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Abstract

The present study is a two-step approach usingtatige and quantitative data to
analyse the relationship between governmental wookditions and employees’ job
satisfaction with regard to its impact on servicaldgy. The goal of the study is to develop a
model of factors determining the service qualityhivi an e-government employment. Based
on previous research studies it is assumed thatogegs’ satisfaction is a direct driver for
good service quality. It is not clear yet whethhistalso applies to the quality of e-
government services. Previous literatures haveerdibcused on the private offline sector
from an external perspective. Therefore, this stdcws its attention on the public sector
from an internal perspective.

Twenty-five interviews within a non-profit housigsociation in North England were
conducted with the result of seven factors affectiheir job satisfaction. Based on the
findings a model was developed and tested by meérs questionnaire. The regression
analysis shows thdnhterpersonal RelationshipsVorking Morale Communication Culture
Employerand Leadership Characteristicsand theQuality of Information Technologgre

related to Service Quality.

Keywords:  qualitative, quantitative research; e-governmgatit;satisfaction; service

guality; internal marketing
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1 Introduction

21% century organisations are facing constant chafifeecenvironment (Snipes,
Oswald, LaTour, & Armenakis, 2005) and society, etthieads directly to constant change of
their customers. Thus, it is of great interesntpriove an organisation’s service quality by
investigating the antecedents of customers’ satisia (Snipes, et al., 2005).

There has been a wide range of service qualigareb focusing on the customer’s
perception of service quality (Ding, Hu, Verma, &awlell, 2009; Hartline & Jones, 1996; A.
Parasuraman, Zeithaml, & Berry, 1988; ZeithamlaBaraman, & Berry, 1990). In other
words from the external, the customer’s perspedtieee is a lot known of what is needed to
receive good service quality. But there is reldyivgtle known of what is needed to deliver
good service quality from the internal, the emplgeerspective.

As Gilbert and Parhizgari say “to ensure long tegrvice quality, organisations need
to have quality focused internal structures anadgsees in place to support those on the front
line who make or break the organisation's reputatiith their customers” (2000, p. 46).
These internal structures and processes includertfamisations’ employees and both belong
to the term internal marketing. Internal marketivas introduced by Berry (1981) stating that
employees shall be treated as customers. The eerptoyesponsible for good internal
service quality which is among other things abdentifying and satisfying an employee’s
needs (Back, Lee, & Abbott, 2010) so that the aqusts’ perception of service quality is
increased based on the employees’ satisfactiongKmes, & Alexandris, 2002).

According to Schneider and Bowen (as cited in Batlal., 2010) the delivery of
superior service is given when employees have ¢lsessary resources, the internal quality,
“which heavily affects employees’ job satisfactiemel” (2010, p. 112). To summarize,
several studies (Gilbert & Parhizgari, 2000; Hagl& Ferrell, 1996; Schmitt & Allscheid,

1995) have shown that job satisfaction positivajuences service quality.



Most of these studies focus on business and ladispiWright, 2001) which is known
as the private sector. Thus, the present studyséscan the public sector, in particular on
governmental service delivery as the governmenbseonstantly undergoes a change due to
information technology (IT) innovations (S. Kim,@). These innovations have an impact on
how the government communicates with the citizemsalso on the government’s abilities to
deliver service. The government’s use of IT toslknown as electronic government (e-
government). According to the Council for Excelleme Government (as cited in S. Kim,
2005) e-government has a great capability to imgimyblic service delivery. E-government
can be compared to e-business which is accordihgit(?006)

“an enterprise with the capability of exchangindues (goods, services, money, and

knowledge) digitally via a computer network (...) g distributed information

technology (IT), knowledge management, and trusthaeisms to transform key

business processes and relationships with custosgpliers, employees, business

partners, regulatory parties, and communities9gs6).
The possibilities that e-business brings alonglduichanges the way customers are being
contacted (Lai, 2006). Hence, one can also saetgatvernment and the development in IT
constantly change the way the government commuwescatid deals with its citizens. More
important is the aspect that the service deliviergugh IT is associated with the employees’
job performance (Lai, 2006). Several research studave shown that job performance is
influenced by job satisfaction (Way, Sturman, & Ba2010). Therefore, research on
employees’ job satisfaction is of great importance.

Although there has been studies investigatingraetants of government employees’
job satisfaction (Ellickson, 2002; Gordon, 2011K8n, 2005; Ting, 1997; Wright, 2001),
there appears to be a lock of research concerrgoyernment employees’ job satisfaction.

Besides technical developments, the success ofexgment is due to financial

resources and human resource management (S. K08).Zeurthermore, Kim (2005)



emphasized the importance of IT employee recruitraad retention in order to be successful
in e-government. Employees who do their jobs wedl do their duties in delivering good
customers’ service are the result of an employeravliedge of how to motivate his
employees to do so. An answer to the question wftbanotivate employees “would enable a
service organisation to formulate a system th&slimuman resource management policies to
desired service employee performance, so that mstperceptions of service quality are
enhanced” (Bienstock, DeMoranville, & Smith, 2003358).

