarly, Pan·ick 
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(2008) also found that age was positi vely related to job satis faction and mental we ll-being in a 

sample of managers in a study that was previously conducted. 

4.4.2. I am a 
Figure 4.2. Gender o f the respondents. 

60 

Figure 4 .2 shows a slight difference between female and males, the females are slightly ahead 

with 0.6 percent as compared to males. This is the main reason that females are higher than 

males in terms of survival rate. This may be because of Govcmment initiatives that are 

promoting gender equality of women in employment. In addition , home and family structures 

have changed in a number of ways in recent years, women working as much as men therefore 

creating dual income families according to Patalano (2008). The results fi·om gender are well 

represented conceming the equality clause according to the Basiq Conditions o f Employmen t 

Act 75 :1 997 ro le o f QWL on the job commitment at SARS Mmabatho Branch Office. The 

literature with regard to the relationship between gender and job satisfaction is inconsistent. 

Some studies report th at women have higher job satis facti on, whereas other studies reveal that 

men are more satis fied , yet other studies reveal no s ignificant di ffe rence between the genders 

(Ugboro, 2006). 
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Thomas (2009) found that men and women at more senior levels in an organisation reported 

higher leve ls of job satisfact ion in relation to administrative, clerical and secretarial staff. 

Several other researchers have also found the support for a positive assoc iation between job 

leve l and satisfaction. 

4.4.3. I am 
Figure 4 .3. Ethnjcity of the participants. 

Figure 4.3 shows, the majority of the employees at SARS that took part in this study were 

Africans with 97.4 percent, while on the other hand only 2.6 percent were coloureds that took 

part in the study. It is clear that the majotity of South Afhcans are black with more than 75 

percent of the total popu lation of the countty. Mahikeng is in a former Bantustand 

(Bophuthatswana Homeland), which exp lains the high number of Afi-ican respondents. High 

number of who are Afi·ican responses may have biasness towards ·ihe Aftican perception on 

the study. 
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4.4.4. Please indic:a te your position in the o rganisa tion 

Figure 4.4. Level ofthe Position ofpa11ic ipants. 

Figure 4.4 shows., the majority of the respondents were administrators which are c lose to 60 

percent. This is followed by managerial positions which are clo er to 20 percent, professionals 

with 16.4, and finally technical supp011 with 5.5 percent. According to Clapp-Smith. 

Vogelgesang and Avey (2009:32), disposing job characteristics that lack clear, definite 

measures is challenging as it can result in an incomplete and potenti a lly misleading. Another 

difficulty associated with this approach is th e determination of how much weight to attach to 

each job quality component. Those doing unskilled labor also repo 11ed low levels of job 

satisfaction , whil e those in high prestige posi tions who eam more money were the most 

satisfied. Wan (2·007) found that managers, professionals and clerical employees were more 

satisfi ed with the influence o f their job, although this was less apparent in clerical grade stall 

with the sense of achievement and with the respect they got f:i'om their superv isors, as 

compared to other employees. However, they were less satis fi ed with the amount o f their pay 

as compared to the other in other depa1tments within the o rganisation employees. Thomas 

(2009) also found that those at the higher end of the occupationa l scale repo11ed higher 

satisfaction with vari ous aspects of their work. but were less satis fied with their pay. 
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4.4.5. Please indicate your years of ex perience in your position 

Figure 4.5 . Years of experience of the participants . 
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Figure 4.5 shows. the majority of the respondents have more than ten years of experience \>vith 

51 percent of experience in the respective positions. While the minority of respondents have 

32 percent o f experi ence on their respective position. Several research studies were conducted 

about the role of job satisfaction on the employee turnover, less research evidence is avai lable 

on how it affects the employee's performance, inventiveness at work and other employee 

intentions. Wright el a/. (2007) made an attempt to scrui tinise the relationship between work 

family enrichment, job satis faction and turnover objective. One possible reason for the 

pos itive relationship between years of experience and commitment may be sought in the 

reduction of employmen t oppol1unities and the increase in the personal investments that the 

individual has in the organisatio n. This is likely to lead to an increase in the individual's 

psychological attach ment to the organi sation (Patrick, 2008). Tenure or the length of service 

of employees contribute towards increasing the employees' levels of commitment towards th e 

organ isation. Research conoborates the view that a positive relationship exists between 

organisational commitment and tenure (Spector. 2008). 
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4.4.6. I have 

Figure 4.6. Qualifications ofthe participants. 

Figure 4.6 shows, the majority 32.5 percent of the respondents have grade 12 as the highest 

qualification. Only I 0.4 percent have post graduate dt:gr~~ as highest qualification. An almost 

equal number of respondents had a junior degree and d iploma with an average of 28 percent. 

Employers are challenged to provide benefits such as training and further studies and services 

fo r thei r employees so as to better satisfy them in the quest to provide an effective service to 

the customers (Long, 2007). Nelson and Cooper (2007) state that the higher an individual's 

qualifications, the higher th at individual's job level and, consequently, so too the employee's 

degree of sati sfaction. Similarly, Moody (2008) and Boyle (2009) found a negative 

relationship between educational levels and job satisfaction. Bechet (2008) observed that those 

with degrees and possessing postgraduate qualifications have lower levels of job satisfacti on 

compared to individuals with lower levels of education. Bloom eta/. (2006) argued that due to 

expectation different ials between different levels of education, the relationship between 

education and job satis faction is unclear. Converse ly, A1mstrong (2006) found education to 

have no significant effect on job satisfaction. Research (Moody, 2008) indicates that education 

has no effect on the satisfaction of SAR S employees. This implies, therefore, that better 

educated employees are only likely to experience higher levels of job satisfaction when the 

duties perfom1ed by them are in line with their level o f education. 
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4.5. Discussing Findings of QWL 

4.5.1. According to your understanding, is what you ea rn on the job r elated to the efforts 

you put in? 
Figure 4.7. Job related indicators o fthe participants. 

Often employees stalt jobs with expectations based on their life expenences, career 

aspirations, and personal characteristics (Long, 1997). Figure 4.7 shows, the majority 46.6 

percent o f the respondents said that according to their understanding, what they are earning is 

not re lated to the efforts they put in to their work. While the minority o f the respondents said 

they are not aware o f that. The 16 percent o f the respondents said that accord ing to their 

understanding, what they are eaming is related to the e ff011s they put in. Job satis faction may 

be the most fi·equently measured organisational vatiable in both research and in an applied 

settings. There are multiple reasons for interest in thi s work attitude. First, o rgani sations are 

in terested in simply assessing the current state o f employee job satisfaction. Organisations 

o ften want to know the state of employee morale over time and thus, some fo rm o f job 

satisfaction measurement is generally included in employee opinion surveys. 
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4.5.2. Is what you earn on your job adequate to take care of all your needs? 
Figure 4.8. Job related indicators o f participants. 

Individuals selecti vely perceive and make attributions about their jobs in accordance with the 

expectations they bring to the wo rkplace. The results of the stud y conducted by Elias (2009) 

ve1i fi ed that con·elative relationship between quality of work life and satisfaction with defmite 

job attributes with regard to job contents and the work environment. Figure 4.8 shows, the 

maj ority 74 percent o f the respondents said that what they are earning is not enough at all to 

take care o f all their needs. A minority 3.9 percent said th at what they are earning is eno ugh to 

take care o f all their needs. 

72 



4.5.3. Do you think that what you earn is in a way r elated to what other employees in 
other organisations doing simila r jobs ea rn? 

Table 4.1. Job related indicators ofpa11icipants. 

Frequency Percent 

Yes 5 6.6 

No 55 72.4 

Don 't know 16 21.1 

Total 76 100.0 

While employees may remam moti vated in the deficiency of some fraction of in trinsic 

rewards. a complete lack of any inuinsic reward is likely to have a negative e fTect on 

employee moti vation and commitment (Edwin et a/. . 2009). Table 4.1 shows, the majority , 

72.4 percent of the respondents, said that what there are earning is no way related to what 

other employees in other organisations doing simi lar jobs earn. While the minority 6.6 percent 

of the respondents said that what there are earning is in a way related to what other employees 

in other organisations doing similar jobs earn . Only 21 percent did not have any idea o f what 

other employees in other organisations doing similar jobs arc earning. 

4.5.4. Are you provided with adequate tools and equipment to· get your work well done? 
Table 4.2. Job related indicators ofpanicipants. 

Frequency Percent 

Very enough 7 9.1 

Just enough 37 48. 1 
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Not enough at 33 42.9 

all 

Total 77 100.0 

Table 4.2 shows, the majority 48.1 percent of the respondents said that they are just being 

provided with adequate tool s and equipments to get work well done. A minority 9.1 percents 

of respondents said that they are well prov ided with adequate tools and equipments to get 

work well done, and about 43 percent said that they are not provided with enough adequate 

tools and equipments to get work well done. Stress in the workplace is becoming a major 

concem for employers, managers and government agencies, owing to the occupational health 

and safety legislations requiring employers to practice 'duty of care' by providing employees 

with the safe working environments which also cover the psychological wellbeing of their 

staff (Handolla eta/., 2006). 

4.5.5. Quality of Work Life at the work place. 
Table 4.3. Job related indicators of pat1icipants. 

I . Are there health hazards at your work place? 

2. Does your job require that you keep leaming new 

things? 

3. Since you got your cuJTent job have you ever 

attended training or gone for fUJther study or 

increased your capacity in any other way? 

4. In the past five years have you ever been 

promoted? 

5. Have you or do you ever get stressed at the work 

place. 

Yes No 

56.0 44.0 

92.2 7.8 

96.1 3.9 

15.6 84.4 

94.8 5.2 
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Table 4.3 shows, the majotity 56 percent ofthe respondents said the there are health hazards at 

their work place; 92.2 percent said that their job requ ires them to keep learning new things; 

about 96 percent said that s ince they got into their cutTent job they have attended training or 

and they have gone for furth er study and have increased their capacity about 84 percent of the 

respondents said that they have never been promoted in the past tive years and about 95 

percent said that they get stressed at their work place. Ugboro (2006) indicated that the quality 

of work life was assoc iated with satisfaction with wages. hours and working conditions, 

describing the "basic elements of a good quality of work life" as: safe work environment, 

equ itable wages, and equal employment opp011unities for advancement. 

4.6. What is usually your main cause of stress? 

Table 4.4. Job related indicators of participants 

Frequency Percent 

Workload 20 27.0 

Organisation structure 28 37.8 

Family I 1.4 

Perfo1mance standards 20 27.0 

Others. 5 6.8 

- ~ - - 1- -

Total 74 100.0 

Missing System 3 

Total 77 

-

There is a lot of cOJmectedness with the workers. people tee I isolated and unsuppo11ed in their 

work. Ove1worked managers no longer have the time to acknowledge their employees in 

positive ways (Handola, Brunner and Mannot, 2006). There are suggestions to effectively 

manage workplace stress; organisations can educate their employees to recognise the s igns of 

stress (Love lace, Manz and Alves. 2007). Table 4.4 shows, the majo1ity 38 percent of the 
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respondents said their main cause of stress is organisational stiucture, about 27 percent said 

that their main cause of stress is workload and perfo1mancc standards and only 1.4 percent of 

the respondents said that their families are the main cause o f stress for them. 

