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ABSTRACT

The objective of this study was to determine thecg@iged influence of performance
appraisal criteria on employee job satisfactiontret Kenya Airways. Much of the
previous research into the influence of performaappraisal criteria on employee job
satisfaction has concentrated generally on devdlamintries. Local studies remain
scanty and in both cases mixed findings have beparted, some reporting a positive
relationship and some finding no significant relaship. The study took a descriptive
survey design targeting all the employees at theyKeairways. Owing to the relatively
large number of the same, a sample size of 134m@mes was obtained sampled on a
stratified random sampling technique. A total of01@mployees responded hence an
89.6% response rate. The research tools employgddded an interview with Kenya
airways human resource manager, the key respondampled purposively and
guestionnaires for the employees. The primary daibected was analyzed both
descriptively and inferentially. It was found thawerall; the dimensions of job
satisfaction have a positive influence on job $attson, albeit weak. Of statistical
significance among the dimensions are current paty,experience and promotional
opportunities. It also found that overall; the wais relative motivational aspects of
performance appraisal have a positive influencgobnsatisfaction, but also weak. Of
statistical significance in the relation are: odtpguality, output quantity and job
knowledge. Hypothesis test however indicates angtnpositive relationship between
performance appraisal criteria and job satisfactibnan therefore be concluded that the
performance appraisal criteria has a positive erfee on employee job satisfaction at the
Kenya airways. The study recommends that emplogeasvolved in the whole process
of performance appraisal. Training should also gawized for staff so that they learn
more about the concept and fully buy in for theamigation to achieve the full benefits
of performance appraisal. Effective and open comoation with employees on the
performance appraisal criteria and use of the gcapdting scale as a performance
appraisal method should be incorporated.



CHAPTER ONE
INTRODUCTION

1.1 Background of the study

The efforts of employees can determine the sucaedssurvival of an organization and
appraisal is potentially one way in which thosedf can be aligned with the aims of an
organization, employees can be motivated and pezfiormance managed. Performance
appraisal is among the most important human reso{Hi®) practices (Boswell, 2002).
Many organizations express dissatisfaction withrtappraisal schemes. According to
Fletcher (2001), this may signal a lack of succetsperformance appraisal as a
mechanism for developing and motivating people.réhis general consensus among
performance appraisal researchers and practitidthat@ssessment of appraisal reactions
is important. For instance, it is frequently arguledt in order for performance appraisal
to positively influence employee behaviour and rfetaevelopment, employees must
experience positive appraisal reactions. If not; appraisal system will be doomed to
failure. Job appraisal satisfaction is the mostuently measured appraisal reaction

(Keeping and Levy, 2000).

Several researches have investigated the import#rjob satisfaction especially in work
and organisational literature. This is mainly doefte fact that many experts believe that
job satisfaction trends can affect labour markethaveour and influence work
productivity, work effort, employee absenteeism &stdff turnover. Moreover, job
satisfaction is considered a strong predictor oéral individual well-being (Diaz-
Serrano and Cabral Vieira, 2005), as well as a gwedictor of intentions or decisions of

employees to leave a job (Gazioglu and Tansel, R@B/ond the research literature and



studies, job satisfaction is also important in gday life. Organisations have significant
effects on the people who work for them and somthas$e effects are reflected in how
people feel about their work (Spector, 1997). Timakes job satisfaction an issue of
substantial importance for both employers and epyga@s. As many studies suggest,
employers benefit from satisfied employees as #reymore likely to profit from lower
staff turnover and higher productivity if their elopees experience a high level of job
satisfaction. However, employees should also ‘lqgpan their work, given the amount
of time they have to devote to it throughout theoarking lives’ (Nguyen, Taylor and
Bradley, 2003). Job satisfaction is important g1atvn right as a part of social welfare,
and this (simple) taxonomy [of a good job] allowstart to be made on such questions as
‘In what respects are older workers’ jobs bettantthose of younger workers?’ (and vice
versa), ‘Who has the good jobs?’ and ‘Are good jbbsg replaced by bad jobs?’. In
addition, measures of job quality seem to be usegfedictors of future labour market
behaviour. Workers’ decisions about whether to warrkiot, what kind of job to accept
or stay in, and how hard to work are all likely depend in part upon the worker’'s

subjective evaluation of their work, in other woaistheir job satisfaction (Clark, 1998).
1.1.1 The concept of Perception

According to Michener, DeLamater and Myers (20@&xception refers to constructing
an understanding of the social world from the dataget through our senses. Thus,
perception “refers to the process by which we fampressions of other people’s traits
and personalities.” (Michener, DeLamater and My&f¥X)4).Like most concepts within

the social science disciplines, perception (or wbter scholars refer to as social

perception) has been defined in a variety of waysesits first usage. From the lay man’s



perspective, perception is defined as an act afgoawvare of “one’s environment through
physical sensation, which denotes an individuabgityg to understand” (Chambers
Dictionary). However, many social psychologists dvdaended to develop the concept
around one of its most essential characteristigg the world around us is not
psychologically uniform to all individuals. This e fact, in all probability, that
accounts for the difference in the opinions andoast of individuals/groups that are

exposed to the same social phenomenon (Hague,.2001)

One of the perceivers-specific factors that infeeerperception is familiarity with the
object of perception. Familiarity implies that, coaned to others, we are better
positioned to make observations leading to bewdative ability to arrive at superior
decisions about a particular situation. The pergdpgtrocess allows us to experience the
world around us. Take a moment to think of all tthi@gs you perceive on a daily basis.
At any given moment, you might see familiar objantgour environment, feel the touch
of objects and people against your skin, smelkttoena of a home-cooked meal and hear
the sound of music playing in your next door nemints apartment. All of these things
help make up our conscious experience and allowousteract with the people and

objects around us (Malan, 2003).
1.1.2 Performance Appraisal Methods

Appraisal methods are the approaches used by aajams to assess performance of
their employees. Terry (2003) defines performarppaisal as the periodic evaluation of
an employee’s performance measured against the ghated or presumed requirements.
She further notes that it has been defined as itheeps of identifying, evaluating and

developing the work performance of employees in trganization, so that the
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organizational goals and objectives are more effelgtachieved, while at the same time
benefiting employees in terms of recognition, reicgj feedback, catering for work
needs and offering career guidance (Terry, 2003)etdel & Oppler (2003) note that
performance appraisal outcome can be put to ay afrases. These as they put include
promotions, confirmations, training and developmertompensation reviews,
competency building, improving communication, ewlon of HR Programs and in
feedback & grievanced hey further categorize Performance Appraisalsgyodb four,
including: Developmental use, Administrative demms/uses, Organizational
maintenance and Documentation. Performance appraisethods are broadly

categorized into two; Past Oriented Methods andréu®riented Methods.

Past oriented methods comprise rating scales, tbegkiorced choice method, forced
distribution method, critical incident method, beioaally anchored scales, field review
method, performance tests and observations, amandidential reports, essay method,
cost accounting and comparative evaluation appesacfheir general advantages
comprise the fact that performance has occurredcandbe measured as well as their
ability to provide employees with feedback. A gemetisadvantage however is that it
measures performance when it has already occumddcannot be changed. Future
oriented performance appraisal methods on the ttdwed comprise the Management By
Objectives method, Psychological appraisals, assa#scanters and the 360-Degree
Feedback method. In sum, they are employed to rdeter how employees can be
performing the days to come. Focusing on employe&enpial or setting future

performance goals can assess this.



Performance appraisal is a discrete formal orgéinizally sanctioned event usually not
occurring more frequently than once or twice a yeahich has clearly stated
performance dimensions and/or criteria that areduse the evaluation process.
Furthermore, it is an evaluation process, in thanttative scores are often assigned
based on the judged level of the employee’s jodopmance on the dimensions or
criteria used, and the scores are shared withrtipogee being evaluated, Baron,(1991).
A performance appraisal system must be well definsmporately supported and
monitored. It must also be widely communicated dndused towards achieving
corporate objectives. In essence, an appraisaérsyshust be integrated as part of a
performance management system aligned toward aobiesorporate goals. Larger
organizations will often conduct performance apgaks once or twice a year, and many
smaller organizations follow suit. However, as darabrganizations work in rapidly
changing environments in which staff duties varylyda firm may need to take a

different approach (Terry, 2003).

1.1.3 Performance Appraisal Criteria

Whetzel & Oppler (2003) identified various performea appraisal factors that could be
used as criteria in various performance appraisghats: employee job output quality,
job output quantity, job adaptability and job kneddje. They advice that each of the
criteria should be easily measurable and suppdiyedbserved facts over the appraisal
period. This enables one to assess growth, suclthas employees’ statistics show
significant improvement over time. They providettlh@b output quality measures the
ability to set high standards for own personal genfance; Quantity of Work measures

the volume of work produced by the employee; Jotmkedge measures one’s mastery



of the concepts needed to perform certain work thatl adaptability on the other hand
measures efficiency with which employee works unsteess and responds to change

(Whetzel & Oppler, 2003).

1.1.4 Job Satisfaction

According to Spector (1997), "Job satisfaction é$irted as "the extent to which people
like (satisfaction) or dislike (dissatisfaction)eth jobs" (Spector, 1997, p. 2). Mutile
(2012) asserts that job satisfaction as pleasurablgositive emotional state resulting
from the appraisal of one’s job or job experiendeb satisfaction is a result of
employee's perception of how well their job progidbose things that are viewed as
important. It is generally recognized in the orgational behaviour field that job
satisfaction is the most important and frequentlydied attitude (Mutile, 2012). Job
satisfaction is associated with how well our pesd@xpectations at work are in line with
outcomes (McKenna, 2005). The idea of organizaiem social system requires that
some benefits are received by its participants e as by its customers and clients.
“Satisfaction” and “morale” are similar terms refeg to the extent to which the
organization meets the needs of employees. Measidirsatisfaction include employee

attitudes, turnover, absenteeism and grievancesy(12003).