Therefore, and due to the limited knowledge ofgahsfaction determinants in the
electronic public sector, the present study aindeteelop a model and according to that an
appropriate questionnaire which would be a usehil for managers in the e-government
sector to evaluate their employees’ satisfactiahthns to detect areas with room for
improvement and difficulties to overcome within thrganisation.

The first part of the present study gives the eptwal framework based on literature,
reviewing what is known about internal service gyabith a specific focus on the concept of
job satisfaction in relation to the public secfine second part deals with applied research
methods including a description of the conducteerinews and the resulting questionnaire.
The data analysis and results follow in part thFeeally the study concludes with a

discussion part and some practical implications.

2 Conceptual Framework
2.1 Internal Service Quality
The definition found in literature for internalrgiee quality is “the quality of
workplace benefits, human resource managementhandimate for employee well-being
provided by the employer” (Bienstock, et al., 2003359), or in other words, the employees’
perception of how well they are served by the masbéthe organisation (Ehrhart, Witt,

Schneider, & Perry, 2011). Gronross (1983) fourad é§mployees who are treated well by
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their managers also treat their customers weltifad in H. J. Kim, Pimtong, & Kim, 2009).
Kang et al. (2002) state that employees, in pderatustomer-contact employees, who feel
valuable for the organisation treat their custosiemlarly.

These results show that the employees’ percepfiblow well they are served by the
organisation, which can be defined as internalisemjuality, influences the customers’
perception of service quality. This is confirmedthg findings of Bienstock et al. (2003).
Thus one can say that that a high level of intesealice quality influences employees
satisfaction and hence leads to high level ofarust satisfaction (Schlesinger and Heskett,
1991; Schneider and Brown, 1993 as cited in Biarkstet al., 2003).

2.1.1 Service Profit Chain

Furthermore, this is in line with the service rohain which was firstly introduced
by Heskett, Sasser, Jones, Loveman, and Schlegit@@4). The service profit chain claims
that internal service quality drives employeesisattion and thus increases customers’
satisfaction. “According to the service profit amainternal customers (employees) should be
satisfied first in order to ensure better serviedgrmance and hence increase external
customers’ satisfaction level” (Paulin, FergusorBé&rgeron, 2006, p. 908). Vilares and
Coelho (2003, p. 1704) summarized the basic lifikkeservice profit chain:

« employee variables like employee satisfaction, cdament and loyalty influence
customer perception of the value of the productserdice, which in turn influences
customer satisfaction;

» customer satisfaction influences customer loyalhd

» corporate financial results are directly influentgdcustomer loyalty.

One can conclude that in order to increase tharasgtion’s service quality good
internal service quality has to be established. finsternal service quality is the basis for that
an employee can deliver individually good extes&lice to their customers. An

investigation of internal service quality is of gtémportance as employees can serve “as an
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early warning system (...) [and because of theignistve exposure to the service delivery
system, they often see the system breaking dowsrdoetistomers do” (Lai, 2006, p. 927).

2.1.2 Bagozzi's Attitude Theory

But what exactly is good internal service qualitgldnow can it be modeled and
measured? There should be managerial guidelinéswrto improve an organisations’
internal service quality. But before that, one reeadool to determine the current state of art
or better to say of how to measure it. Accordingi&skett et al. it is “internal quality
measured by the feelings that employees have tothandjobs, colleagues, and companies
(...) [and] contributes most to employee satisfacti¢h994, p. 168) which in turn contributes
to customers’ satisfaction.  This idea is base@agozzi’'s (1992) attitude theory (appraisal
— emotional response> behavior) which “proposes that the cognitive eaaan of events,
outcomes, and situation precedes affective reacaond responses, which in turn play a
determining role in individual behaviors” (H. J.rij et al., 2009, p. 371).

Employees evaluate the organisations’ internaliserand thus develop feelings
toward it. These feelings built their attitude armdotional response towards their job which is
described as job satisfaction. That consequentiiyances the employees’ behaviour and
performance e.g. toward the customers, the extearaice (H. J. Kim, et al., 2009phnson,

Ryan, and Schmit (1994) investigated employeesudt toward workload/stress,
training/development, job/company satisfaction, aodk group/teamwork, and found that these
factors are significantly related to customer $atigon (as cited in Schmitt & Allscheid, 1995).

In sum, the service profit chain and Bagozzi'gwade theory assume employees’
satisfaction as the main driver to external sergueality. Hence, a further investigation of the
term job satisfaction is needed.

2.2 Job Satisfaction
In the organisational behavior literature job datition is one of the most investigated

area because it may have the biggest impact oorgfamisation’s service quality, its



effectiveness and ultimately on the customerssgattion (Snipes, et al., 2005). According to

the literature “job satisfaction is defined as ¢éimeployee’s reaction to what he or she receives
from the job” (Gordon, 2011, p. 191) that is “a p@s emotional state, (...) resulting from

the appraisal of one’s job or job experience” (Hidn, et al., 2009, p. 374) which further can

also be defined as the employee’s perception oétiveonment (Ellickson, 2002).