4.7. In your opinion, do you know what you are expected to do on your job? 

Figure 4.9. Job related indicators ofpa11icipants . 

.. _ 

Figure 4.9 shows. the majority 76 percent of the respondents said that they know what is 

expected of them in order to do their job. While the minority 4.5 percent of the respondents do 

not know what is expected ou t of them to do their job. The experiences of a number of 

organisations indicate that a number of specific roles and structures and the suppor1 systems, 

must be in place and funct ioning effectively in order for the quality of work life programmes 

remain viable there's growth, in vo lvement and permeate the organisational cu lture and 

produce tenn success and benefits (Lee eta/., 2007). 
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4.8. Do you usually do specialised tasks on your job or is your job 

specialized? 

Figure 4.10. Job related indicators of participants. 

Q Spec•alized 

• Unspec.a .. zed , 

Figure 4.1 0 shows, the majority 64 percent of the respondents do special ised tasks, whi le 

minority 36 percent do unspecialised tasks. Other things seem to be more likely to make 

people feel good about wo rk and themselves once the basics are ok at work. Challenging work 

(not too little, not too much) can make employees fee l good. Simi larly, oppo11unities for 

career progression and us ing their abi lities can contribute to someone's quality of working life 

(Wright e ta/. , 2007). 
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4.9. Quality of work life 

Table 4.5. Job related indicators ofpa11icipants. 

I strongly In I strongly 

agree I agree between I disagree disagree 

- - 1-
4.9.1. The jobs in SARS are clearly 

defined and logically s tructured. 5.2 28.6 46.8 11.7 7.8 

4 .9.2. The policies and organisationa l 

structure have been clearly explained. 3.9 45.5 27.3 15.6 7.8 

4.9.3. The work is more focused on what 

employees produce than on how they do 

their work. 26 32.5 24.7 10.4 6.5 

4.9.4. We are a llowctl tu make decis ions 

on our own without prior management 

approva l. 5.2 13 13 27.3 41.6 

4.9.5. Rewards are clearly related to 

perfonnance. 12.2 23 21.6 20.3 23 

4 .9.6. The Pay policy provided by SARS is 

fai r. 2.6 15.6 36.4 15.6 29.9 

4.9.7. You get enough opportunity LO 

advance in your career through hard work. 9.1 18.2 32.5 22. 1 18.2 

4 .9.8. SARS provides enough training and 

development fo r its employees. 5.2 23.4 26 33.8 11.7 

4 .9.9. SARS provide necessary resources 

for you to do your work properly. 3 .9 41.6 22.1 14.3 18.2 

4.9.10. We work in order to achieve well 11.7 41.6 23.4 18.2 5.2 
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defined and clearly communicated goa ls. 

4.9. 11 . We get full feed-back on how we 10.5 21.1 23.7 30.3 14.5 

arc performing our work 

4.9.12. If I meet expectat ions o f SARS I 15.6 37.7 28.6 11.7 6.5 

know that my achievements will be fully 

and fairly recognised. 

4.9. 13. Employees do not seem to take 

much pride in their performance. 11.7 22. 1 3 1.2 24.7 10.4 

4 .9. 14. SARS have performance 

management system in place. 32.5 45.5 13 5.2 3.9 

4.9.15. My supervisor is helpful in getting 

the job done. 13 40.3 23.4 3.9 19.5 

4.9. 16. My supervisor is concerned about 

my we lfare. 6.5 36.4 23.4 9. 1 24.7 

4.9. 17. I feel that I am trusted by my 

supervisor. 11.7 27.3 29.9 22. 1 9. 1 

4 .9. 1 R. We are allowed to seek bener ways 

to do our work. 11.7 24.7 28.6 26 9. 1 

4.9. 19 . We are influenced in achieving 

SARS goa ls. 16.9 40.3 16.9 20.8 5.2 

4.9.20. Working condition a llow for 

productive. 6.5 28.6 28.6 22.1 14.3 

4.9.21. My main satis fac tion in life comes 

from my work. 
3.9 26 20.8 27.3 22. 1 
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Table quality of work life: Continues 

r strongly In I strongly 

agree I agree between I disagree disagree 

4 .9.22. Excessive rules, admin istrative 

details and red tape make it impossible for 

new ideas to be cons idered. 27.3 3 1.2 28.6 7.'8. 5.2 

4.9.23. Management encourages team 

spirit in SARS. 42.5 34.2 16.4 1.4 5.5 

4 .9.24. Do you feel that people in SARS 

work enough to get I 00% pcrfonnance? 10.5 3 1.6 14.5 23.7 19.7 

4 .9. 1. The jobs in SA RS are clearly defined and logically structured. 

Table 4.5 shows, the majotity o f respondents are flanked by the fact that the jobs in SARS are 

c learl y defined and logicall y structured with a percentage indication of fo11y s ix point eight 

(46.8% ). However, twen ty e ight point s ix percent (28.6%) of the pat1icipants agree with the 

above mentioned statement made by the researcher. In contrast, eleven po int seven percent 

(I I. 7% ) o f the respondents disagrees that jobs in SARS clearly defined and logically 

structured. seven point eight percent (7.8% ) strongly di sagree whereas fi ve point two percent 

(5.2% ) of the participan ts s trong ly agree with the above mentioned statement made by the 

researcher. 

Ash fot1h, Sluss and Saks (2007) argue that an e levated quality of work life is critical for 

organ isations to maintain. to attrac t and ho ld on to employees. QWL is an inclusive, 
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depa11mental wide program des ignated to pick up employee sati sfaction, escalation of 

workplace learning and helping employees. 

4.9.2 . The policies and organisational structure have been clearly exp lained. 

The majo1ity of pa11icipants agree that the policies and organisational s tructure have been 

clearly explained wi th a percentage indication of forty fi ve point five (45.5%), whereas twenty 

seven point three percent (27.3%) are amid about the above mentioned statement. Moreover, 

ti fieen point six percent ( 15 .6%) of the respondents disagree that the policies and 

organisational stmcture have been clearly explained and seven point eight percent (7.8%) of 

the pa11icipants strongly disagree with the above mentioned statement. A small po11ion of 

about three point nine percent (3.9%) of the respondents strongly agrees that the policies and 

organisational structure have been clearly explained . 

According to Adams and Adams (2009), as organ isations become more complex, managers 

will increasingly have to stimulate collaboration rather than individualism and competition . 

The theo1ists suggested that mo tivator factors are intrins ic to the job, that is; job content, the 

work itself. responsibility and advancement. The hygiene facto rs or dissatis faction avoidance 

facto rs inc lude aspects o f the job environment such as interpersonal relationships, salruy, 

working conditions and secUJity. 

4.9.3. The work is more focused on what employees produce than on bow they do their 

work. 

The majority of respondents agree that the wo rk is more focused on what employees produce 

than on how they do their work with a percentage indication o f thi11y two point five (32.5%) 

and twenty s ix percent (26%) of the pa11icipants strongly agree with the above mentioned 

statement. Twenty four point seven percent (24.7%) are in between. In contrast, ten point four 

percent ( I 0.4%) of pa11icipants disagree th at their work is more focused on what employees 

produce than on how they do their work, moreover, s ix point five percent (6.5%) strongly 

disagrees with the above mentioned statement. 
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According to the Herzberg's two factor theo ty, the most common cause of job dissatis faction 

can be company and administration, while achievement can be the greatest source of extreme 

satisfaction. An individual's experience of satis taction or di ssatisfaction can be substantially 

rooted in their perception, rather than simply re fl ecting their real world . 

4.9.4. We are allowed to make decisions on our own wi thout prior management 

approval. 

The majori ty of panicipants strongly disagree with the fac t that they are allowed to make 

decisions on their own without ptior management approval with a percentage indication o f 

fot1y one point six (41.6% ) and twenty seven point three percent (27.3%) of respondents 

disagree with the above mentioned statement. Moreover, thit1een percent (I 3%) is equally 

disui buted among pat1icipants who agree that they are allowed to make decisions on their own 

without ptior management approval and some are sandwiched between. Five point two percent 

(5.2%) of the panicipants strongly agree with the above mentioned statement. Edwards el a/. 

(2009) highlight that within the measurement of QWL, the Conu·ol at Work (CAW) is a 

subscale of the Work- Related Quality o f Life scale (WRQol). It addresses how much 

employees feel they can control their vvork through the freedom to express their opinions and 

being invo lved in dec isions at wo rk. Perce ived control at work as measured by the WRQol is 

recognized as a central concept in the understanding o f relationships between stressll.tl 

expetiences, behaviour and health. Contro l at work (CAW), within the theoretical model 

underpinning the WRQoL, is influenced by issues of communication at work, decision making 

and dec ision control. 

4.9.5 . Rewards are clearly related to performance. 

The maj01i ty o f panicipants equally agree and strongly disagree that the rewards are clearly 

related to performance with a percentage indication o r twenty three percent (23%) . in 

addition, twenty one point six percent (2 1.6%) o f the respondents arc not sure if whether the 

rewards are c learly related to perlo1mance. Moreover, twenty point three percent (20.3%} of 

the respondents disagree that the rewards are clearl y related to the perlo rmance and twelve 

point two percent ( 12.2%) of the respondents strongly agree with the above mentioned 
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statement. Lee et a/.(2007) argue that QWL means having good supervision, good working 

conditions, good pay and benefits and an interesting , challenging, and a rewarding job. The 

major factors that affect the QWL may be stated thus. QWL is basically built around the 

concept of equitab le pay. ln the days ahead, employees may want to participate in the profits 

of the fitm as well. Employees must be paid their due share in the progress and prospetity of 

the finn (Bakker and Demerouti, 2007). 

4.9.6. The Pay policy provided by SARS is fair. 

The majotity of respondents with a percentage indication ofthitty six point four (36.4%) are in 

between that the pay policy provided by SARS is fair, in contrast, twenty nine point nine 

percent (29.9%) of the pruticipants strongly disagree with the above mentioned statement. 

Moreover, an equal percentage of fifteen point six (15 .6%) verifies that some agree and some 

disagree that the pay policy provided by SARS is fair, whereas, only two point six percent 

(2.6%) of the respondents strongly agree with the above mentioned statement. Porter (2006) 

has identified eight dimensions which make up the QWL fi·amework and one of the elements 

include adequate income and fair compensation. Motivation experts believe that tbe money is 

still an impottant motivator, which makes people work on the job. However, people also want 

to see faimess and adequacy in their pay rewards. Equal pay for equal work and pay that is 

linked to responsibility, ski ll, perfonnance and individual accomplishment are viewed with 

great importance. Pay must also be competitive with the extemal labour market and should be 

responsive to prevailing practices and changing economic conditions. 

4.9.7. You get enough opportunity to advance in your career through hard work 

The maj01ity of respondents with a percentage indication of thi1ty two point five (32.5%) are 

tlanked by whether they get enough opponunity to advance in their career through hard work, 

whereas twenty two point one percent (22.1 %) disagree with the above mentioned statement. 