Job satisfaction is the most widely investigatel @btitude, as well as one of the most
extensively researched subjects in Industrial/Omgdional Psychology (Judge &
Church, 2000). Many work motivation theories hagpresented the implied role of job
satisfaction. In addition, many work satisfactidmedries have tried to explain job
satisfaction and its influence. They include: Mask (1943) Hierarchy of Needs,

Hertzberg's (1968) Two-Factor (Motivator-Hygienehebry, Adam’s (1965) Equity

6



Theory among others. As a result of this expansdgearch, job satisfaction has been
linked to productivity, motivation, absenteeismdiaess, accidents, mental/physical
health, and general life satisfaction (Landy, 1978)common idea within the research
has been that, to some extent, the emotional sthten individual is affected by
interactions with their work environment. Peoplentify themselves by their profession,
such as a doctor, lawyer, or teacher. A persomwidgual well-being at work, therefore,

is a very significant aspect of research (Judgeli&ger, 2007).

There are two types of job satisfaction based am ldvel of employees' feelings
regarding their jobs. The first, and most studiedylobal job satisfaction, which refers
to employees' overall feelings about their jobg.(¢Overall, | love my job.") (Mueller &

Kim, 2008). The second is job facet satisfactwhich refers to feelings about specific
job aspects, such as salary, benefits, and thetyudl relationships with one's co-
workers (e.g., "Overall, | love my job, but my sdhée is difficult to manage.") (Mueller

& Kim, 2008). According to Kerber and Campbell 879, measurements of job facet
satisfaction may be helpful in identifying which egfic aspects of a job require
improvements. The results may aid organizationmsproving overall job satisfaction or

in explaining organizational issues such as highaver (Kerber & Campbell, 1987).
1.1.5 Kenya Airways

Kenya Airways Ltd., more commonly known as Kenyawalys, is the flag carrier of
Kenya(O'Keeffe, 2013). The company was founded in 19%#@r ¢he dissolution of East
African Airways (Buyck, 2010; Endres, 2005). The carrier's headceffs located in
Embakasi, Nairobi, with its hub at Jomo Kenyatteeidnational Airport (KA, 2012). The

airline was wholly owned by the Government of Kenyail April 1995, and it was
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privatized in 1996, becoming the first African flagrrier in successfully doing so
(Buyck, 2010). Kenya Airways is currently a publicwate partnership. The largest
shareholder is the Government of Kenya (29.8%)owdd by KLM, which has a
26.73% stake in the company. The rest of the stemeseld by private owners; shares
are traded in the Nairobi Securities Exchange,0be es Salaam Stock Exchange, and

the Uganda Securities Exchangeacey, 2003).

Kenya Airways is widely considered as one of tlaglieg Sub-Saharan operators (Sudan
Tribune, 2011); as of January 2013, the carrieaiked fourth among the top ten ones
that operate in Africa by seat capacity, behindtBddrican Airways, Ethiopian Airlines
and Egypt Air. The airline became a full membe&&§ Team in June 2010, and is also a
member of the African Airlines Association since/I9As of June 2012, the company
had 4,834 employees (Kenya Airways, 2012). At thenya airways, therefore,
performance appraisal is an undertaken as a fomisdussion which enables a
perspective to be obtained on past performancebasia for making plans for the future.
The meeting concentrates on not only what has mggbbut on why it has happened.
This data is then used for planning purposes. e of the appraisal meeting is on what
should be done in the future in terms of makingetigyment and improvement plans.
The manager and the employee get together sohiatcan engage in a dialogue about
the individuals performance and development andstipport provided by the manager.

This support is an essential part of Performancaedgament (Munjuri, 2011).

1.2 Research Problem

The business climate has changed during the lasydars. It seems that no industry is

immune to a shakeup as a direct or indirect coresszpiof the resulting competition. For
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many organizations, one result of this trend isigtifiable obsession with quality and
productivity. It is therefore more important thawee to accurately measure job
performance, often done through performance apgrase rewards can be distributed
fairly and performance problems solved quickly, foms and other entities to stay
relevant in performance and reduce employee tumbyeas much as possible (Swan,
2011). Job satisfaction is important from the pectipe of maintaining and retaining the
appropriate employees within the organizationsitibout fitting the right person to the
right job in the right culture and keeping themisfad (Emily, 2003; Stephen & Sandra,
2004). Today's business environment is characterizg weak economies, rapidly
changing technology, organizational re-engineerisigortened length of tenure, and
outsourcing of peripheral business activities. Untleese circumstances, managers
should concentrate on removing sources of dissatish from the workplace in order to
keep employees busy, productive, and satisfiedthAtsame time, employees need to

take responsibility for their own satisfaction heir job(Stephen & Sandra, 2004).

Following a series of reported strikes among thenyge airways staff over pay,
retrenchments and recalling of the staff, therarlis not new to controversy around job
satisfaction among its staff. The national cardierin mid 2012 embark on an ambitious
job-cut plan to reduce its annual wage bill by elts US$ 15 million, after an initial 126
of its 600 staff members, earmarked for retrenchmemuntarily left. The airline cited a
difficult operating environment, including the 2068ancial crisis and the rising interest
rates at the time in justifying the job-cut plam¥\( 2012). A number of go slows were
witnessed in protest against the plan. This is ebgokto be of significance in evaluating

job satisfaction at the organization.



Several studies have been conducted around thed veorlthe relationship between
performance appraisal and job satisfaction withadiindings, some reporting a positive
relationship and some finding no significant relaship. The advantages of employee
satisfaction that organizations can enjoy has higstrated by the researchers such as
Malik, Zaheer, Khan and Ahmad (2010), Malik, Ahm&aif, and Safwan (2010), AL-
Hussami (2008), Bhatti and Qureshi (2007). The aeters have examined the
relationship of employee/job satisfaction with waris variables and found that job
satisfaction of an employee is related to manyefiariables showing the advantages. In
a study while examining a relationship of differeatiables the authors found that there
IS a negative relationship between employee jolsfaation and their turnover (Malik,
Zaheer, Khan & Ahmad, 2010). It means that jobstattion of employees can be used
as a tool to stop the employees to leave the argdan. So the more employees are

satisfied from their jobs less will be the chanteleave the organization.

The researchers, while examining the relationshirganizational commitment, job
satisfaction and productivity in a sample of 450ptayees found that employee job
satisfaction is a positive predictor of employeedurctivity (Malik, Ahmad, Saif, &

Safwan, 2010). It means that the more employedswikatisfied from their work more
they will be contributing towards achieving orgatienal goals in an effective and

efficient manner.

AL-Hussami, (2008) tested relationship between galtisfaction and organizational
commitment among nurses and found that both thiahlas were significantly related.

Organizational commitment is the belongingnesshtodrganization. It occurs when an

10



individual wants to work in an organization williygg So employee job satisfaction helps
the employees to work with the organization withl finterest and love.Bhatt
and Qurush (2007) found out that there is a p@sitelationship of job satisfaction with
employee participation, employee commitment andleyeg productivity. This finding
also adds to the advantages of the job satisfactioemployees by adding that at the
same time it has a positive effect on three factitues productivity, commitment and

participation in work activities.

Khan (2007) states that the fundamental objectiviedormance appraisal is to facilitate
management in carrying out administrative decisioglating to promotions, firings,

layoffs and pay increases. For example, the prgsénperformance of an employee is
often the most significant consideration for deteing whether or not to promote the
person. Savery and Syme (1996) carried out a stfdjhospital pharmacists and
examined a relationship of satisfaction with issigegh as appropriate evaluation
systems, rather than with pay or job security, elated best with increased

organizational commitment.

Reid and Levy (1997) recommend that subordinateasggd of managers could also be
undertaken to identify areas of skill and abilitgfidiency which could be utilized to
further the development of these managers. Thé pimaluct from such a system should
be the development of an appropriately trained siilded workforce. To summaries the
satisfied employees are the assets of any orgamzafob satisfaction helps the
employees to remain in the organization, work hvaitti interest, to be affiliated with the

organization and have maximum productivity (Karghal, 2011).
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From the studies above, no specific study has shdwen relationship between
performance appraisal criteria and employee joisfaation therefore this study seeks to
establish the perceived influence of performancprapal criteria on employee job
satisfaction.

The study will therefore attempt to provide answerthe question, what is the perceived
influence of performance appraisal criteria on eyeé job satisfaction in Kenya

Airways?
1.3. Research Objective

To determine the perceived influence of performaaggraisal criteria on employee job

satisfaction at the Kenya Airways.
1.4 Hypothesis test

The following hypothesis was tested;

Ho Performance appraisal criteria do not infleefab satisfaction at the Kenya
airways

Hi. Performance appraisal criteria influence jobsfatition at the Kenya airways

1.5 Value of the study

The findings of this study are important to sevestlkeholders. These include: The
findings of this study will be of beneficial to fue researchers and academicians.
Through the findings of this research, future redears and academicians will be able to

find a source to refer to on matters concerninggppraisal in relation to job satisfaction.
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Other commercial airlines and entities in genendll also find the findings of this study

useful as it will inform them of the role played kgb satisfaction in subsequent
performance of the firms in Kenya. Through the ifing$ of this study, the management
will be able to make decisions on the best wayhtmiporate performance appraisal on

employees.