Moreover, and equal percentage of eighteen point two ( 18.2%) lies between patticipants who 

agree and those who strongly disagree about whether they get enough opp01tunity to advance 
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in the ir career through hard work . Lastly, nine point one percent (9. 1 %) o f th e pruiic ipants 

strongly agree wi th the above mentioned statement. According to Pon e r (2006). opponunity 

fo r continued growth and security should be enforced in o rgan isation wh ereby employment is 

practiced wh ich provide fo r continual growth and job and income security. Opportun ities to r 

tnin ing and ad vancement should be cons idered . 

4.9.8. SARS provides enough training and development for its employees. 

The majority o f respondents w ith a percentage indication of th iriy three po int e ight (33.8%) 

di sagree that indeed SARS provides enough training and development fo r its employees ru1d 

twenty six percent (26%) of the panic ipants are stuck be tween as this could mean that e ither 

th ey have no t seen or heard ru1ythin g about train ing and development within the ir various 

depruiments. In addition, twenty three point four percent (23 .4%) o f the pariicipants agree that 

SA RS does provide enough training and development fo r its employees; however, e leven 

point seven pe rcent (I I . 7%) strongly disagrees with the above mentioned statement. A small 

pon ion of th e percentages fi ve po int two (5 .2%) strongly agrees. Immediate opportunity to use 

and develop human capabilities is advocated fo r by Porier (2006) in which he suggests that the 

development of its wo rk ers in vo lves training, skill developments, recognition, and promotion. 

Work assignments should be m ade challenging enough to expand s kills, abiliti es, and 

knowledge. They should c reate a positive e ffect on self esteem, autono my, invo lvement and 

motivation. 

4.9.9. SARS provide necessary resources for you to do your work properly. 

The majority o f pan ic ipants agree th at SARS should provide the necessruy resources in o rder 

fo r them to do th eir job properly w ith a pe rcentage indication of fo riy one point s ix (4 1.6%), 

whereas, twenty two point one percent (22. 1 %) o f par1ic ipants are stuck in between and 

eighteen point two percent (18.2%) of respond ents disagree and fo uneen point three pe rcent 

( 14.3%) strongly disagree. Moreover, in co ntrast, three point nine percent (3.9%) strongly 

agrees that the ir o rgani sation does provide the necessary resources fo r them to do the ir job 
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properl y. S ince unmoti vated employees may underperfom1 and may not be easily engaged 

during economic depression. companies must look to alternative encouragement methods to 

reward valued employees. Employers c an no longer rely on large cash rewards for a job well 

do ne. As the economy continues to struggle through a s low recovery, cost cutting procedures 

may remain ill effect for many years , making it necessary for employers to deve lop cost 

effective methods o f maintaining employee motivation at a time when merit increase, bonus, 

and incenti ve program cash reserve budgets remain tight (Madlock, 2008). 

4.9.10. W e work in order to achieve well defined and clearly communicated goals. 

The majority of participants with a percentage indication of fo1ty one point s ix (41.6%) agree 

that they work in order to achieve well de fined and clearly communicated goals and twenty 

three point four percent (23.4%) are in between . In contrast, eighteen point two percent 

( 18.2%) of participants disagree and eleven point seven percent ( 11.7%) strongly agrees 

whereas fi ve point two percent (5.2%) strongly disagree that they work in order to achieve 

well defined and clearly communicated goals. Managers must work to understand factors 

driving moti vation within theiT workforce . When asked what factors tend to motivate their 

employees, managers guess that good wages and job secUJity would be top on employee li sts, 

but their people always alluded to their feelings appreciated and being informed (Patalano, 

2008). 

4.9 .11. We get full feed-back on how we a re performing our work. 

The majority of participants disagree, with a percentage indication of thirt y point three 

(30.3%) and twenty three po int seven percent (23.7%) are flanked by the idea that they get full 

feedback on how we are perfotming at '"'ork. Moreover. twenty one po int one percent (2 1.1 %) 

agree and folllteen point fi ve ( 14.5%) strongly di sagree, whereas ten point five percent 

(I 0.5%) strongly agree th at they get full feedback on how they are perfom1ing their wo rk . 

Ann stro ng (2006) highlights that job enrichment is a programme o f redesigning employee 

jobs to a llow greater autono my and responsibility in the perfomu nce of work tasks. Job 
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rotation is whereby employees continue their present job, but duties are add ed with th e 

intention o f making the job more rewarding. 

4.9.12. If I meet expectations of SARS I know that my achievements will be fully a nd 

fairly recognised . 

The majori ty of pa11icipants with a percentage indication of thi11y seven po int seven (37.7%) 

agree and twenty e ight point s ix (28.6%) are nan ked by the fact that if they meet expectations 

o f SARS they know that the ir achievements will be fully and fairl y recognised . In addition. 

fi fteen po int six percent ( 15.6%) o fprutic ipants stTongly agree and e leven po int seven perc ent 

( 11.7%) d isagree and six po int five percent (6.5% ) strongly disagree with the above mentioned 

statement. The resourcefulness of the employees in an organisation depends large ly on the 

environment at th e workplace, and it has been suggested that due attention be paid in 

providing a satisfying and a high qua lity wo rk environment for the employees commensurate 

with other as ociated work fac tors (Gruman , Saks and Zweig, 2006). Also. the importance o f 

the workpl ace as providing a sense o f community fo r workers has been highlighted in a 

number o f studies; fUithermore, the community is now centred on the workplace rather thru1 

the home (Holton eta!., 2009). 

4.9.13. Employees do not seem to take much pride in their performance. 

The majo rity o f respondents are in between with a percentage ind ication o f thi1ty one point 

tw o (31.2% ) th at employees do not seem to take much pride in their perfonnance and twenty 

fo ur po int seven percent (24.7%) disagree whereas twenty two po int one percent (22. 1 %) 

agree th at employees do not seem to tak e much pride in their perfonnance. Mo reover, e leven 

point seven percent ( II. 7%) strongly agree and ten point four percent ( I 0.4%) stro ngly 

d isagree with the above mentioned statement. Stud ies have continued that satis fied employees 

ru·e mo re likely to be highly motivated. have a good morale at work, and given the oppo11unity 

can work mo re e ffec tive ly and e tTtcientl y (Wtight el a /., 2007), and in teams a re more 

produc ti ve. 
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4.9.14. SARS have performance management system in place. 

The majo rity of participants w ith a percentage indication o f to rty five po int five (45.5%) agree 

that SARS does have a perfo rmance management system in place and thirty two point tive 

(32.5%) strong ly agree, however, thineen percent ( 13%) arc in between. In contrast, fi ve po int 

two (5.2%) disagree and three point nine percent (3.9%) strongly disagree that their 

organisation does have perfo rmance management system in place. According to Edwards et al. 

(2009), The Job and Career Satisfaction (JCS) scale o f the Work Related Quality o f Life Scale 

(WRQo L) is said to re fl ect an employee's feelings about, or an evaluation of their satis faction 

or contentment with their j ob and career and the training they receive to do it. Within the 

WRQoL measure, JCS is re fl ected by questions askin g how satisfied people fee l about their 

work . It has been proposed th at this positi ve job satis faction fac tor is influenced by various 

issues including clari ty of goals and ro le ambigui ty, appraisal, recognition and reward, 

personal development. career benefits and enhancement and training needs. 

4.9. 15. My supervisor is helpful in getting the job done. 

The majority o f respondents with a percentage ind ication of forty point three (40.3%) agree 

and twenty three point four percent (23.4%) of respondents are in between about the fact that 

thei r supervisor is helpful in executing their various tasks. In contrast, nineteen point five 

percent ( 19.5%) of pa1ticipants strongly disagree whereas thirteen percent (13%) strongly 

agree that their supervisor ass ists them in executing their jobs. A small number o f three point 

nine percent (3.9%) disagrees w ith the above mentioned statement. Bakker and Demerouti 

(2007), arg ue that autonomous work groups (AW Gs) entitle workers to control dec ision 

mak ing and have responsibility for a task area w ithout day to day superv is ion, and with 

au tho1i ty to influence and contro l both group members and their behavior. Employees have a 

genuine hunger for partic ipation in organisational issues a necting their li ves. Naturally they 

demand far more participation in the decision process at the workplace. 
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4.9.16. My supervisor is concerned about my welfa r e. 

The maj01ity of respondents agree with a percentage indication o f thirt y s ix po int four (36.4%) 

and twenty four po int seven percent (24.7%) of respondents strongly disagree that their 

supervisor is concem ed about the ir welfare, however, twenty three po int fou r (23 .4%) are in 

be tween. In contrast , nine point one percent (9. I%) of the respondents disagree and six point 

fi ve percent (6.5%) o f respondents strongly agree th at their supervisor is concem ed about the ir 

welfare . According to Bakker and Demerouti (2007), the work environment should provide 

opportunities for preserving an employee's personal identity and se lf esteem through 6·eedom 

from prejud ice, a sense of community , interpersonal opermess and the absence o f stratification 

in the organisation. 

4.9. 17. I feel that I am trusted by my supervisor. 

The majority o f pruticipants are in between with a percentage indication o f twenty nine point 

nine (29.9%) and twenty seven point three (27.3%) respondents agree th at they fee l th at they 

ru·e trusted by their supervisor. However, twenty two point one percent (22. 1 %) of the 

particip ants disagree whereas eleven point seven percent (11.7% ) of respondents strongly 

agrees and nine point one percent (9 . I %) o f partic ipants strongly disagree that they feel that 

they are trus ted by their superviso r. Bakker and Demerouti (2007) highlight that man agers 

generally believe that employees are inherently lazy, lack respons ibility and require close 

supervision, are li ke ly to resist any attempt towards QWL programmes. Such managers will 

set objectives for subordinates and will set objec tives for s ubordinates and will limit employee 

partic ipation. A change in managerial attitudes at all levels is important in order th at any QWL 

progrrunme be success fu l. 

4.9.18. W e are a llowed to seek better ways to do our work. 

The majo rity o f respondents w ith a percentage indication of twenty e ight point six (28.6%) are 

in between and twenty s ix percent (26%) o f respondents disagree th at they ru·e allowed to seek 

bette r ways to do the ir wo rk. In addition , twenty four point seven percent (24.7%) agree, 
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eleven point seven percent ( 11.7%) of respondents su·ong ly agrees and nine point one percent 

(9.1 %) o f panicipants strong ly disagree that they are allowed to seck better ways to their 

work. Armstrong (2006) supp011s the ideo logy of management by objectives o r MBO, 

whereby, patticipation of an employee with his sup erior in seeing employee goals that are 

consistent with the objective of the organisation as a who le. MBO is viewed as a way to 

integrate personal and organisational needs. Employee pa1tic ipation is also a programme 

aimed at a greater sharing of responsibility tor decision making. Job enrichment is aimed at 

redesigning employees' jobs to allow greater autonomy and respons ibility in the perfom1ance 

in the performance of work tasks. 

4.9.19 . We are influenced in achieving SARS goals. 

The majo1ity of respondents agree with a percentage indication of forty point three (40.3%) 

and twenty point eight percent (20.8%) of participants disagree whereas sixteen point nine 

percent ( 16.9%) is equally distributed among those who are in between and those who 

strongly agree that they are influenced in achieving SARS goals. A minimum percentage of 

Gve point two (5 .2%) of participants strong ly disagrees w ith the above mentioned statement. 

Phattanacheewapu l and Ussahawan ichakit, (2008) argue that con versant and effective leaders 

who are thoroughl y aware of employee moti vational needs can help direct companies through 

financial or economic improbability. While some may sco ff at the idea of motivating 

employees w ithout the use of bonuses or cash incentives, research clearly indicates that a 

number of other methods can be just as use fi.d. 

4.9.20. Working conditions allow for productive. 

An equal percentage of twenty eight point six (28.6%) is distributed between panicipan ts who 

agree and those who are in between about the fact that wo rking conditions a llow them to be 

productive, however, twenty two po int one percent (22 .1 %) disagree and fourteen point three 

percent s trongly disagree ( 14.3%) while six point five percent (6.5%) of the paJtic ipants 

strongly agree that the wo rking conditions allows for them to be productive . Handola et a /. 

(2006) argue that stress in the workpl ace is becoming a major concem for employers, 

managers and govemment agencies. owing to the occupat ional health and safety legislations 
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requiring employers to practice ' duty or care' by providing employees with the safe working 

environments which also cover the psychological we llbe ing o f their staff. 

4.9.21. My main satisfa ction in life comes from my work. 

The majority of participants agree with a percentage indication of twenty six (26%) and 

twenty seven poin t three percent (27.3%) disagree, moreover, twen ty two point one percent 

(22.1 %) strongly disagree that thei r main satisfaction in life comes from their work. In 

add ition , twemy po int eight percent (20.8%) arc in between and three po int nine percent 

(3.9%) strongly agree with the above mentioned statement. The impo11ance orwork and the 

life and the life associated to the workplace for an employee is gaini ng s ignificance. Hence. 

organ isations and employees have to find ways to respond to the new realities in the 

workplace (E ianain, 2009). 

4.9.22. Excessive rules, administra tive deta ils a nd red ta pe ma ke it impossible fo r new 

ideas to be considered. 

The majotity of respondents with a percentage indication of thit1y one point two (31.2%) 

agree and twenty eight point s ix percent (28.6%) of respondents are in between about the fact 

that excessive rules, administrative details and red tape make it impossible for new ideas to be 

considered . However. twenty seven point three percent (27.3%) strongly agree and seven point 

e ight percent (7.8%) d isagree and five point two percent (5.2%) strongly disagree that 

excessive mles. ad ministrative detai ls and red tape make it impossible for new ideas to be 

considered. Accord ing to Elias (2009), individuals selectively perceive and make attributions 

about their jobs in accordance with the expec tations they bting to the workplace. Therefore it 

is c lear that, job charac te ti stics and organ isational settin gs have important influence on th e 

employee 's work attitude. 

4 .9.23. Management encourages team spirit in SARS. 

The majori ty of pat1icipants w ith a percentage indication or fo n y two point five (42.5%) 

strongly agree and thirty fou r point two (34.2%) agree that management encourages team 

spirit in SARS. however. s ixteen po int four percent ( 16.4%) are in between. five point five 

90 



percent (5.5%) strongly disagree and one point four percent { 1.4%) disagree with the above 

mentioned statement. To max imise enrichment of quality of wo rk li fe. the management has to 

generate team spirit and a sense o f invo lvement among the wo rkers. For instance, the acti vities 

like ce lebration of the annivcrsaty of the commissioning the department, by invo lving all the 

staiT give a sense of togetherness among them (Luthans and Yousset: 2007). Formation of 

pat1icipative group like quality circles enable the commined work teams, vo luntaty take up 

improvements in their area of work. 

4.9.24. Do you feel that people in SARS work enough to get 100% performance? 

The majority o f respondents agree with a percentage indication of thirty one point six (31.6%) 

and twenty three point seven percent (23.7%) of participants disagree that the people in SARS 

work enough to attain I 00% perfonnance. In addition. nineteen point seven percent ( 19.7%) 

strongly disagree; fourteen point fi ve percent ( 14.5%) are in between and ten point five 

percent ( I 0.5%) strongly agree with the above mentioned statement. Recognition 0 f 

employee's perf01m ancc increases their morale and stimulates an urge to excel in the 

workplace, spreading cheer to the families and enhanc ing the social status of the employee 

(Eiisaveta, 2006). 

4.10. Measures of Association 

Probably the most o 11. en used desc ripti ve statistic is the mean. The mean is a particularly 

infotmative measure o f the "central tendency" o f the variable if it is repot1ed along with its 

conf1dence intervals. As mentioned earlier. usually n.:aders are interested in statistics (such as 

the mean) fi·om a sample only to the extent to which they can infer infonnation about the 

population. The confidence interva ls for the mean give a range of values at"OWJd the mean 

where the reader expec t the "true" (populatio n) mean is located (with a given level of 

cenain ty. Correlation is a measure of the relation between two or more vatiab lcs. The 

measurement sca les used should be at least intetval scales, but other con·elation coe f1ic ients 

arc available to handle other types o f data. Correlati on coefficients can range 11-om -1.00 to 

+ 1.00. The value o f - 1.00 represents a perfect negati ve con·elation while a value of + 1.00 
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represen ts a perfect pos iti ve correlation. A value of 0.00 represents a lack of con·elation 

(Leedy, and Ormro d. 2005). 

4.11. Correlation 

To ascertain authenticity of the con·elation, mean, standard deviation and p-va lue have also 

been discussed in the section . Con·elation, assumes that two variables are measured on at least 

interval scales, and it determines the extent to which values of the two variab les arc 

"proportional" to each other. The value of con·elati on (i.e., corTelation coefficient) does not 

depend on the specific measurement units used; fo r example, the correlation between height 

and we ight will be identical regardless of whether inches and pounds, or centimeters and 

kilograms are used as measurement units (Himelstein, 20 I 0). Propor1ional means linearly 

related; that is, the con·elation is high if it can be "summarised" by a straight line (sloped 

upwards or downwards). CorTelation often measured as a correlation coeffici ent indicates the 

strength and direction of a linear relationship between two random variab les (Leedy and 

Onnrod, 2005). 

For the purpose of this study. corTelation that is above th e value of 0.5 will be considered to 

show a strong co rrelation. The p-value is the probability that the cunent result would have 

been found if the con·elati on coefficient would be zero. The signi ficance level calcul ated for 

each con·elation is a primary source ofinfonnation about the reliability ofthe con·elation. As 

explained before, the sign ificance of a con·elation coefficient of a particular magnitude will 

change depending on the size o f the sample from which it was computed. The test of 

significance is based on the assumption that the distribution of the residual values (i.e. the 
.. 

deviations fi·om the regression line) for the dependent variable (y) follows the nom1al 

distiibution, and that the variability of the residual values is the same for a ll val ues of the 

independent variable (x). It is impossible to formulate precise recommendations based on 

those Monte Carlo results, but many researchers follow a rule of thumb that if your san1ple is 

fifty or more then serious basis are unlikely, and if your sample is over I 00 then you should 

not be concemed at all with the normality assu mptions (Himelstein, 20 I 0). 
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4.11.1. Correlation of biographical data 
Table 4 .6 . Pe arson Co n·e lati on 

Please 

indicate 

your age I am 

group a 

Please Correlat ion I -
indica te .306' . 
your age 

group 
ig. (2 - .007 

tailed) 

77 77 

l am a Correla tion -.306'' I 

Sig. (2 - .007 

tailed) 

N 77 77 

I am CotTelation -.078 . 165 

Sig. (2 - .50 1 . 150 

ta iled) 

N 77 77 

Please Correlation .196 -. 147 

indicate 
Sig. (2 - .097 .2 14 your 

position in ta iled) 

the I 73 73 
organ is a t io 

n 

Please Correlation .396 .. -
indicate .323' . 
your years 

Please indicate Please indica te 

your pos ition your years o f 

in the experience in 

l a m organ isa tion your position I have 

-.078 . 196 .396 .. -.025 

.50 1 .097 .000 .828 

77 73 75 77 

.165 -. 147 -.323 •• -. 102 

. 150 .2 14 .005 .375 

77 73 75 77 

I .070 .02 1 -.190 

.558 .858 .098 

77 73 75 77 

.070 I . 172 -.207 

.558 .152 .079 

73 73 71 73 

.02 1 .172 I -.24 1' 
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of Sig. (2- .000 .005 .858 . 152 .037 

expencncc tailed) 

in your 

pos ition 
75 

N 75 75 75 71 75 

I have Correlation -.025 -.102 -.190 -.207 .037 I 

Sig. (2- .828 .375 .098 .079 -.24 1' 

tailed) 

77 77 77 73 75 77 

**. Correlation is s ignifica nt at the 0 .0 I level (2-tailed). 

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

4.11.1.1. Correlation between age group and gender. 

T ab le 4.6 shows, the correlation between age group and gender is -0.306, it is a negative 

correlation between two variables at 99 percent confidence inte rval. According to the c riteria 

mentioned above, those con·e latio ns that are above the abso lute va lue of 0.0 I wi ll be 

considered to have a weak relationship . This implies that wo men have a higher number as 

compared to males in SARS Mmabatho Branch Office. This is in accordance with the 

presence govemment's policy th at encourages women to occupy more positions in SARS 

Mmabatho Branch OtTtce. Thomas (2009) fo und that men and women at mo re senior levels in 

an organisation repor1cd higher levels of job sati s fac ti on in relation to admin istrative, c le rical 

and secrctaJia l staff. 

4.11.1 .2. Correla tion between age group and years of experience in your position. 

The coJTe lation between the age group and years o f expe1ience is about 0.396, it is a pos itive 

and weak corTe lation between two vari ables at 99 percent conlid ence interval. The refo re one 

wou ld expect that women are linearly related to years of expe rience in the ir position , s ince Sig 

va lue is less than 0.0 I. Tenure o r the length o f service o f employees conuibutes towards 

increasing the employees' levels o f commitment towards the o rganisation. Research conri1ms 

the view th at a pos iti ve relationship ex ists between age group and tenure (Spector, 2008). 
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4.11.1.3. Correlation between gender and years of experience in your position. 

The correlation between gender and years of expe1icnce in the cu1Tent position is about -0.323, 

it is a negative con·e lati on between two vari ables at 99 percent confidence interva l. According 

to the c1i teria mentioned above, those conelations that are above the absolute value of0.5 will 

be considered to have a weak relationship . The I iterature with respect to the relationship 

between gender and job satisfaction is incons istent. The studies report that women have higher 

job satisfaction, whereas other studies find that men are more satisfi ed. yet other studies find 

no sign ificant di fference between the genders (Ugboro , 2006). 

4.11. 1.4. Correlation between yea rs of experience in the current position and highest 

qua lifications. 

The con·elation between years o f expe1ience in the cun·ent position and highest quali fications 

is about -0.241 , it is a negative COJTelation between two variab les at 95 percent confidence 

interval. Therefore one would expect that women are linearly related to years of expe1ience in 

their position , since Sig value is less than 0.05. Thomas (2009) also fo und that those at the 

higher end of the occupationa l scale repott ed higher satis l'action with various aspects of their 

work, but were less satisfied w ith their pay. 

4.11.2. Correlation of r esearch questions 
Table 4.7. Pearson Con e! at ion 

Thejobs in 

SARS are 

clea rly 

defined and 

logically 

structured. 