The findings of this study will also be importamat policy makers of firms in Kenya.
Through the findings of this study, the policy makevill learn on the necessary
measures that need to be put in place to ensureanmax capitalization of staff

performance appraisal and the strategic incorpmraif the same.
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CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

This chapter reviews the existing literature on $hbject under researched. The matter
contained in this chapter relates to past studiesperformance appraisal and the
relationship with employee job satisfaction. Thedtetical foundation, the different
performance appraisal methods and job satisfaeti@hthe measures used on the same

are also hereby discussed.
2.2 Theoretical Foundation

Performance appraisal is underpinned by a philogtyalsed on motivation theories. The
three motivation theories which have contributedsto the philosophy of performance
appraisal are those concerning goals, reinforcenamat expectancy. Developed by
Laham and Locke (1997), goal setting thesrgonfined on the basis of a fourteen year
research programmed into goal setting as a madvakitechnique. They claimed that the
level of production in the companies they studiedswncreased by an average of
nineteen percent as a result of goal setting psesewith the following characteristics:
the goals should be specific, they should be chgitg but reachable, should be fair and
reasonable, individuals should participate fullytive goal setting, feedback ensures that
people develop a sense of pride and satisfactioh f@edback will give commitment to

even higher goals (London, 2003).

Moreover, reinforcement theory suggests that sseses achieving goals and rewards
act as positive incentives and reinforce the swsfakbehaviour, which is repeated the
next time a similar need arises. Originally develbfy Vroom (1964) the theory states

14



that for there to be a heightened motivation tdquar, individuals have to: feel able to
change their behaviour, feel confident that a ckaimgtheir behaviour will produce a
reward, and value the reward sufficiently to justifie change in behaviour (Daniels,

1978).
2.3 Performance Appraisal Methods

Performance appraisal methods can be broadly aa&edonto two: Past Oriented and

Future Oriented Methods.
2.3.1 Past Oriented Methods

Past oriented methods comprise rating scales, tbegkiorced choice method, forced
distribution method, critical incident method, beioaally anchored scales, field review
method, field review method, performance tests abservations, annual confidential

reports, essay method, cost accounting and conng@aeataluation approaches.

Rating scale: this is the simplest and the mostufaoptechnique for appraising all
employee performance. The typical rating scalesesysonsists of several numerical
scales, each representing job related performamiterian such as dependability
initiative output, attendance attitude, co - opgeratind the like. Each scale ranges from
excellent to a poor. The number of points scoreg bealinked to salary increases where
by so many points equal to a rise of some %. Geafating scales are probably the most
commonly used form during the formal performancprajzal (primarily for evaluative
decisions), but they should lead to developmenistets as well. An advantage of this
method is that a large number of employees carvalea@ed in a short time, and the rater

does not need any training to use the scale. THaldantages of this method are several.
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The rater's biases are likely to influence evalbmtiand the biases are particularly
pronounced on subjective criteria such as coomgratiattitude and initiative,
furthermore, numerical scoring gives an illusionpoécision that is really unfounded.

(Janosik, 2003).

Checklist: in this method, the rates do not evawanployee performance, he supplies
reports about it and the final rating is done bg personnel department. Performance
reviews should be tailored to your type of busiresd the nature of the employee’s job
function. Advantages around this method are thatcKlst reduces subjectively because
recording is done by someone else act as the Rater, at the end put weight ages and
adds marks comparison is also possible. Major énwihs are that normally confined to

staff of personnel department. It is also deem#éctdit for all jobs (Kessler, 2003).

Forced distribution method: This technique was kbuated by Joseph Tiffin (1905-

1989). The method operates under the assumptioahamployee's performance can be
plotted in a bell-shaped curve. Here 10% of the leyges are given excellent grade,
20% are given good grade, 40% are given the avegemge, next 20% are given the
below average grade and last 10% are given uresetisf grade. Advantages of this
method are that they force reluctant managers teerddficult decisions and identify the

most and least talented members of the work grobpy also create and sustain a high
performance culture in which the workforce continsly improves. The disadvantages
are that they increase unhealthy cut-throat cormpeniess; they discourage collaboration
and teamwork; they harm morale and that they agallle suspect giving rise to age

discrimination cases (Pulakos, 2003).
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Forced choice method: This method was contributed.B. Guilford (1897-1987). Here,
an evaluator rates an employee on the basis ob@pgnf statements. These statements
are a combination of positive and negative statésnand are arranged in blocks of two
or more. The rater is required to identify the maost least descriptive statement
pertaining to an employee. The advantage withighieat since appraiser does not know
the “correct answer”, the bias is minimized. Theitation is that appraisers as well raters
dislike this method; since they feel they are ma#eh into confidence by giving them the

right answer (University of CA- Berkeley, 2004).

Critical incident methods: the approach focusedhencertain critical behaviours of an
employee that makes all the difference betweercefeand non - effective performance
of a job. Such incidents are recorded by the saperas and when they occur.
Advantages include that the method: is based oaectdiobservations. The greatest
strength of this approach is that performance etalos are based on actual performance
that is observed firsthand by the employee’s manages time-tested. In this approach,
managers gather data over a full year, so it's likse$y to be influenced by a mad last-
minute scurry for data or the undue impact that lsamassociated with an employee’s
most recent behaviors and that it provides more f@we. By definition, the critical
incident approach encourages managers to spenatirttee floors with their employees,
which allows them to provide more coaching, guidanand feedback, while also

learning more about overall developments in theadepent (Whetzel & Oppler, 2003).

Its drawbacks are that: it delays the giving ofdtesck. In order for feedback to be truly
effective (whether the feedback is positive or niegg, it should be linked as closely as

possible to the behavior in question. With criticadidents, a greater emphasis may be
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placed on gathering data and tallying it than dbtussing it to inform, educate, and
motivate employees. As the distance between behaw feedback increases, the value
of feedback decreases; all satisfactory and uifiaettsy behaviors are not equal.
Throughout the year, a person may display many liextebehaviors but only one
unsatisfactory behavior. In that case, her pilesatisfactory behaviors would be much
greater than her pile of unsatisfactory behaviBtg.weighing the number of satisfactory
behaviors against the number of unsatisfactory caesdead to an erroneous conclusion
if the one unsatisfactory behavior cost the comptlyest client, or its computer system,
or its line of credit. In order to increase thewecy and utility of the critical incident
method, managers who use it should attach a nuaheralue to each positive and
negative behavior. Finally, although managers sheagage in managing by wandering
around, the critical incident approach can causeagers to spend too much time on the
floors. If the manager is constantly wandering acbwith his employees, the employees

can start to feel as though the team is being maraged (Whetzel & Oppler, 2003).

Behaviourally Anchored Rating Scales (BARS): Bebavally anchored scales,
sometimes called behavioural expectation scalesrating scales whose scale points are
determined by statements of effective and ineffecthehaviours. They are said to be
behaviourally anchored in that the scales represaange of descriptive statements of
behaviour varying from the least to the most effect BARS have the following
features: Areas of performance to be evaluateddarmified and defined by the people
who will use the scales; the scales are anchoredebgriptions of actual job behaviour
that, supervisors agree, represent specific leoklserformance. The result is a set of

rating scales in which both dimensions and anchoegrecisely defined; all dimensions
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of performance to be evaluated are based on oliderbahaviours and relevant to the
job being evaluated since BARS are tailor-madetierjob and since the raters who will
actually use the scales are actively involved m dievelopment process, they are more
likely to be committed to the final product (Pulak@003). The main advantage of this is
that helps overcome rating errors. The disadvantagiat the method suffers from

distortions inherent in most rating techniques @{&s 2003).

Field Review Method: This is an appraisal done bmasone outside employees’ own
department usually from corporate or HR departm&he outsider reviews employee
records and holds interviews with the ratee andonitier supervisor. The method is
primarily used for making promotional decision Iz tnanagerial level. Field reviews are
also useful when comparable information is needeoch femployees in different units or
locations. The main advantage is that the methodissful for managerial level

promotions, when comparable information is need@dadvantages include that the
outsider is generally not familiar with employeesriwenvironment and that observation

of actual behaviors is not possible (Kessler, 2003)

Performance Tests & Observatiofi$tis is based on the test of knowledge or skillse T
tests may be written or an actual presentationkdfss Tests must be reliable and
validated to be useful. With a limited number digpemployee assessment may be based
upon a test of knowledge or skills. The test maybthe paper-and-pencil variety or an
actual demonstration of skills. The test must balvke and validated to be useful. Even
then, performance tests are apt to measure pdtembiee than actual performance. In
order for the test to the job related, observatisinsuld be made under circumstances

likely to be encountered. The advantage with thishat tests may be apt to measure
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potential more than actual performance. The draWwismthat tests may suffer if costs of

test development or administration are high (Jd&n@€i03).

Confidential RecordsMostly used by government departments, howeveaptsication

in industry is not ruled out. Here the report igegi in the form of Annual Confidentiality
Report (ACR) and may record ratings with respectotmwing items; attendance, self
expression, team work, leadership, initiative, tecal ability, reasoning ability,
originality and resourcefulness etc. The systetmghly secretive and confidential. The
advantage is that feedback to the assessee is gnrgnn case of an adverse entry. The
disadvantage is that it is highly subjective antihgs can be manipulated because the

evaluations are linked to HR actions like promasicaamong others (Pulakos, 2003).

Essay method: In the essay method, the rater mestridbe the employee within a
number of broad categories, such as (i) the rateresall impression of the employee’s
performance, (ii) the profitability of the employdei) the jobs that the employee is now
able or qualified to perform, (iv) the strengthslaveakness of the employee, and (v) the
training and the development assistance requireithdogmployee. Although this method
may be used independently, it is most frequentbynébin combination with others. It is
extremely useful in filing information gaps abobetemployees that often occur in the
better-structured checklist methdktlvantage: It is extremely useful in filing informnan
gaps about the employees that often occur in arkstituctured checklist. Disadvantages:
It its highly dependent upon the writing skills @ter and most of them are not good
writers. They may get confused success dependseomémory power of raters (Whetzel

& Oppler, 2003).
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Cost Accounting method/ Human asset accounting edethhis method evaluates from
the monetary returns the employee vyields to hisdngr A relationship is established
between the cost included in keeping the employektiae benefit the org derives from
him or her. Performance of the employee is theduewad based on the established
relationship between the cost and the benefit. Glneent value of a firm’s human

organization can be appraised by developed proesduny undertaking periodic

measurements of “key casual” and “intervening gmise” variables. They key causal
variables include the structure of an organizasomianagement policies, decisions,
business leadership, strategies, skills and bebavide intervening variables reflect the
internal state and health of an organization. Tihelude loyalties, attitudes, motivations,
and collective capacity for effective interactiamgmmunication and decision-making.
These two types of variable measurements must o roger several years to provide
the needed data for the computation of the humaeat accounting (University of CA-

Berkeley, 2004).

Comparative Evaluation Method (Ranking & Paired @ansons): These are collection
of different methods that compare performance witt of other co-workers. The usual
techniques used may be ranking methods and pawetparison method. Ranking
Methods: Superior ranks his worker based on midm best to worst. However how
best and why best are not elaborated in this methods easy to administer and
explanation. Paired Comparison Methods: In thisho@teach employee is rated with

another employee in the form of pairs (Whetzel &f@p, 2003).
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2.3.2 Future Oriented Performance Appraisal Methods

Future oriented performance appraisal methods a@n dther hand comprise the
Management By Objectives method, Psychologicalapals, assessment centers and the

360-Degree Feedback method.

Management By ObjectiveShe concept of ‘Management by Objectives’ (MBO) was
first given by Peter Drucker in 1954. It can beimed as a process whereby the
employees and the superiors come together to fgea@mmon goals, the employees set
their goals to be achieved, the standards to bentak the criteria for measurement of
their performance and contribution and decidingdberse of action to be followed. The
essence of MBO is participative goal setting, chwgpsourse of actions and decision
making. An important part of the MBO is the measugat and the comparison of the
employee’s actual performance with the standartisheeadvantage is that it is more
useful for managerial positions. Disadvantagesuthelthat the method is not applicable
to all jobs and that allocation of merit pay maguié in setting short-term goals rather

than important and long-term goals (Pulakos, 2003).

Psychological AppraisalsThese appraisals are more directed to assess eeploy
potential for future performance rather than thetmme. It is done in the form of in-
depth interviews, psychological tests, and discussiith supervisors and review of other
evaluations. It is more focused on employees emalkjantellectual, and motivational
and other personal characteristics affecting hifop@ance. The advantage is that this

approach is slow and costly and may be useful figghbyoung members who may have
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considerable potential. However, quality of theppraisals largely depends upon the

skills of psychologists who perform the evaluat{@vhetzel & Oppler, 2003).

Assessment Centers: An assessment centre typicaliyves the use of methods like
social/informal events, tests and exercises, asggis being given to a group of
employees to assess their competencies to takeerhigisponsibilities in the future.
Generally, employees are given an assignment sitailthe job they would be expected
to perform if promoted. The trained evaluators obseind evaluate employees as they
perform the assigned jobs and are evaluated orrglabed characteristics. The major
competencies that are judged in assessment cargdasterpersonal skills, intellectual
capability, planning and organizing capabilitiesptivation and career orientation.
Advantages: well-conducted assessment center daievacbetter forecasts of future
performance and progress than other methods ofamjaps. Also reliability, content
validity and predictive ability are said to be highassessment centers. The tests also
make sure that the wrong people are not hired @npted. Finally it clearly defines the
criteria for selection and promotion. Disadvantagassts of employees traveling and
lodging, psychologists, ratings strongly influenceygl assessee’s inter-personal skills.
Solid performers may feel suffocated in simulateédasions. Those who are not selected

for this also may get affected (Kessler, 2003).

360-Degree Feedback: also known as 'multi-ratedlfeek’, it the most comprehensive
appraisal where the feedback about the employeegonmance comes from all the
sources that come in contact with the employeeigipoh. 360 degree respondents for an

employee can be his/her peers, managers (i.e.isgpeubordinates, team members,
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customers, suppliers/ vendors - anyone who contescontact with the employee and
can provide valuable insights and information cedigack regarding the “on-the-job”
performance of the employee. Advantages of thishotketare that: individuals get a
broader perspective as to how they are perceiveath®ys; the feedback provides a more
rounded view of their performance; enhanced awasenad relevance of competencies;
awareness for senior management too, as they will tg know their need for
development and feedback is perceived more valdl @ective as ita€™s collected
from varied sources. Disadvantages include thatkfrand honest opinion may not be
received; stress might be put on individuals fatirgg feedback; lack of action following
feedback; over reliance on technology and too mimateaucracy (Official Procedure

might slow the process) (University of CA- Berkel@p04).

Successful performance appraisal processes follevfollowing logistical flow, as

Connellan (2004) puts it: Objectives definition @ppraisal; Job expectations
establishment; Design an appraisal program; Aper#me performance; Performance
Interviews; Use data for appropriate purposes;tlfieapportunities variables and use of
social processes, physical processes, human angutemassistance. Kessler (2003)
identifies four broad purposes of performance aispt out comes: Developmental Use,
to address among others, individual needs, perfocmafeedback, transfers and
Placements as well as strengths and developmeds;nadministrative Decisions / Uses
to address to address salaries, promotion, retehtiermination, recognition, layoffs as
well as poor performers’ identification. It is alssed in organizational Maintenance, to
address HR Planning, training needs, organizatio@aal achievements, goal

identification, HR Systems Evaluation as well asfercement of organizational needs.
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Documentation is also one of the goals of perforreaappraisal, handy in validation

research, for HR decision taking and legal requiets, (Ambrose, 1999).

2.4 Performance Appraisal Criteria

The four performance appraisal factors as crit@r@ppraising employee performance as
discussed by Whetzel & Oppler (2003) include jolaldy, job quantity, employee job

adaptability and job knowledge.

Job quality refers to the ability to set high st@m$ for own personal performance; strive
for quality work; put forth extra effort to ensugpality work (Connellan, 2004). It
measures the ability to develop and implement nalwtisns, procedures and concepts;
accuracy, thoroughness, and reliability; organimatind completeness; attention to detail
as well as the ability to deliver what is requirgden required (Kessler, 2003). Quantity
of Work on the other hand refers to the volume ofkxproduced by the employee, along
with his or her speed, accuracy and consistencgugput. It measures the ability to
accomplish assigned work in an organized, timelynmeg production of necessary
results in spite of unforeseen changes as welhasability to alert appropriate team
member if deadlines need to be re-negotiated toraplish work with higher priority

(Pulakos, 2003).

Job knowledge measures one’s mastery of the canoegided to perform certain work.
Job knowledge is a complex concept that includements of both ability (capacity to
learn) and seniority (opportunity to learn). luisually measured with a paper-and-pencil
test. To develop a paper-and-pencil test to ageds&nowledge, the content domain

from which test questions will be constructed mbet clearly identified (Connellan,
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2004). For example, a job knowledge test used kecssales managers from among
salespeople must identify the specific knowledgeessary for being a successful sales
managerAdaptability on the other hand measures efficiantit which employee works

under stress and responds to change; receptivénessange/new ideas; poise and/or
courtesy in tough situations as well as abilityrtodify behavioural style and approach to

goal (Janosik, 2003).

2.5 Job Satisfaction

Scholars have described job satisfaction in diffetaut related ways. Weiss (2002) has
argued that job satisfaction is an attitude bunhfsobut that researchers should clearly
distinguish the objects of cognitive evaluation efhare emotions, beliefs and behaviors.
This definition suggests that we form attitudesams our jobs by taking into account
our feelings, our beliefs, and our behaviors. Jatisfaction describes how content an
individual is with his or her job. The happier peo@re within their job, the more
satisfied they are said to be. Job satisfactionoisthe same as motivation or aptitude,
although it is clearly linked. Spector (1997) defil job satisfaction as the extent people
like or dislike their jobs. Hoppock (1935) indicatéhat job satisfaction is the mental,
physical, environmental satisfaction of employe®shermerhorn (1997) refers to job
satisfaction as the degree to which employeesdesitively or negatively about their
jobs. Positive and negative feelings about onels Igad to job satisfaction and job

dissatisfaction respectively.

Khainga (2006) indicates that job satisfaction ti@a®e dimensions. Firstly, it is an

emotional response to a job situation. This cany dmé inferred. Secondly, job
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satisfaction is determined by how well outcomes tnea@ectations. For instance, if the
salary is commensurate to work done and is alsttadu@, the organizational members
are likely to develop job satisfaction. Finally,bjesatisfaction should be viewed as
representing a combination of related attitudeb. satisfaction can take place through
intrinsic motivation that is self-generated factdinst influence people to behave in a
certain way such as responsibility, freedom acbpecto use and develop skills and
abilities among others. It could also be througtriegic motivation i.e. what is done to or
for people to motivate them including rewards suah increased pay, praise or
promotion. The later have an immediate and powesfigdct though not long lasting as
the intrinsic motivators which have a deeper anmiyéw term effect because they are

inherent in individuals.