SARS 

provides 

enough 

training and 

developmen 

t for its 

employees. 

SARS 

provide 

necessary SARS have 

resources for perfo nna nce Weare 

you to do management in fluenced in 

your work system in achieving 

properly. place. SARS goals. 
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Thejobs in Correlation I .338" 

SARS are 

clearly delined Sig. (2- .003 

and logica lly tailed) 

structured. N 77 77 

SARS provides Correlation .338'' I 

enough training 

and 

development 
Sig. (2- .003 

for it s 

employees. 
tailed) 

N 77 77 

SARS provide Correlation .387" .513" 

necessary 

resources for 
Sig. (2- .00 1 .000 

you to do your 
tailed) 

work properly. N 77 77 

SARS have Correlation -.05 1 .243' 

perfonnance 

management Sig. (2- .660 .033 

system in tailed) 

place. N 77 
-

77 

We are Con·elation .406" .340'' 

influenced in 

achieving 
Sig. (2- .000 .002 

SARS goals. 
tailed) 

N 77 77 

**.Correlation is s ignificant at the O.Ql level (2-tailed). 

*.Correlation is s ign ificant at the 0.05 level (2-tailed). 

r 1 NWU 
tliBRARY 

.387'' -.051 .406'' 

.00 1 .660 .000 

77 77 77 

.5 13" .243' .340'' 

.000 .033 .002 

77 77 77 

1 .182 .so5" 

.112 .000 

77 77 77 

.182 I .235' 

.11 2 .039 

77 77 77 

.505 .. .235' 1 

.000 .039 

77 77 77 
. 
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4.11.2. t. Correlation between jobs in SARS wer e clea rly defined and logically st ructured 

and SARS provides enough tra ining and development for its employees. 

Table 4 .7 shows the correlation between job definition and development for the employees at 

SARS is about 0.338. According to the criteria as set above. those con·elations that are above 

the absolute value of 0.5 will be considered to have a strong relationship. The chances are 

good 99 percent, which implies the jobs at SARS are clearly defined and logica lly structured. 

SARS provides enough training and development for its employees. Ashlo rth et a/. (2007) 

argue that an elevated quality of work life is critical for organisations to maintain, to attract 

and hold on to employees. 

4. 11 .2.2. Correla tion between jobs in SARS were clearly defined and logically structured 

and SARS provide necessary r esources for you to do your work properly. 

The conelation between jobs in SARS was clearly defined and logically structured and SARS 

provide necessary resources for yo u to do your work properly are about 0.387 at 99 percent 

confidence interval. The correlation is positive and medium between two variables. According 

to the criteria as set above, those con·elations that are above the absolute va lue of 0.5 will be 

considered to have a strong relationship. This suggests that jobs at SARS were clearly defined 

and logically structured in terms of necessary resources. According to Adams and Adams 

(2009), as organisations become more complex. managers will increasingly have to stimulate 

collaboration rather than individuali sm and competit ion. 

4. 11.2.3. Correlation between jobs in SARS were clea rly defined and logically structured 

and SARS have performance management system in place. 

The con·elation between jobs in SARS was clearly defined and logically structured and SARS 

have perfonnance management system in place is about 0.406 at 99 percent confidence 

interval. According to the criteria as set above. those correlations that arc above the absolute 

value of 0.5 will be considered to have a strong relationship. This suggests that due to the 

clearly defined and logically structured jobs the SARS had performance management system 

in place. Edwards e1 a/. (2009) high ligh ts that within the measurement ofQWL, the Control at 

Work (CAW) is a subscale of the WRQol scale. 
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4. 11.2.4. Correlation between jobs in SARS were clea rly defined a nd logica lly structured 

and SARS provide necessary resources for you to do your work properly. 

The cotTelation between jobs in SARS was clearly defined and logically structured and SARS 

provide a necessaty resource for you to do your work properly was about 0.5 13 at 99 percent 

con fidcnce interval. According to the criteria as set above, those co!Telations that are above the 

absolute value of 0.5 will be cons idered to have a stron g relationship. Lee et a/.(2007) argues 

that QWL means having good supervision. good working conditions, good pay and bene fit s 

and an interesti ng , challenging, and a rewarding job. 

4. 11.2.5. Correlation between jobs in SARS were clearly defined and logically structured 

and SARS have performance management system in place. 

The con·elation between jobs in SARS was clearly defined and logically structured and SA RS 

have performance management system in place was about 0.243 at 95 percent conlldence 

interval. According to the c riteria as set above, those con·elations th at are above the absolute 

value of 0.5 will be considered to have a strong relationship . This means that there is a 

positive weak co iTelation between two vruiahl es. According to Porter (2006), opportunity fo r 

continued growth ru1d security shou ld be en forced in organisation whereby employment is 

practiced which provides fo r continual growth and job and income security. Opportunities for 

training and advancement should be considered . 

4. 11.2.6. Correlation between jobs in SARS were clearly defined a nd logically structured 

and we a re influenced in achieving SARS goals. 

The correlation between jobs in SARS was c learly defined and logically stiu ctured and we ru·e 

influenced in achieving SARS goa ls was about 0.340 at 99 percent confidence intetval. 

According to the c titetia as set above, those con·elations that are above the abso lute value of 

0.5 wi ll be considered to have a strong relationship. This means that there is a positive weak 

con·clation between two variables. As the economy continues to suuggle through a s low 

recovery . cost cutting procedures may remain in effect for many years, making it necessary 

for employers to develop cost effec ti ve methods of maintaining employee motivation at a time 

when merit increase. bonus. and incentive program cash reserve budget remain tight 

(Madlock,2008). 
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4. 11.2.7. Correlation between SARS provides necessary resources for you to do your 

work properly and we a re influenced in achieving SARS goals. 

The cotTelation between SARS provides neccssaty resources for yo u to do your work properl y 

and we are influenced in achieving SARS goals was about 0.505 at 99 percent contidence 

interval. Acco rding to the c riteria as set above, those con·elations th at are above the absolute 

va lue of 0.5 will be considered to have a strong relationship . This means that there is a 

pos itive strong relationship between two variables. Hence, organisations and employees have 

to find ways to respond to the new realities in the workplace (E lana in . 2009). 

4. 11 .2.8. Correla tion between SARS has performance management system in place and 

we are influenced in achieving SARS goals. 

The con·elation between SARS has perfonnance management system m place and we are 

influenced in ach ieving SARS goals was about 0.235 at 95 percent confidence interval. 

According to the cri te ti a as set abo ve, those correlations th at are above the abso lute value o f 

0.5 will be considered to have a strong relationship. This means that there is a positive weak 

con·elation between two variables . Bakker and Demerouti (2007), argue that autonomous work 

groups (A WGs) entitle workers to conu·ol dec ision making and have responsibility fo r a task 

area without day to day supetv ision, and with authority to influence and contro l both group 

members and their behaviour. 

4.12. t-Test 

The /-test for dependent samples helps to take advantage of one speci fie type o f d esign m 

which an impor1ant source of with-in group variation (or so-call ed, etTor) can be eas ily 

idcnti fied and excluded from the analysis . Specifically. if two groups of o bservations (that are 

to be compared) are based on the same sample of subjects who were tes ted twice (e.g. before 

and after trcaun ent). then a considerable pru1 o f the wi thin-group variation in both groups of 

scores can be alltibuted to the initia l individual differences between subjects. Note that, in a 

sense, this ract is not much different than in cases when the two groups are entirely 

independent where individual differences also contribute to the en·or variance; but in the case 
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of independent samples, one cannot do anything about it because people cannot identify (or 

"subtract") the va1iation due to individual differences in subjects. 

Table 4.8. T-Test. 

One-Sample Test 

Test Value = 0 

Sig. (2- Mea n 

t df tailed) Difference 

According to your understanding, is what 19.86 1 73 .000 2.770 

you earn on the job related to the efforts 

you put in ? 

Is what you earn on your job adequate to 43.927 76 .000 2.70 1 

take care of all your needs? 

- -
Do you think that what you earn is in a 36.755 75 .000 2.145 

way related to what other employees in 

other organisations doing similar jobs 

ea rn? 

/\re you provided with adeq uate tools and 32.005 76 .000 2.338 

equipment to get your work well done? 

J ~ 1- - cc 

Are there health hazards at your work 24.955 74 .000 1.440 

place? 

Does your job require that you keep 35.057 76 .00(} 1.078 

learning new things? 

100 



One-sample Test 

Test Value = 0 

Sig. (2- Mean 

t df tai led) Difference 

According to your understanding, is what 19.86 1 73 .000 2.770 

you earn on the job related to the efforts 

you put in? 

Is what you earn on your job adequate to 43.927 76 .000 2.70 1 

take ca re of all your needs? 

Do you think that what you earn is in a 36.755 75 .000 2.145 

way related to what other employees in 

other organisations doing similar jobs 

earn? 

Are you provided with adequate tools and 32.005 76 .000 2.338 

equipment to get your work well done? 

Are there health hazards at your work 24.955 74 .000 1.440 

place? 

Does your job req uire that you keep 35.057 76 .000 1.078 

learning new things? 

Since you got your current job have you 46.808 76 .000 1.039 

ever anended training or gone for fu rther 

study or increased your capacity in any 

other way? 

The level of s ignificance between these vari ables (Sig. (2 -tai led )) are less than 0.05, table 4.8 

shows that the re is a signilicant linear relationship between the variables. T he effec t of the 

requirements met is therefore not the detetminant o r wh ether the respondents are positive or 

negative about the effects of the QWL. The p-level reported wi th a t-test represents the 
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probability of e1Tor in volved in accepting our research hypothesis about the ex istence of a 

difference. Technicall y speakin g, this is the probability of en·or associated w ith rejecting the 

hypothesis of no difference between the two catego ri es o f obse1vations (corresponding to the 

groups) in the population when, in fact. the hypo thes is is t111e. Some researchers suggest that if 

the difference is in the predicted direction. you can consider only one half (o nc "tail") o f the 

probability distribution and thus divide the standard p -level reported with a /-test (a "two­

tailed" probability) by two. Others, however, suggest that you should always rep011 the 

standard, two-tailed t-test probability. 

4. 13. Conclusion. 

The purpose of this chapter was to analyse and interpret the results obtained. The study 

intended to answer some questions and finding out whether the findings have been met. In this 

chapter statistical analys is of the data being co llected has been done, using different 

approac hes such as correlation coefficjents to detem1ine the relationship tha t ex ist between 

two or more va1iables in the impact of QWL among SARS employees. In this case different 

patterns have been identified and conclus ions could be made. The data has been represented 

by using graphs and tables. During the analysis of data. the results have showed that majority 

of the respondents were female African and their ages were between 31 -50 years. Most of the 

respondents have been in th e SARS for a pe1iod of more than 16 years. The majo lity of them 

were in the administrative duties, si nce majority had grade 12 as their highest qualification. 

The majority of respondents understand the QWL. They stated that the QWL was 

communicated and transparen t therefore they arc committed to it to making it a success. They 

also highlighted that they arc not satisfied with what they eam on the job as it is not related to 

th e cfT01ts they put in. 