Anold and Feldman (1986) identified job satisfactifactors as pay, promotion,
supervision, work group and working conditions. Wahould be challenging with
variety of tasks. Variety produces more job satisée. Too much control over work
methods and work place by management may resydibtdissatisfaction. Promotion to
higher levels brings more satisfaction; there amemob challenges, more freedom,
leadership and better pay. Supervision determingsiayees’ participation in decision
making. Employees who participate in decisions #ifééct their jobs display a much
higher level of job satisfaction with their supemis and overall work situation.
Cooperative workmates act as social support syst&iwsking conditions determine
physical comfort. Davis (1951) found job satisfantican make employers achieve
organizational goals, take more interest in workl &el honored to be part of their

organization.
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2.5.1. Factors influencing Job Satisfaction

Mullins (2002) outlined factors that cause job sfattion as Individual Factors which
include personality, education, intelligence andliteds, age, marital status and
orientation to work. Secondly are Social Factoet thclude relationship with colleagues,
group working, norms, opportunities for interactemmd informal organization. Thirdly he
identified the Cultural Factors including underlyinattitudes, beliefs and values.
Organizational Factors were outlined as fifth cetisg of personnel policies and
procedures, employee relations, nature of workhrtelogy and work organization,
supervision and styles of leadership, managemetesys and working conditions. Lastly
he outlined the Environmental Factors including resoic, social technical and

governmental influence.

Several theories have tried to explain why peoeé the way they do in regards to their
jobs. To highlight some but just a few, Locke (1p@d6éveloped the Affect Theory which
is arguably the most famous job satisfaction mo@lee main premise of this theory is
that satisfaction is determined by a discrepandywéen what one wants in a job and
what one has in a job. Further, the theory stdtashow much one values a given facet
of work (e.g. the degree of autonomy in a positionpderates how satisfied or
dissatisfied one becomes when expectations areeona met. When a person values a
particular facet of a job, his satisfaction is mgreatly impacted both positively (when
expectations are met) and negatively (when expentatare not met), compared to one

who does not value that facet.
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Jackson (1982) outlines the Dispositional Theoryiciwhs a very general theory that
suggests that people have innate dispositionsthegte them to have tendencies toward a
certain level of satisfaction, regardless of onels. This approach became a notable
explanation of job satisfaction in light of evidenthat job satisfaction tends to be stable
over time and across careers and jobs. A signifisatel that narrowed the scope of the
Dispositional Theory was the Core Self-evaluatidfedel proposed by Judge (2003).
Judge argued that there are four Core Self-evalusitihat determine one’s disposition
towards job satisfaction: self-esteem, general-eféifacy, locus of control, and
neuroticism. This model states that higher levélself-esteem (the value one places on
his or herself) and general self-efficacy (the dfeln one’s own competence) lead to
higher work satisfaction. If one has an internaule of control (believing one has control
over her or his own life, as opposed to outsidedsrhaving control) leads to higher job

satisfaction. Finally, lower levels of neuroticisead to higher job satisfaction

Abwavo (2005) outlines that companies that satisiyployees desire for good
managerial relations, respect, fair and adequatepeasation, and opportunities for
growth and development through training, in turrapiag the benefits. Employee
satisfaction is an important issue for employerghHevels of absenteeism and turnover
are quite costly in terms of training and recrytirkKhainga (2006) indicates that few
organizations seem to have made this a prioritybedecause they really do not see the
significance. Satisfied employees tend to be mooeyctive, creative and committed to
their employers. Studies have shown a direct catrcgl between staff satisfaction and
customer satisfaction Michael (Oct, 1999) Levelgodif satisfaction tend to increase as

one moves up the hierarchy in the organization. |§/line cannot assume that
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professionals take responsibility for their perfamoe and satisfaction, it is a generally
acceptable fact that professionals have the alitincrease their skills and make that
increase visible to their colleagues. They negetadtceptable salary benefits. On the
other hand unskilled labourers often feel powerlessause they are not marketable.
They frequently result to collective bargainingaameans of attaining acceptable terms

and conditions of employment.

2.5.2. Measurement of Job Satisfaction

Dessler (1999) notes that job satisfaction refléotsattitudes about an employee’s job in
practice. Measuring job satisfaction usually meaessuring specific aspects of the job;
using instruments such as the popular job satisfacurvey, the job descriptive index
which measures the following five aspects of jobs&action: Pay — how much pay is
received and is it perceived to be equitable? plereence - are tasks interesting and are
opportunities for learning acceptable? Promotiargbortunities — are promotions and
opportunities to advance available and fair? Superv- does the supervisor demonstrate
interest in and concern about employees? Co-workdne workers friendly, competent

and supportive?

Job satisfaction levels are determined by carrymg attitude surveys. Attitudes
influence behaviors; a person’s attitude has bemmnd to influence his or her
performance and behavior at work. Dessler (1999hel@ an attitude as a predisposition
to respond to objects, people or events in eithewssitive or negative way. According to
Broom (1972), job satisfaction level may be measdtineough employees’ feelings about
pay, work itself, benefits, career, advancementwodker performance, supervisory

consideration, supervisory promotion of teamworkd aparticipation, supervisory
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instructions/guidance, communication, human resgpersonnel policies, concern for
employees, productivity/efficiency, training and vdpment, physical working

conditions, strategy/mission, recognition, othdr gptions and comparative information.
Job satisfaction can be measured by looking at @yepl productivity levels, employee
retention and costs related with turnover, ratesbsenteeism, quality of work and output

and commitment to the organization.

Quinn (1974) identified two types of job satisfactimeasures; single-question versus
multiple-item measures. Single —question measymasdlly ask a question such as, “On
the whole would you say you are satisfied or disBatl with the work you do?” and its

variant, “All in all, would you say you are satesfi or dissatisfied with your job?”

Multiple — item measures on the other hand, asgomdents to rate various aspects of
their job on a scale running from (say) levels @sdtisfaction to levels of satisfaction.
Wether (1993) says that an effective departmenbne that meets both company
objectives and employee needs. When employeestsnege unmet, turnover,

absenteeism and union activities are more likelg. rdlcommends audit of employee
satisfaction as a means of learning how well enmgdoyeeds are met. In auditing
employee satisfaction levels he says, an audit tgathers information about wages,
benefits, career planning assistance and the fekdlenployees receive about

performance.
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction

This chapter details how the proposed study wasedaout. It covers research design,

data collection and data analysis.
3.2 Research Design

This study took a descriptive survey design; itgdauto achieve the objective of the
study, which is to investigate the perceived infice of performance appraisal criteria on
employee job satisfaction at Kenya airways. A dpsge survey has been chosen
because it enables the researcher to have an th-degerstanding of the practice pattern
in the appraisal practices at Kenya airways andagilsfaction therein. The design is thus
the most appropriate where a detailed analysis sihgle unit of study is desired as it
provides focused and detailed insight to phenomématnmay otherwise be unclear.

The importance of a descriptive survey design iplemsized by Kothari (2003) who
acknowledges that the design is appropriate bedagses a better understanding of the

relationship between independent and dependerablasi.
3.3 Target population and sampling technique

The study targeted the Kenya Airways employees. Rueesource constraint, both
purposive and stratified random sampling technigueie employed. The firm’s Human
Resource Manager was sampled purposively due tpdsisession of the information of
interest, regarding performance appraisal amondames therein. Other employees on
the other hand were sampled by stratified randompsag technique, whereby the

different departments made the strata, from whinbleyees were sampled randomly.
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3.4 Sample size

As of July 2013, the number of employees at Kenyavdys stands at 4, 000. Due to the
relative large number of the target employeesstraple size will be determined by use
of the Neuman (2000) formula. According to Neum200Q), the size of a sample for a

particular study will be calculated as follows:

Z’pq
d:

n=

Where n = the required sample size, when the t@gatlation is more than 10,000

Z = is standard normal deviate at the requiredidence level (1.96) at 0.05

p = is the proportion of the target populationireated to have the characteristics
being measured when one is not sure, so one takiele ground (0.5)

q=1-p
d is the level of statistical significance

1.56% x0.5x0.5
Therefore n = 5,2z — 384

This gives a sample size of 384 which can be asljusthen population is less than

10,000 using the following relationship (NeumanQ@p

"
n
120/

nf =
ns is the desired sample size when population isthess 10,000
n is the desired sample size when population isrttan 10,000

3a4
nf=

- % 134
384
1+ %% 506

A sample size of 134 employees was therefore tagget
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3.3 Data collection

The study made use of primary data. Data, bothppinagsal practices and job satisfaction
was obtained from selected employees of Kenya gswsing both an interview guide
and a structured questionnaire. Particularly thelysttargeted the Human Resources
Manager at the organization, for response on padace appraisal criteria by use of an
interview guide, whereas other employees randoraigpded from all the departments,

were targeted for response on job satisfactiondayai a questionnaire.
3.4 Research instruments

The method of data collection to be adopted wabk bgtpersonal interviews and by use
of a questionnaire. The interview guide was usetbtiect data on performance appraisal
criteria and for job satisfaction data; a struaducgiestionnaire was used. This enabled
oral administration of questions in a face to faoeounter therefore allowing collection

of in depth data.
3.5 Data Analysis

The data, which was qualitative in nature, was ymeml descriptively, by adopting
descriptive statistics method of analysis, compgsmeasures of central tendency,

measure of variations and percentages. The dptasented by use of tables and figures.

According to Mugenda and Mugenda (2003) the mampgae of descriptive analysis is
to study existing information in order to determifectors that explain a specific
phenomenon. The relationship between appraisarieriatnd job satisfaction will be
measured using pearsons’ correlation analysisrderoto determine the degree of the

perceived influence of performance appraisal gaten employee job satisfaction.
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CHAPTER FOUR

DATA ANALYSIS AND FINDINGS

4.1 Introduction

This chapter covers data analysis and findings awdiscussion on perceived influence
performance appraisal criteria and job satisfactibthe Kenya Airways. The data was
analyzed using both descriptive and inferentiatisttes. The research findings were

presented in the form of tables, figures and peeacgs.

4.2 Descriptive Statistics

4.2.1 Response Rate

The study targeted all the 4, 000 Kenya Airways leyges and separately, the human
resource manager at the airline. Due to the raBtitarge number of the target
employees, the researcher adopted the Neuman (200®ula and sampled 134
individuals to be included in the study using stied random sampling procedure. The
human resource manager was sampled purposivelthi3end, the study registered an
89.6% response rate, where only 120 individualpaeded out of the 134 targeted
sample. According to Mugenda and Mugenda (1998sponse rate of 50% is adequate
for analysis and reporting; a rate of 60% is gond a response rate of 70% and over is
excellent. The study registered an excellent respaate. This is reflected in the table

below.
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Table 4.1 Response Rate

Questionnaires Frequency Percent (%)
Returned 120 89.6
Unreturned 14 10.4
Distributed 134 100.0

4.2.2 Demographic Data

This section presents the respondents departmdntgork, age category, level of

education and the length of service of employaegears.
4.2.2.1 Respondents Departments

The researcher deemed it necessary to estabksheipondents departments of work.
This served to ascertain representativeness ofdh®le. Results are as shown in table
4.1 below.

Table 4.2 Respondents distribution across departmés

Department Frequency Percentage (%)
Strategy and Business 12 10
Administration 13 10.8
Human Resource 23 19.2
Production 16 13.3
Marketing 29 24.2
Customer service 27 22.5
Total 120 100

The marketing department recorded the highest nuwib@spondents as represented by
24.2% of the respondents, closely followed by thestamer service department

represented by 22.5% of the respondents. Stratedjpasiness as well as Administration
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departments registered the least number of resptmdeith 10% and 10.8%,

respectively.

4.2.2.2 Distribution of Respondents by age categor

It was necessary to determine the respondentaggories in order to get a view of the
age distribution at the organization. The findimjghe study are as displayed in figure

4.1 below.

Figure 4.1 Distribution of the Respondents by ageategory
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A balanced distribution of the respondents acrbssages is observed in the figure 4.1
with a majority of the respondents falling withimet31-40 age categories, as represented
by 56.7% of the respondents. The over 50 age categad the least number of
respondents, as indicated by 7.5% of the redgmus. The general age of employees at
the Kenya airways can therefore be said to be yolitgoing by the majority lying

within the 21 to 40 years category.
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4.2.2.3 Levels of education of Respondents
The study also sought to find out the respondexsl lof education. Findings of which

are displayed in figure 4.2 below

Figure 4.2 Distribution of the Respondents by levedf education
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From the findings in the figure 4.3 a majority 34.8f the respondents are undergraduate
degree holders, closely followed by postgraduate29®% representation, while 17.5%
are tertiary institution graduates. Overall mostha# respondents(53.3%) have university

degree.
4.2.2.4 Designation of the Respondents

Designation of the respondents was structured timtee: low level, middle level and
high level. This served to ensure equitable reptasien of the respondents. Results
presented in the figure 4.3 indicate that mostoedpnts lie in the low level designations
as shown by 45.0% of the respondents. This is Vi@t by a distant middle level
designation recorded by 40.8% of the respondents.
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Figure 4.3 Classification of Respondents byuels of Designation
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As shown in the figure 4.3 it can be concluded thahajority of the Kenya airways
respondents (45%) are at low level designation.didéicind high level employees follow,
respectively. This is typical in most organizaticasd of particular usefulness to the

study, as performance appraisal methods and jadfaszion issues cut across the levels.
4.2.2.5 Length of Service

With some level of working experience necessamgsitablishing the study objectives, the
study found it necessary to establish the lengtbeofice of the respondents, in years. As
captured in figure 4.4 below, majority, 42.5% ot thespondents have served in the
organizations for between 1 and 5 years. Thisllevie@d by the 6-10 years category, as
indicated by 28.3% of the respondents. The mone 1teand up to 1 year categories had

each 10.0% and 19.2% of employees respectively.
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Figure 4.4: Comparison of the Respondents by Lenigtof Service
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Respondents were asked to indicate how long theg herked at the Kenya Airways.

Results in the figure4.4 show that a significantnber have also served for over 6 years
reflecting the employee retention ability of thgamization over the past ten years. With
a considerable number having served for at leastdss, showing a considerable work
experience, the data collected can be deemed IeeliBksults on performance appraisal
methods and job satisfaction will thus be reflestof the employees’ perspectives as

accrued over years of experience.
4.3 Performance appraisal method at the Kenya airwgs

The researcher held an interview with the orgamm& human resource manager in
which a set of open ended questions regarding pedace appraisal method practised at
the Kenya airways were asked. The open ended ietenstructure was deemed
appropriate by the researcher in order to proviaa for probing and revelation of more

information which may not have been included inititerview guide. A series of themes
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can be established from the questions asked andelponses given. Findings are
structured into the following themes.

i. Performance appraisal method practised by the tag@Em

il. Frequency and timing of appraisal

iii. Objectives of appraisal

iv. Relationship between performance appraisal crisngjob satisfaction
4.3.1 Performance appraisal method practiced at thEenya airways

The researcher sought to determine the performappeaisal method practised at the
Kenya airways. To this end, a list of performanppraisal methods categorised into
future oriented and past oriented as acquired ftoenliterature were posited by the
researcher from which the respondent was requoeskplain the method adopted and
normally used by the organization. This would seovanalyze the method in relation to
the appraisal criteria and how it relates to jotisgaction in order to achieve the study
objective. It was established from the response e Kenya airways employees the
graphic rating scale method of performance apgrdsassess their employees’ job
performance. The appraisal is done by the immediapervisor. This as he explained
entails creating a complete picture of the emplogsewell as the organizational
performance, guiding the airline in determining tlatical success factors and
performance indicators. He also added that the odettas highly efficient as it had the

ability to be used to all employees within a congatshort time.
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4.3.2 Frequency and timing of appraisal

The researcher also sought to find out the frequanevhich the organization conducted
the appraisal method as well as when the organizateemed it necessary to carry out
the appraisal. This would serve to enable the reBeaget an insight into the possible
intensity and influence of the appraisal methodttoe employees’ job satisfaction. The
researcher thus asked on the number of times @aagn appraisal was conducted at the
organization. It was established from the respdhatthe graphic rating scale is used in
the organization on quarterly basis. It therefagpicted that the employers ought to keep
track of the execution of activities by the stafithin their control and monitor the
consequences arising from these actions as weledsrmance on regular basis. This
minimizes chances of failure as any pitfall is mbbeefore it affects the effectiveness of

the graphic rating scale.

4.3.3 Objectives of appraisal

4.3.3.1 Link between performance appraisal and setig of goals

The study sought to establish the rationale bethirdadoption of performance appraisal

at the organization. To this end, a set of proljngstions were posed by the researcher
in relation to the objectives of the appraisal rodthThe respondent was asked whether
in his opinion the appraisal method helped the egyg®s set and achieve meaningful

goals. He explained that the graphic rating scale iool of performance appraisal used

by the organization owing to the ease of adaptgpiéiase of use, low cost, evaluation

ability of any type of job; and that a large numb&employees covered in a short time.

He added that other than appraising performaneentéthod was further used to align

the airline’s business activities to the vision astrhtegy of the organization, improve
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internal and external communication and that it nowed organization performance
against strategic goals. This points out the raf®rbehind performing performance

appraisal among employees at the Kenya airwaysyjngt the process.
4.3.3.2 Link between performance appraisal and empyee performance

The respondent was asked to explain whether irexjerience as the human resource
manager, employee performance improved after aeppof performance appraisal.
Affirming to the question, the respondent explaintdtht appraisal provided an
opportunity for a strategic review and analysis tbé employees’ capabilities and
performance by focusing all the employees on the key things needed to create
breakthrough performance and integrating as welldiascting the performance and
efforts from the lowest levels in the organizatie@ achieve excellent overall
performance. This he added helped keep the empoyesformance in check as it
served to remind them of the organization’s perfomoe goals and what was expected of
them in individual capacities but working as a tedm achieve the common
organization’s goal. This, points to the assumptibat performance appraisal has a
positive influence on employees’ performance lepehbably due to the aspect of the

employees gauging their performance and settingiohgal performance targets.
4.3.3.3 Partiality of top management

The researcher further sought to determine thespaency with which appraisals were
conducted in the organization. This is expectedbé¢o reflected in employees’ job

satisfaction across the three levels of designatiothe organization. The respondents
reiterated that all appraisals were conductedyfaidross the levels of designation, form

the top through the middle to the low level empks/eHe added that this was a standard
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procedure applying to all employees at all levaeld #hat this would not provide any
opportunity for impartiality in performance appisThis, points to the assumption that
the Kenya airways management is committed to fagnand impartiality, treating

employees across the levels with equal importance.

4.3.3.4 Link between Performance appraisal and chae in employees’ behavior

The researcher sought to determine whether apfwéisdped change the employees’
behavior in the organization. The respondent wasnke note that naturally some

employees were opposed to the practice and on ttier hand some embraced the
process and exhibited positivity towards the pcacind improvement in behavior. He
added that appraisals imparted in all the employegardless of level of designation, a
sense of accountability and performance orienteddnsets with the organizational

performance goals in mind. Overall, he concludegrapals had a positive influence on
most employees’ behavior. This depicts the levelaeptance of the graphic rating scale
method of performance appraisal among the Keny@ags employees. The negativity

and resistance the respondent cited among someyees! could explain the numerous

go-slows among the employees as witnessed at ¢ja@iaation.