The fo llowing chapter comes up with recommendations to the study being undenaken. and 

these recommendations wi ll seek to answer the research questions being po inted out in order 
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to add value to the literature th at already exists on the study. Finally future research on the 

area o f this research will be g iven and the limitations to the study be identified to encourage 

fu 11her research. 
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Chapter 5 

Conclusion and Recommendations 

5.1. Introduction 

The quality of work lite (QWL) has gained increasing populatity smce first discussion 

suppotting the concept began in the USA and Scandinavia in the 1960s and 1970s. Outing this 

time, researchers fi-om various disciplinruy backgrounds explored ways to advance 

employment conditions for workers as rapid advancements in technology saw a greater de­

skilling, dehumanization, estrangement and objectification of labour under the Taylotist 

influences ( Sammer, 2009) . Since then, programmes have been developed to improve a range 

of work lite issues including occupational health and safety, worker involvement and job 

security (Nelson Cooper, 2007). There is also confirmation that while industrialized 

economies have grown increasingly affluent in material wealth, the quality of work life has 

not significantly improved. Rather, workers have experienced greater work amplification, 

more considerable stress, greater control, less autonomy and less job security than ever before. 

Overall , employees are getting no more satisfaction 11-om their time at work than they used to, 

even though the matelial wealth of nations has been increasing (Abdulla, Djebami & Thomas, 

2008). 

This chapter consolidates the findings of the research, detived through analyzing and 

interpreting of statistical data which had been discussed in the previous section. The research 

questions pertaining to the impact of Quality of Work Life (QWL) and its impact on d1e 

perfotmance of the South Afi·ican Revenue Services (SARS) employees at the Mmabatho 

Branch in the N01th West Province are also answered. 

5.2. Summary of the study 

Previous theorists have offered an an·ay of defi~1itions and suggestions of what constitutes 

QWL. For instance, QWL is a phi losophy, a set of principles, which holds that people ru·e the 
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most vital resource in the organization as they are dependable. accountable and competent of 

making valuable conttibution and they should be treated with pride and admiration. The 

elements that are relevant to an individual's quality of work life include the task, the physical 

work environment, social environment within the organization, administrative system and 

re la tionship between life on and off the job. QWL cons ists of opportun ities for active 

in vo lvement in group working arrangements or problem so lving that are of mutual bene fit to 

employees or employers. based on labor management cooperation. People also envisage of 

QWL as a set of methods, such as autonomous work groups, job enrichment and high­

involvement aimed at boosting the satisfaction and productivity of workers. 1t requires 

employee commitment to the organization and an environment in which this commitment can 

flourish. Thus, QWL is a comprehensive construct that includes an individual's job re lated 

well-being and the extent to which work experiences arc rewarding, fulfilling and devo id of 

stress and o ther negative personal consequences. 

Firstly, this research was aimed at enquiring how adequate and fair compensation reward 

structures, policies and practices. procedures have been clearly communicated to employees 

be fore being implemented , moreover, its influence on the QWL of employees. The study 

revealed that there is a negative con-elation between gender and years of experience at 95% 

confidence interva l, the value of 0.5 is considered to have a weak relationship . This finding 

goes hand in hand with compensation structure, policies and practices to emphasise that SARS 

should incorporate their policies, procedures and practices with leg islation such as the Labour 

Relations Act and the Basic Conditions of Employment Act. Employee's compensation should 

be in line with the qualifications and years of expetience need to be acknowledged as we ll. 

Secondly, this research was aimed at finding out whether poor quality of work life prevailing 

at SARS is the main course o f dissatisfaction among SARS employees. The study revealed 

that the con·elation between jobs in SARS was clearly defined and logically structured and 

SARS does provide the necessary resource in order for employees to properly do their 

respective jobs properly at about 0.513 at 99% confidence interval, with a value of 0 .5 which 

is considered to have a strong relat ionship. The researcher agrees with other scho lars that there 
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arc other core elements which comprises of quality o f work life, th e j ob conten t being one of 

them. 

Lastly, the researcher wanted to establish how stress, poor p erfo rmance, low staff moral e, high 

absenteeism levels, high staff tumover rates and occupational bumout are caused by autocratic 

leadership style at SARS. The study revealed that the majority o f employees (41.6%) strongly 

disagree that they are allowed to make dec isions on their own without prior management 

approval. There is a corre lation between SARS has perfonnance management system in place 

and its influence in achieving SARS goals is about 0.235 at 95% confidence inte rval and the 

abso lute va lue is 0.5 which has a weak con·elation between the two variab les. Bakker and 

Demerouti (2007) argue that autonomous work groups (AWGs) entitle workers to control 

decision making and have a responsibility for a task area without day to day supervision, and 

with authority to inOuence and control both group members and their behavior. ln order to 

maximise enrichment of quali ty of work life, the management has to generate team spi rit and a 

sense of involvement among the wo rkers. 

5.3. Response to Research Questions 

The main findings of this research in relation to each of the research question wil l now be 

discussed . Each of the questions is fo llowed by a discussion of the findings re lating to the 

question. 

5 .3.1. What is the genera l attitude of employees of SA RS personnel and administrative 

departments on QWL in SARS? 

The researcher unpacked this research question into two questions which were asked in the 

questionnaire and they are; a) Do emp loyees seem to take much pri de in the ir performance?, 

b) Do yo u feel th at people in SAR S work enough to get I 00% performance? 

The study revea led that the majori ty of the participants are in between wi th a percentage 

indication of thirty o ne point two percent (3 1.2%) about the fact that employees do not seem 

to take much pride in th ei r perf01m ance. Studies have confinned that satisfied employees are 
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more li ke ly to be highly motivated, have a good moral e at work. and given the opponunity can 

work more effec ti vely and efficiently and in teams they are more productive (Wright eta/., 

2007). It is clear that employees are not entire ly happy at th eir workplace: they view their j ob 

as a source of income and not something that th ey are passionate about practicing. 

Funhermore, majority o f respondents (3 1.6%) agree that the people in SARS work enough to 

get I 00% perfonnance. According to Elisaveta (2006) recognition of employee's pcrf01mance 

increases their morale and stimulates an urge to excel in the workplace, spreading cheer to the 

families and enhancing the social status of the employee. 

5.3.2. What effect has adequate a nd fa ir compensation ha d on QWL of the employees in 

personnel a nd administrative departments in SARS? 

The researcher unpacked this research question into three questions which were asked in the 

questionnaire and they are; a) Are the rewards clearl y related to the performance? b) Is the Pay 

policy by SARS fair? c) lfl meet the expectations ofSARS I know that my achievements will 

be fully and fairly recogn ised. 

The findings revealed that the majority of respondents (23%) disagree that d1e rewards are 

c learly related to their per fonnance. Lee eta/. (2007) high light that QWL means havi ng good 

supervision. good working conditions. good pay and an interesting, chaiJenging and a 

rewarding job. Bakker and Demerouti (2007) are also in favor of the fac t that the major facto rs 

that a iTect QWL may be stated differently. however. QWL is built around the concept of 

equitab le pay. In the days ahead. employees may want to participate in the profits o f th e finn 

as well. Employees must be paid their due share in the progress and prospe rity of the finn. 

The maj01ity of respondents (36.4%) agree that the SARS Pay Policy is fa ir. Porter (2006) 

identified eight dimensions wh ich comprises of QWL fi·amework and o ne of the elements 

include adequate income and fair compensation . Motivation expert s be li eve that the money is 

still a vital motive, which makes people work on the job. However. people also want to see 

faimess and adequacy in thei r pay rewards. Equal pay for equal work pay that is linked to 

respons ibility, skill. perfotmance and indi vidual accomplishment are viewed with great 
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importance. Pay must also be competitive with the external labour market and should be 

responsive to prevailing practices and changing economic conditions. 

The majority o f participants (37.7%) agree that if they meet the expectations o f S ARS they 

know that their achievements will be fi.dly and fairly recognised . Gruman Saks and Zweig, 

(2006) agree that the resource fulness of the employees in an organization depends largely on 

the environment at the workplace, and it has been suggested that due attention be paid in 

prov iding a satisfYing and a high quality work environment for the employees commensurate 

with other associated wo rk factors. 

5.3.3. What are the results of safe and health working conditions in SARSon QWL of 

employees in personnel and administrative departments in SARS? 

The researcher unpacked this above mentioned research question into three questions which 

were asked in the questionnaire and they are; a) Do the working conditions allow for 

productivity to take place? b) Are the jobs in SARS clearly and logically structured? c ) Is the 

work more fo cused on what employees produce than how they do their work? 

Research revealed that the majority of respondents (28.6%) are in between or are not sure 

whether the working conditions allow to r productivi ty to take place, however, some o f the 

respondents who agree with the above mentioned statement share the same percentage 

(28.6%). Stress in the workplace is becoming a majo r concem for employers, managers and 

government agenc ies, owing to the occupational health and safety legislati ons requiring 

employers to practice duty of care by providing employees with the safe working 

environments which also cover the psychological well being of their staff ( Handolla et a/. , 

2006) . 

The study also revealed th at the majority of the respondents (48.6%) are t1 anked by idea o f 

whether the jobs in SARS are c learly and logically st1uctured. Ash fo rth, Sluss and Saks (2007) 

argue that an elevated QWL is critical to r organ izations to maintain , to attrac t and ho ld on to 
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employees. QWL is an inclus ive, departmental wide program designated to pick up employee 

sati sfaction. escalation of workplace teaming and helping employees. 

The researcher also discovered that the majority of respondents (32.5%) agree that wo rk is 

more focused o n what employees produce than how they do their work. According to 

Herzberg's two factor theory, the most common cause o f j ob dissatis faction can be from the 

company and the adminis tration, while achievement can be the greatest source of extreme 

satisfaction. An indi vidual's experience of satis faction or dissatis faction can be subs tantiall y 

rooted in their perception, rather than simply reflecting their real world. 

5.3.4. How has immediate opportunity to use and develop human capacity influenced 

QWL of the employees in personnel and administrative departments in SARS? 

The researcher unpacked this above mentioned research question into s ix questions which 

were asked in the questionnaire and they are; a) Do you get enough oppoi1tmity to advance in 

yo ur career through hard work? b) Does SARS provide enough training and development fo r 

its employees? c) Do you get fu ll feedback on how you are per fo nn ing your wo rk? d) Does 

SARS have per fo1mance management system in place? e) Is your supervisor helpfu l in getting 

the job done? f) Does management encourage team spi1it in SARS? 

The study has revealed that the majority of parti cipants (32.5%) are in between about the fac t 

that they get enough opp01tunity to advance in their career through hard work. According to 

Po rter (2006), opportunity fo r continued growth and security should be enforced in 

organization whereby employment is practiced w hich prov ides fo r continual growth, job and 

income security. Oppo11unities for training and advancement should be cons idered . 

Research indicated that the maj01ity of pat1icipants (33 .8%) disagree that SARS docs prov ide 

enough training at1d development fo r its employees. Immediate oppo11u nity to use and develop 

human capabilities is ad vocated for by P011er (2006) in which he suggests that d1e 

development of its workers involves training. skill developments, recognition and promotion. 
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Work assignments should create a pos iti ve etfect on self esteem. autonomy. invo lvement and 

moti vation. 