4.3.3.5 Uses to which performance appraisal resultge put

Finally the researcher sought to establish usewhmh the organization’s appraisal
results were put. It was established from the nespdhat the appraisal outcomes were
put to a variety of uses, including promotion amhfemation considerations, where
employees with high performance scores were coreid®r possible promotion in an
effort to encourage performance orientation andardwthe employees; evaluation of

Human Resource Programs, where performance of gegsosubscribing to certain
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human resource programs would be bench marked sigdiose not subscribing and
decisions made on various programs adoption depgndn the employees’ scores;
motivation, training and development as a way @iac#ty building and encouraging hard
work and delivery are also made based on the aggbraasultsThis shows the level of

significance the Kenya airways attaches to perfoaaappraisal going by the various

uses cited by the researcher.
4.3.4 Relationship between performance appraisal iteria and job satisfaction

To achieve the study objective, the researcherltdoing respondent’'s comment on the
relationship between performance appraisal and gabsfaction. To this end the
respondent was asked to explain whether in his rexpee as the human resource
manager, the organization’s performance apprard&ria had any influence on the job
satisfaction among employees therein. In his respotihe respondent conceded that this
would depend on individual employees, but upon pigkthe respondent asserted that in
his assessment, most employees felt more satigfiédtheir jobs after a performance
appraisal exercise. Asked why this was the casegdpondent was quick to explain that
most employees found it satisfying to realize hbwyt perform and to learn that it is
there individual performance contributions thaimodtely determined the organization
performance. This finding points to the assumptibat performance appraisal has a

positive influence on job satisfaction.
4.4 Job satisfaction survey

Respondents were requested to complete the Jafegtbn Survey developed by use of
the Job Descriptive Index (JDI). The constructidigt of the JDI was supported by

acceptable estimates of internal consistency, regest reliability and results that
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demonstrated convergent and discriminate validfiyiCki, McKee-Ryan, Schriesheim
& Carson, 2002) thereby confirming the validitytbe JDI. In the JDI, questions were
categorized into five: current pay, job experierm®motional opportunities, supervisors
and co-workers. The score of 'Y’ has been takeprésent affirmative to the questions
asked (equivalent to mean score of 40.1 to 50.thertontinuous Likert scale; (48.Y
<50.0). The score of ‘2’ has been taken to reptesedecided (equivalent to a mean
score of 31.0 to 40.0 on the continuous Likertescal.0<X<40.0). The score of ‘N’, has
been taken to represent a negative (equivalentrreean score of 0 to 30.0 and on a
continuous Likert scale;<=ON. <30.0). A standard deviation of >10.0 impliesignificant

difference on the impact of the variable among oesents.
4.4.1 Means and Standard Deviations for the dimensns of job satisfaction

Respondents were required to indicate their regsons questions on the different
dimensions of job satisfaction. They comprise aqurigay, job experience, promotional
opportunities, supervisors and co-workers as tothdrethey agreed, they did not agree

or they were undecided. The responses are reyeesa table 4.3 below.

Table 4.3: Means and Standard Deviations for theithensions of job satisfaction

Variable Mean Std Dev  Min Max N
Current pay subscale 18.38 13.19 2 65 119
Job experience subscale 42.22 11.34 7 59 120
Promotional opportunities 16.19 13.97 1 59 120
subscale

Supervisors subscale 34.56 12.08 4 61 117
Co-workers subscale 44.11 12.76 4 60 119
Overall job satisfaction 112.01 31.43 58 309 120
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The results represented in the table indicatettteatirithmetic means for job experience,
supervisors and co-workers subscales are 42.226 3hd 44.11, respectively. With the
approximate mean of 40 in the JDI constituting aerage level of satisfaction on these
subscales, it appears that the employees at thgakarways are relatively satisfied with
their job experience, as well as with their co-vergk but are less satisfied with the

supervision they receive.

Promotional opportunities and current pay subsageerated the lowest means of 16.19
and 18.38, respectively. An approximate mean sob2® was used to determine average
levels of satisfaction on these subscales. Fromntkans, it appears that the Kenya
airways employees are less satisfied with theirrezur pay and much less, the
promotional opportunities in the organization. Frdme foregoing, it can be concluded
that employees at the Kenya airways are most satistith their co-workers, closely

followed by their overall job experience, then th&upervisors. They are however, less

satisfied with their current pay and much lessirtbpportunities for promotion.

4.4.2 Correlation analysis for the relationship beteen appraisal criteria and job

satisfaction

In this section, the study measured the degreessbciation between the aspects of
performance appraisal criteria used in the perfocaaappraisal method with a bearing
on job satisfaction. In this regard, the motivatgwals of appraisal methods were used, in
which case respondents were required to affirmagiee or indicate undecided to
guestions posed by the researcher in respect tantluence the various performance

appraisal criteria used at the Kenya airways.
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Table 4.4 Results of Pearson Correlation analysisff the relationship between appraisal

criteria and job satisfaction

Job satisfaction

Variables

Output quality Correlation 0.3714
p- Value (0.0011%)

Output quantity Correlation 0.3443
p- Value (0.019%)

Job knowledge Correlation 0.2851
p- Value (0.032%)

Job adaptability Correlation 0.2750
p- Value (0.157)

*Correlation is significant at the 0.05 level (2-tded).

Table 4.4 above presents the Pearson correlationghé relationships between the
various performance appraisal criteria variablas jab satisfaction. From the findings, a
positive correlation is seen between the each asftsait weak. The strongest correlation
was obtained between output quality and satisfac{fro= 0.3714), and the weaker
relationship found between job adaptability andis&adtion (r = 0.2750). Whereas
statistical significance was established at O0.0fll®f confidence on output quality,
output quantity and job knowledge, job adaptabiktyas not found to statistically

significantly affect respondents’ job satisfactionThe variable also accounts for
relatively little of the variation in total job ssftaction. In respect to coefficient of
determination, it can be concluded that satisfactwith output quality explains

approximately 17.33% (r2 = 0.1733) of the variatioob satisfaction, satisfaction with
Output quantity for 16.23% {F 0.1623) of the variation in job satisfaction;isfiction

with Job knowledge accounts for 11.12% (r2 = 0.)2MABile that of Job adaptability
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explains 6.71% (r2 = 0.671) of variation in jobisction. It can therefore be said that
higher correlations with respect to any one of éhaisnensions is likely to translate into

higher levels of job satisfaction.

Further the study carried correlation analysis g thypothesis testing between the
perceived influence of performance appraisal methentti employee job satisfaction at

the Kenya airways. The study findings are as shiovtable 4.5 below.

Table 4.5 Results of correlation analysis for thealationship between composite

scores of performance appraisal criteria and job dasfaction

Job satisfaction

Performance appraisal Pearson Correlation 0.731
Sig. (2-tailed) 0.019
N 120

A Pearson coefficient of 0.731 and p-value of 0.8h8ws a strong, significant, positive
relationship between the performance appraisagra@itand job satisfaction. Therefore
basing on these findings the study rejects the mgpbthesis that appraisal criteria does
not influence job satisfaction at the Kenya airwagsd accepts the alternative hypothesis
that the performance appraisal criteria influenoéssatisfaction at the Kenya airways.
This is contrary to London (2003) and Jamanlal B0®hose studies on, the effect of
Performance Evaluation on Employee's Job Satisfadti Pakistan International Airlines
Corporation and Productivity Implications of EmpdsyPerformance Appraisal System
respectively found no relationship between the qerhnce appraisal criteria and
employee job satisfactiofhe findings agree with Bhatti and Qureshi (200Rpviound

a positive relationship between job satisfactiod paerformance appraisal.
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CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATION
5.1 Introduction
This chapter summarizes the study and makes cooclusmsed on the results. The
implications from the findings and areas for furtmesearch are also presented. The
section presents the findings from the study in ganson to what other scholars have

said as noted under literature review.
5.2 Summary of Findings

The study provided two types of data analysis; rfgmescriptive analysis and inferential
analysis. The descriptive analysis helps the stadyescribe the relevant aspects of the
phenomena under consideration and provide detaildmation about each variable,
performance appraisal criteria and job satisfact{iom performance appraisal criteria the
researcher conducted an interview with the Kenywagis human resource manager,
from which it was established that the organizatenploys the graphic rating scale
performance appraisal method, performed on qugrbases. It was further established
that the organization utilizes the appraisal outesrto map its strategic objectives into
performance metrics in four perspectives: finapndrdernal processes, customers, and

learning and growth.

The responded added that other than appraisingrpehce, the method was further
used to align the airline’s business activitieh#® vision and strategy of the organization,
improve internal and external communication andt tlhiamonitored organization

performance against strategic goals. Form the relpd’'s own assessment and
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experienced, it was also established that the eggbreriteria had a positive influence on
the employees’ performance and behaviour and thatprocess is partial. On job
satisfaction, the respondent indicated the accgrtirhim, appraisal led to high levels of

job satisfaction among most employees.

Descriptive statistics were also performed on theous dimensions of job satisfaction,
from which arithmetic means were produced, the ookers and supervisors subscales
recording the highest and lowest respectively. Mhthapproximate mean obtained in the
JDI constituting an average level of satisfactiontbese subscales, it appears that the
employees at the Kenya airways are relatively fsadisvith their job experience, as well

as with their co-workers, but are less satisfiethhe supervision they receive.