The majority of respondents (30.3%) disagree that they get fullback on how they are 

performing their work. Annstrong (2006) argues th at job enrichment is a programme of 

redesigning employee jobs to allow greater autonomy and responsibility in the perform ance o f 

work tasks. Job rotation is whereby employees continue their present job, but duties are added 

wi th the intention of making the job more rewarding. 

The majority of pat1icipants (45.5%) agree that SARS does have a performance management 

system in place. According to Edwards eta/. (2009). the Job & Career Satis faction (JCS) scale 

o f the Work Related Quality of Life Scale (WRQo L) is said to reflect an employee's feelings 

about. or an evaluation of their satis faction or contentment with their job and career and the 

training they recei ve to do it. Within the WRQoL measure, JCS is reflected by questions 

as king how satis fied peop le fee l about their work. It has been proposed that th is pos iti ve job 

satis fac tion factor is influenced by various issues inc luding claJity of goals and role ambigui ty, 

appraisal, recognition and reward , personal development . career bene fits and enhancement and 

training needs. 

The results of the study revealed that the majority of the participants (40.3%) agree th at thei r 

superviso r is helpful in getting the job done. Bakk er and Demerouti (2007) argue that 

autonomous wo rk groups (A WGs) entitle workers to control decision making and 

responsibility for a task area without day to day supetv is ion, and with authority to influence 

and control both group members and their behaviour. Employees have a genuine hunger for 

pa11icipation in organisational issues affecting their li ves. atu rally they demand far more 

pat1icipation in the decision process at the workplace. 

Research indicated that the maj ority of respondents (42.5%) strongly agree that management 

encourages team sp itit in SARS. To maximize enrichment o f QWL, the management has to 

generate team spirit and a sense of invo lvement among the workers. For instance, the ac tivities 

like celebration of the anniversaty of the conunissioning the department , by invo lving all the 
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staff give a sense of toge th emess among them (Luthans and Youssef. 2007). Fonnation o f 

partic ipative group like quality c irc les enables the committed work teams, vo luntaty take up 

improvements in their area o f work . 

5 .3.5. How has stress in SARS innuenced QWL of the employees in personnel and 

administrative depa rtments in SA RS? 

The researcher unpacked this above mentioned research question into one question which was 

asked in th e questionnaire and it is as follows; a) Have yo u o r do you get su·essed at the 

workplace? 

The research revealed that the majority of respondents (94.8%) agree they do get stressed at 

the workplace, however, the majority of respondents (26%) agree that their main satisfac tion 

in life comes from their work. Eli saveta (2006) highlights that the importance o f wo rk and life 

and the life assoc iated w ith the workplace fo r an employee is gaining s ignificance. Hence. 

organizations and employees have to fi nd ways to respond to the new realities in th e 

workplace. Elias (2009) supports the notion that ind iv iduals selectively perceive and make 

attri butions about their jobs in accordance w ith the expectations they bring to the workplace. 

There fore it is c lear th at, job characteristics and organizational settings have an impo11ant 

influence on the employee's work attitude. 

5.4. Recommendations 

From the results and literature o f th is study the fo llowing recommendations can be given to 

the SARS management. According to Edwards eta/ .. (2009), the Job & Career Satis faction 

(JCS) scale o f the QWL at SARS is said to re fl ect an employee's fee lings about. or an 

evaluation o f their satis facti on or contentment with their job and career and the training they 

receive to do it. 

The s tudy reveals that a c lear and consistent communication of the o rganisational goals and 

objecti ves is essenti al to both employer and employees. The study also recommends that an 

establ ishment o f new polic ies and practices th at promote a wo rkplace culture that stimula tes 

employees with the aim of reducing s tress, poor perfonn ance and low mo rale o f employees. 
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Alignments of organisational goals to d ay-to-day work by maintaining healthy working 

conditions; reduce high absenteeism leve ls and occupational burnout and remuneration of 

employees. The study also recommends that maintenance and open dialogue among the 

middle and jw1ior employees. Ugboro (2006) indicated that the quality of work life was 

associated with satisfaction with wages, hours and working conditions, describing the "basic 

elements of a good quality of work life" as: safe work envi ronment, equitable wages, and 

equal employment oppo r1w1ities tor advancement. Reward managers whose behavior fosters 

the development of human capacity which influences the QWL of the SARS. Listen carefully 

to what employees want and need to prevent poo r QWL. Provide opportunities and challenges 

to leverage the respective talents of employees. Find out what is working and what is not, Fo r 

instance, when management introduces a perfonnance management system, it should be 

clearly communicated to employees and their responses should be valued. Be sure that 

employees know how they can contribute. Genuinely thank employees for their contributions. 

There are suggestions to effectively manage workplace stress; organisations can educate their 

employees to recognise the signs of stress (Lovelace, Manz and Alves. 2007). 

5.5. Limitations 

The study has been limited to SARS employees at Mmabatho Branch Office in the N01th West 

Province. This study therefore only focused on the QWL of middle and jUJ1ior employees of 

personnel and ad ministrative depa11ments and not senior management. 

5.6. Future Research 

This study has the probable value for further research. To ensure representativeness, the study 

should be rep li cated to cover a bigger sampl ing frame in other provinces and the results should 

be compared to those found in this study. Future research should further explore the 

perception of career and understand that changes may take place in that awareness as life 

events arise and how social values nan·ate to career elements and family elements if we are to 

increase our present limited aptitude to explain individual's QWL. Given the changes 

experienced by organizations th at can include th e vittual organizations, one possible insight is 

to evaluate the extent of QWL and the desirable level in such a climate where flexibility into 

organizational sttu ctures and work schedules are em erg ing. 
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5.7. Conclusion 

The chapter discussed the purpose of the study. Each research question has been highlighted 

followed by a discussion on the findings relating to the questions. The chapter discussed the 

limitations, ending with the recommendations for futu re research. 
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APPENDIX CON TENT 

Appendix A: A short disclaimer describing the purpose of the study 

Dear Respondent 

1 am an employee of SARS and CUITently completing the research component of a Masters in 

Business Admini stration (MBA) with the No1th Wes t Uni versity. The research topic is "The 

quality of work life and its impact on performance of SARS employees, (M mabatho Branch 

Offices in the No11h West Province o f South Africa). 

Towards this end, r would really appreciate your input in understanding the impact o f quality 

of work life on employees' performance at the revenue services fi m1. I have attached a 

questionnaire which w ill assis t me in co llatin g the requ ired data. 

May 1 request for yo ur assistance in the fo llowing: 

1) Please complete the questionnaire to the b~s t of your ability and ; 

2) Kindly f01ward it to other staff members within your area. For fo llow-up purpose, 

kindly copy me when you fo1w ard the questionnaire to colleagues. 

The questionnaire will not take more than 30 minutes to fill in . Afte r filling in , please 

email yo ur response to : mkhiba@sars.gov.za The closing date is the 3151 
August 20 I l. 

Thanking you in advance for yo ur contribution in this regard. 

Kind Regards, 

Maipelo Kh iba 

OJ 8-384 1204 

0825600099 
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Appendix 8: Matrix 

I ....- I 
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Definitions uon tunity ofsk1ll " inllucncc inllucnce work ami satisfaClio programm ss on cness 
of factors flow impn dcvclopmcn on on its non es \Vorkplac<' cmpl nn 
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pl'rfo trammg on s cc of 

1 
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Can qtu•lity 
o f work life 
affect 
pcrlonnanc 
e among 
Governrnen 
I 
Agriculture 
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Officers? A 
case fi·om 

I Malaysia I I I I 
Kc~'Ping 
employees happy 
IS key to 
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2 success I I I I 

A new typology of 

i 
employee 

3 engagement I I I 
exploration of 
"pre-ret ircment 
bounce" in quality 
of working life 
and employee 

4 cngaj!ement I 
Elli.:cts o fj ob 
experience, career 
stage. and 
hicrachy on 

5 leadership stvle I I 

Employees as an 
mvestment: a 
well-trained 
workforce can be It 
a highly va luable 

6 asset I I I 
Motivation in 
today's workplace: 
the hnk to 

7 performance I I I I 
Management 

I communication: 
tm locking higher 
employee 
pcrforma nee many 
companies today 
arc rdying on 

1- 8 electroniC fonns I 
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-- of employee 
oommunic:~u o n 
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ManagemcnL 

I 9 Lt:aclcrship I I 
The Modo.:rating I Role of lndU>tnal 
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Job Saustacuon .. 
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work place Sto.!SS 
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I 
when there IS no 
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Work-h fe balance 
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14 UK producuvitv? I 

Breaking tho.! II 

I 
mold: Rcd1s1gmng 
work for 
producii\C and 

I ~ 15 sausfying hvcs 

I 
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perlonna nee work 
systems and 
quality o f\vork1ng 

- 16 life I - :--
Workplace 
llcxlblllly and 
low-wage 

i 17 employees I I 
Management 
pracuccs, work-
hfe balance . and 

producu' ny: ' ' 
review o f some 

18 n.-ccnt evidence I 
\\'ork-hfe balance 
and the economiCS 
of workplaco.! 

19 llex1b11ny I 
What makes 
people happy :n 

20 work I I 
Psychologically 
he a hhy w nrJ..place 
program: 
Resources for 

21 cmplo}ers I I I ' ~ 
1- 22 Job sa u~tacuon I 
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24 wclhlc'' I ,. 
25 h1wt~ theory I ,___!___ -26 Ql~'llny o fhfc I I 
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A ppendix C: Table of construction 

Research Questions Survey Questions Variable(s) and/or Question S tatistical test 
Relationship Type to be used 
Measured 

What is the general attitude GENERAL Ordinal I Descriptive 

of employees of SARS 
ATTITUDE OF Nominal Stats -
EMPLOYEES frequency 

personnel and tables, bar 

administrative depa11ments 1.1. Linke11 scale l.l.Strongly charts 

Section 3 disagree, 
Numerical 

on QWL in SARS? description -
Disagree, location , 
In between, spread, 
Agree and distribution. 
Strongly agree 

What effects have 2. ADE QUATE 2.1 Yes, Ordinal I Descriptive 

adequate and fair AND FAIR Somehow, Nominal Stats -

compensation had on QWL COMPANSATIO Not aware and frequency 

of the employees in N No tables, bar 

2. 1. According to charts 
personnel and Numerica l 
administrative 

your 
description -

understand in 2.2 Ve1y location, departments in SARS. g, is what enough, spread, • you eam on Just enough and distribution , 
the job Not enough at cross 
related to the all tabulation 
effoitS you Measures of 

put in? association -

2.2. l s what you Phi, 

eam on your 2.3 Yes, Crammers V 

job adequate No and Convert 
nomina l to 

to take care Don't know 
ratio 0, I ,2,3,4 

ofall your &do 
needs? correlation 

2.3. Do you think co-efficient 
that what 2.4 Yes I No testing with 
you eam 1s persona I info 
m away - Pearson & 
related to Spearman 

what other 2.5 Ve1y good, Rho 

employees good , Nonnal & z-

in other Bad, distribution 

organization Very bad 
s doing 
s imilar jobs 
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eam? 2.6 Yes I No 
2.4. Do you 

contribute 
towards 
pension? 

2.5 . What can you 
say about 
your 
al lowance 
and frindge 
benefits? 

2.6 Do you have 
other jobs 
beside this one? 

~ 
,_ - -

What are the results of safe 3. WORKING Ordinal I Descriptive 

ond health working CON DITIONS Nominal Stats -
freq uency 

conditions m SAR on 3. I. Are you 3. 1 tables, bar 

QWL of employees provided Ve1y enough, cha rts 
m 

Numerical • with just enough and personnel and 
adequate not enough at all 

description -
location, administrative departments too ls and spread, 

in SARS? equipment to distribution , 
get your cross 
work well tabulation 
done? Measures of 

3.2. How often 3.2 Very o lten, association -
does your Often, Phi, 
equipment Rarely and Crammers V 

break? Never .. Convert 
nominal to 

3.3. How long does 3.3 A day, 
ratio 0, I ,2,3.4 
& do 

it take to fix Week, correlation 
or repa1r Month and co-efficient 
broken or More than a testing with 
damaged month personal 
equipment? info- Pearson 

& Spearman 

3.4. Are there Rho 
Nom1al & z-
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health 3.4 Yes and No distribution 
hazards at 
your work 
place? 

How has immediate 4. TRAINING AND 4.1 Ordinal I Descriptive 

opportunity to and DEVELOPENT Specialized and Nominal Stats use 
4. 1. Do you usually Unspecialized frequency 

develop human capacity do tables, bar 

influenced QWL of the specialized 4.2/314 Yes and charts 

tasks on No 
Numerical 

employees in personnel and 
your job o r 

description-
location, administrative departments is your job spread, 

in SARS? specialized? distribution , 
4.2. Docs your job cross 

requ ire that tabulation 
you keep Measures of 
learning new association 
things? Phi, 

4.3. Since you go t Crammers V 

your cun·ent Conve11 

job have 
nomina I to 
ratio 0,1,2,3,4 

ever &do 
attended correlation 
training or co-efficient 
gone lo r testing with 
fimher study personal info 
or increased - Pearson & 
you r Spearman 
capacity in Rho 

any other ormal & z-

way? distribution 

4.4. In the past five 
years have 
you ever 
been 
promoted? 

How has stress 111 SARS 5. ST RESS AT Ordinal I Descripti ve 

innucnced QWL of the WORK Nominal Stats 
5. 1. Have you or frequency 

employees in personnel and do ever get 5 . I 131415 tables, bar 

adm inistrative departments stressed at Yes; 0 
chans 
N umerica I 

in SARS? 
the work 

description -
place? location. 
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5.2. What is spread, 

usually your 5 .2. Workload, distribution, 

mam cause Organization cross 

of stress? structure, tabulation 

Family, Measures of 

Perfonnance 
association -

standards and 
Phi, 

Others 
Crammers V 
Convett 
nominal to 
ratio 0, I ,2,3,4 
&do 
correlation 
co-effie ient 
testing with 
personal 
info- Pearson 
& Spearman 
Rho 
Normal & z-
distribution 
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Appendix 0 : Research Questionnaire 

RE SEA RCH Q UES TIO NNA IR E 

AN EVA LUAT IO N OF THE QUAL IT Y WORK LIFE AND ITS IMP ACT ON 

PERFORMANCE OF THE SOUTH AF RI CAN REV ENUE SE RlCES 

EMPLOYEES CASE STUDY: MMABAT HO BRANC H 

Schoo l o f Busi ne ss Adminis tr ation 

No rth We s t Un ive rsity 

Researc h e r: Maipelo Khiba 

Sup e rvi so r: Prof. Sam Lubbe 

Dear res pond e nt 

I am r e q u est in g fo r yo ur h e I p to under s t and th e i rn pa c t o f qua I it y o f wo rk 

l i fe (QWL) o n s t a ff memb e rs in SARS. 

Your participati o n w ill be e ntir e ly vo lunt a r y, howeve r. it must b e 

emp ha sized th ar yo ur parti c ip at ion in thi s s urvey is app rec iate d . 

T hi s s urvey is co nfid ential a nd what yo u say 111 this questionnaire w ill 

rem a i n p r i v a t e a n d co n fi d e n t i a I 
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Tb e questionnaire co n s i s ts of 3 sect ions and s h ould not t ake m ore than 30 

minute s to com pl ete. 

Steps to complete the survey: 

Step 1: 

Section requtres personal info r mation . Read each s tatement and select 

your answer. 

Section 2 please se lec t accordingly , read eac h s tat e m e nt and se l ect you r 

answer. Please select yes or no 

In section 3, pl ease select acco rdin gly. Please select or decide whet h er you 

agree or disagree with eac h state ment and mark each response by making a 

tick or a cross in the relevant box. 

Thank yo u very much for filling in this questionnaire 
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SECTIO 1: 

BIOGRAPHICAL I FORM ATIO 

NB: Please answer by making a cross (X) in appropriate boxes. 

I) Please indicate your age group 

< 20 yrs 1 21-30 yrs 1 31-40 yrs 141-SOyrs 1 51-60yrs j >60yrs 

2) Please indicate your gender 

Male I Female 

3) Please indicate your etlmicity group 

African I Coloured ! Indian/ Asian I White I Other (Specify) 

3) Please indicate your position in the orga nisation 

Managerial I Executive I Professiona I I Technical I Administrative 

4) Please indicate your years of experience in your position 

< 3 yrs ~ 4-6 yrs ~ 7- 1 Oyrs 1 11-I Syrs I > 16 yrs 

5) Please mark your type of qualification 

Matric B-degree Masters Doctorate Diploma-

postgraduate 

6) Please indicate whether your disabled or not 

Yes 
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SECTION 2: 

This section o f the questionnaire consists of four parts. Please complete each pa11 as directed. 

(A) This pa11 deals with adequate and fair compensation. 

1. According to you r understanding. is what you eam on the job related to the efTons you 

put in? 

(a) Yes (b) Somehow (c) Not aware (d) No 

11. Is what you cam on your job adequate to take care of all your needs? 

(a) Very enough (b ) Just enough (c) Not enough at all. 

iii. Do you think that what you eam is in a way related to what other employees in other 

organizations doing similar jobs eam? 

(a) Yes (b)No (c) Don"tknow. 

iv. Do you contribute towards pension? 

(a)Yes (b)No 

v. What can yo u say about your allowances and tlinge benefits? 

(a) Very good (b)Good (C)Bad (d)Vcrybad 

vi. Do you have other jobs beside this one? 

(a)Yes (b )No 
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(B) This part d1eals with working conditions at the work place. 

i. Are you provided with adequate tools and equipment to gc~ your work well done? 

(a) Vet~y enough (b) just enough (c) not enough at a ll 

11. How often dloes your equipment break? 

(a)Vet~ often (b) Often (c) Rare ly (d) Never 

iii . How long does it take to fix or repair broken or damaged equipment? 

(a) A day (b) Week (c) Month 

iv. Are there health hazards at yo ur woi·k place? 

(a) Yes. (b)No 

Which ones 

v. What can yo u say about: 

(a)Ventilation at yo ur work place 

(b) Light at your work place 

(c)Woll'king space at your work place 

(d) More than a month 
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(C) This section deals with training and development of employees. 

1. Do you usually do specialized tasks on your job or is your job specialized? 

(a) Specialized (b) Unspecialized 

ii. Does your job require that you keep learning new things? 

(a)Yes (b) No 

111. Since you got your cutTent job have you ever attended training or gone fo r ftmh er 

study or increased your capacity in any other way? 

(a) Yes (b) No 

Explain ......... .. ... ............... . . ... .............. .. .. ........................................ . 

tv. In the past five years have you ever been promoted? 

(a)Yes (b)No 

v. What was the cause of yo ur promotion? 

v 1. Do yo u usc your skills, knowledge and experi ence fully on your job? 

Explain ............................................................................................ . 

138 



(D) This section deals with stress at the work place. 

i. Have you o r do you ever get stressed at the work place 

(a) Yes (b) No 

11. How often do you usually get stressed? 

Explain . . .... . . .... .... ...... ..... .... ... . ..... .. ....... .. .......... . ................... .. .... . ... . . 

iii . What is usually your main cause of stress? 

(a) Workload (b) Organi sation (c) Family (d) Perfonnance (e) Others. 

struc ture standards Name them 

1v. As per your opm10n, do you know what you are expected to do on your job? 

(a)Yes (b) No (c) Somehow 

v. What management style does your organization appl y? 

Explain ...... . .......... . ............. . ......... .. ... .. .. ... .. ... ···· ··;. ··· .... .. ......... .. ........ . 

v1. Have you ever been caught on the wrong s ide of the law? 

(a)Yes (b)No 
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vii . Did you like how the si tu ation was dealt w ith? 

(a) Yes (b)No 

Exp lain ............................................................................. ············ .. . 

vut. How do you manage the roles of your job and the famil y at th e same time? 

Expla in .......... . ................... . ... ................. . ...................................... .. 

SECTION 3: 

T his section of th e questionn ai re consists oflinker1 scale fo rmat. Please complete each par1 as 

d irected. 

I : Strongly disagree. 2: Disagree, 3: In between, 4: Agree, 5: Strongly agree 

lnstmct ions 

Read the statements thoroughly and mark your responses by making a cross(x) in the column that you 

agree with. There are no right or wrong answers, but please give your honest opinion. All the infonnation 

will be treated confidentially. 

:>-. Q) Q) c .b Q) 
~ ~ ... Q) 

Q) 0/J 01) Q) c 0/J ~ Q) c Q) 

0 «l «l '- 0 e 
!:: .:!! -~ v 0/J !::! OIJ 
C/) -o 0 ...:: .D < C/) «< 

I . The jobs in SARS are clearly defined and logically 

structured ~ 

2. The policies and organ isational structure have been 

clearly explained 

3. The work is more focused on what employees produce 

than on how they do thei r work 
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4. We are allowed to make decisions on o ur own without 

prior management approval. 

5. Rewards are clea rl y related to performance 

6. The Pay policy provided by SARS is fair 

7. You get enough opp011unity to advance in your career 

through hard work. 

8. SA RS provides enough training and development for its 

employees. 

9. SARS provide necessary resources for you to do your 

work properly. 

10. We work in order to achieve well defined and clearly 

communicated goa Is. 

II. If I meet expectations of SA RS I know that my 

achievements will be fully and fairly recognised. 

12. We get ful l feed-back on how we a re perfonning o ur 

work. 

13. Employees do not seem to take much pride in their 

perfonnance 

14 . SARS have perfom1ance management system in place 

IS My supervisor is helpful in getting the job done. 

16. My supervisor is concemed about my welfare 

17. I feel that I am trus ted by my supervisor. 

18. We a re al lowed to seek better ways to do our work 

19. We are influenced in achieving SARS goals. 
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20. Working conditions allow for productive. 

2l.My main satisfaction in life comes from my work 

22 .. Excessive rules, administrative details and red tape 

make it impossible for new ideas to be considered 

23. Management encourages team spirit in SARS. 

24. Do you feel that people in SARS work enough to get 

I 00% perfonnance? 

25. Would you resign from SARS if offered another job at 

more or same salary? 

·. 
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