For the inferential analysis, Pearson correlatioalyses were performed to establish the
relationships between both the dimensions of jdisfaation and job satisfaction itself
and the various motivational attributes of perfonceappraisal and job satisfaction. On
the relationship between the dimensions of jobskattion and job satisfaction itself,
among the statistically significant relationshigs0a05 confidence interval levels, the
strongest correlations were obtained between aatish and pay, while the weaker
relationships found between job satisfaction aru ggperience as well as promotional
opportunities. On the other hand, the subscalesther relationships between job
satisfaction supervision and co-workers subscatesot reach statistical significance at
either the 0.01 or 0.05 levels of significance. Magiables also account for relatively

little of the variation in total job satisfaction respect to coefficient of determination.
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On the relationship between the various motivali@spects of performance appraisal
and job satisfaction, the strongest correlation watsined between output quality and
satisfaction and the weaker relationship found betwjob adaptability and satisfaction.
Whereas statistical significance was establishe@.@5 level of confidence on output
quality, output quantity and job knowledge, job pt@dility was not found to statistically

significantly affect respondents’ job satisfactidime variable also accounts for relatively
little of the variation in total job satisfactiolm respect to coefficient of determination, it
can be concluded that satisfaction with outputitpakplains approximately 17.33% (r2
= 0.1733) of the variation in job satisfaction, is@iction with Output quantity for

16.23% (r2 = 0.1623) of the variation in job satetfon; satisfaction with Job knowledge
accounts for 11.12% (r2 = 0.1112) while that of dolaptability explains 6.71% (r2 =

0.671) of variation in job satisfaction.

A hypothesis test was also performed in which dzessed on a Pearson coefficient of
0.731 and p-value of 0.019, a strong, significgrdsitive relationship was obtained
between the performance appraisal criteria andggdisfaction. Therefore basing on these
findings the study rejects the null hypothesis #ygtraisal criteria does not influence job
satisfaction at the Kenya airways and accepts tkernative hypothesis that the

performance appraisal criteria influences job fatigon at the Kenya airways.
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5.3 Conclusion

The study has investigated the perceived influesfggerformance appraisal criteria on
employee job satisfaction in Kenya airways. Data been analyzed by applying both
descriptive and inferential statistics. It was fdutihat overall; the dimensions of job

satisfaction have a positive influence on job $attson, albeit weak. Of statistical

significance among the dimensions are current paty,experience and promotional

opportunities. It also found that overall; the eas relative motivational aspects of
performance appraisal have a positive influencgobnsatisfaction, but also weak. Of

statistical significance in the relation are: odtpguality, output quantity and job

knowledge. Hypothesis test however indicates angtnpositive relationship between

performance appraisal and job satisfaction. It dherefore be concluded that

performance appraisal criteria has a positive erfie on employee job satisfaction at the

Kenya airways.
5.4 Recommendations

Based on the study findings, it is recommended¢hgtloyees should be involved in the
whole process of performance appraisal. Trainingukhalso be organized for staff so
that they learn more about the concept and fullyibdor the organization to achieve the
full benefits of performance appraisal. Effectivemdaopen communication with

employees on the performance appraisal criteriausedof the graphic rating scale as a
performance appraisal method should be incorpara@dmmunicating with the

employees in the right way will help them underdtappraisal and how they can use it

to improve their performance and more so boost fbbisatisfaction.
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5.5 Limitations of the study

The study reviews the perceived influence of pentmce appraisal criteria on employee
job satisfaction at the Kenya Airways. The findings this study will therefore be
confined to the sampled institution and will not &eerly generalized to all Judiciary
libraries in the country. The generalization carlydbe done in-line with the specific
conditions underlying the institution. Inaccessipibf vital information is a challenge.
This is because respondents feel insecure of prayisensitive information about the

institution.
5.6 Suggestion for further studies

This study identified and focused on the perceimfidence of the performance appraisal
criteria on particularly the graphic rating scalethod on employee job satisfaction in
Kenya airways. It is therefore recommended thatlainstudy be replicated in other
institutions who have implemented this method afqrenance appraisal and the results
be compared so as to establish whether there mistency on perceived influence of
performance appraisal criteria on employee job sfatiion. Other methods of
performance appraisal and criteria can as welltbdiexd in relation to job satisfaction in
various institutions practicing the methods in orde get insights on different
performance appraisal criteria and how they infagejob satisfaction among employees

therein.
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APPENDICES
APPENDIX I: COVER LETTER

JENIPHER AGUTU,
University of Nairobi,
P.O BOX, 30197
Nairobi.

September, 2013

Dear Sir/Madam,

RE: DATA COLLECTION

| am a postgraduate student at University of Nainobdertaking a Master of Business
Administration degree Program majoring in Human drese Management. One of my
academic outputs before graduating is a projectfanthis | have chosen the research topic
“perceivedinfluence of performance appraisal criteria on empbyee job satisfaction A

Case Study Kenya airwdys

You have been selected to form part of the studiys i to kindly request you to assist
me collect the data by responding to the intervggyide and the questionnaire. The
information you provide will be used strictly focademic purposes and will be treated

with utmost confidence.

A copy of the final report will be available to yayon request. Your assistance will be
highly appreciated.

Yours sincerely,

JENIPHER AGUTU
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APPENDIX II: STRUCTURED INTERVIEW GUIDE

Section A: Demographic information

1. Department of the INTEIVIEWEE.............cummmmeereeniiiiii e

2. DBSIGNALION. ...ttt ermmmm e e e e e e et et e e e e e e e e e e eeeees

3 .How long have you been a manager in this de@amtP............cccoeeeeeeeeieeeeiiiiiieiiieees

4. What previous positions have you held with thBpany?............ccccceeeeieeeiieeeeviiiiinnnnns

Section B: Performance appraisal
1. How would you define performance appraisal?
2. Which of the following performance appraisalgiiges are mostly employed in your

organization?

Past oriented practices

Rating scales [ ] Checklists [ ] Forced chaieethod [ ]
Behaviorally Anchored Scales (BARS) [ ] Compamaevaluation [ ]
ANY OLNBT ... e e e e e e e e e e e et e e e nee e eaaaree

Future oriented practices

Management By Objectives [ ] Psychological agaia [ ]
Assessment centers [ ] 360-Degree Feedbackosheth [ ]

3. How many times a year does your organizationraapg your employees’
performance?

4. When does the organization particularly find ajppropriate to appraise your
employees’ performance?

5. Who does the performance appraisal?

6. Do you think performance appraisal helps peepteand achieve meaningful goals?
Please explain

7. Do you think that performance of employees imprafter process of performance

appraisal?
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Please explain

8. In your opinion is the top level managementiphim Performance Appraisal?

9. Do you think performance appraisal helps to gedrehaviour of employees?

Please explain

10. To what uses are the performance appraisdtseau?

11. In your experience, would you say the varioagdggmance appraisal Criteria have

any influence on employees’ job satisfaction? Rieaglain.
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APPENDIX Ill: JOB SATISFACTION QUESTIONNAIRE

Section A: Demographic information

1. Department

Strategy and Business [ ] Administration ][ Human Resource [ ]
Production [ ] Marketing [ ] Custonsmrvice assurance [ |
(@11 g1 g (] 01T o | ) TSR

2. DBSIGNALION. ...cci ittt eemmmm e e e e e e et et e et a e e e e e e e e e e e eeees
3. How long have you worked at the Kenya airways?

Uptolyear [ ] 6-10 years [ ]

1-5 years [ ] More than 15 years [ ]

Section B: Job satisfaction

Listed below are a series of statements that reptegeelings that you may have about
your level of job satisfaction. There are no rightwrong answers. Your responses will
be treated as strictly confidential. How well d@ twords below describe your level of
satisfaction?

Key

Y for YES if it describes your work

* N for NO if it does not describe your work

* ? if you cannot decide

The following section relates to your current p&ease circle the most appropriate

response next to each word.
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CURRENT PAY

Income adequate for normal Y ? N
expenses

Satisfactory profit sharing Y ? N
Income provides luxuries Y ? N
Highly paid Y ? N
Makes it possible for me to save Y ? N
Deserving Y ? N
Frequent raises Y ? N

The following section relates to your job experienPlease circle the most appropriate

response next to each word.

JOB EXPERIENCE

Fascinating Y ? N
Routine Y ? N
Satisfying Y ? N
Good Y ? N
Creative Y ? N
Respected Y ? N
Useful Y ? N
Healthful Y ? N
Challenging Y ? N
Gives a sense of accomplishment Y ? N

The following section relates to promotion oppoities. Please circle the most
appropriate response next to each word.

PROMOTIONAL OPPORTUNITIES

Good opportunities for advancement Y ? N
Promotion on ability Y ? N
Good chance for promotion Y ? N
Regular promotions Y ? N
Fair promotion policy Y ? N
My company has a well laid down promotipif ? N
policy

Endless opportunities Y ? N
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The following section relates to your supervisdPéease circle the most appropriate

response next to each word.

SUPERVISORS

Asks my advice Y ? N
polite Y ? N
Praises good work Y ? N
Influential Y ? N
Tactful Y ? N
Intelligent Y ? N
Around when needed Y ? N

The following section relates to your co-workerseaBe circle the most appropriate

response next to each word.

CO-WORKERS

Stimulating Y N
Ambitious Y : N
Responsible Y ? N
Intelligent Y ? N
Active Y ? N
pleasant Y ? N
Loyal Y ? N

Section C: Performance appraisal Criteria on job atisfaction
This section contains statements pertaining tontloéivational aspect of the appraisal
methods employed in your organization in order h@ogirage positive performance.

Indicate by ticking against statements that bestlee your perspective.
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Output quality reward system influences my
level of job satisfaction

Output quantity reward system influences my| Y
level of job satisfaction

Job knowledge reward system influences |nYy
level of job satisfaction

Job adaptability reward system influences |nYy
level of job satisfaction

THANK YOU
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