Hartline and Ferrell (1996) stated that in oraeincrease customers’ perception of
service quality the employees’ job satisfaction foalse increased as it is closely related to
customer satisfaction (Heskett, et al., 1994). Besifor that are given by Schmitt and
Allscheid (1995) in saying that satisfied employesher believe in their ability of delivering
good service which is in line with Schneider’s (@p8ndings that job satisfaction is the most
important cause for employees to deliver good eustcaservice (as cited in H. J. Kim, et al.,
2009).

Consequently, external service quality can besiased once the question of what
exactly makes employees satisfied has been inagstigagnd answered. What are the
antecedents of job satisfaction and what doesrengsation have to do to have satisfied
employees?

According to Snipes (2005), job satisfaction inlga several aspects such as
satisfaction with the supervisor, satisfaction with work as such, satisfaction with the pay,
advancement opportunities, and the satisfactioh wotvorkers, and customers. Further, it
can be distinguished between intrinsic (e.g., ki work, sense of pride, opportunities for
personal growth) and extrinsic factors (e.g., ftiahrewards, pay satisfaction, benefits) (H. J.
Kim, et al., 2009). Other literature states thaeaedents of job satisfaction are organisation’s
rewardsystem (Bowen, Gilliland, & Folger, 1999; Brown &terson, 1993; Farrell &

Rusbult, 1981 as cited in H. J. Kim, et al., 20@®pd working environment, high job
security, high wages, fringe benefits, and an oty for savings (Panmunin, 1993 as cited

in H. J. Kim, et al., 2009). Further, the studyBaick et al. (2010) showed that training,
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perceived benefit, self efficacy, and climate isftge job satisfaction. Kim et al. (2009) found
that reward, training, and empowerment increasegisfaction.

Especially the factor training has received afatttention. Training enhances the
employees skills and abilities to serve and satis#ycustomers (H. J. Kim, et al., 2009) as
well as their capabilities to handle customers’ ptanmts. Thus, it has a significant impact on
the organisations’ success (Podsakoff, Todor, &/Sk882 as cited in H. J. Kim, et al.,
20009).

Another factor that has received a lot of attemt®oempowerment. “Empowerment
refers to a situation in which the manager giveplegees the discretion to make day-to-day
decisions about job-related activities” (Hartline~&rrell, 1996, p. 56). Several studies have
shown that empowered employees feel more securg Hi®r job and their performance
(Bowen & Lawler, 1995) and are more satisfied (Baatlal., 2010; Rafig & Ahmed, 1998).
Thus, they provide better service to the custor(téastline & Ferrell, 1996) and which may
lead to higher customer satisfaction (Back, et2411,0).

Furthermore, Susskind, Borchgrevink, Kacmar, &mBey (as cited in H. J. Kim, et al.,
2009) pointed out that especially in service orgations organisational support is an
important driver for employees’ job satisfactiorchese customer- contact employees are
more likely to feel dissatisfied when they do ne¢lfthe organisational support. This is in line
with other research studies as Gilbert and Parhistgte that “internal organisational support
leads to satisfied and loyal employees who probetéer quality service to their external
organisation customers” (2000, p. 47). Contrarthts, the study of Kim et al. (2009) shows
no support of this assumption was found. But thesults may be based on culture differences
as they studied Thai hotel workers, employees aalgers with high power distance (H. J.
Kim, et al., 2009).

Thus, one can assume that factors affecting erepkdyob satisfaction may vary

according to their culture but mainly accordingdte organisational structure. Governmental
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institutions are also known to be hierarchal anctaucratic. Thus, the factors affecting
governmental employees’ satisfaction may be diffeh@m those that have been investigated
in the private sector.

2.3 The public sector

Governmental institutions are constantly presedridue to the demand of high
productivity with low costs (Wright, 2001). Neveelbss, its employees are often denoted as
lazy and slow, hence it is of great importancdrd but what motivates employees in the
government sector.

Unfortunately, there is little existing researehjob satisfaction in the public sector
compared to the amount of existing research ipthate sector. This may be due to the
assumption that the determinants of job satisfaci@ the same in both sectors (Ting, 1997).
In the literature there is a big debate whethersihmild differentiate between the public and
the private sector work environment. Wright (2084 summarized several studies in their
agreement of the fact that there is a differencatigr 1981; Meyer 1982; Osborae and
Gaebler 1992; Perry and Porter 1982; Perry anddydif88; Rainey, Backoff, and Levine
1976; Whorton and Worthley 1981). Thus, the follogvsection summarizes factors found in
the literature concerning job satisfaction deteantis in the public sector which are partly
different to the private sector.

An early study by Ting (1997) on the determinaftpb satisfaction of federal
government employees showed that their job satiefats mainly determined by job,
organisational, and by individual characteristiespecially the job characteristics pay
satisfaction, promotional opportunity, task clargills utilization, and task significance as
well as the organisational characteristics orgaioisal commitment and relationship with

supervisors and co-workers have all a significéfieice on the employees’ job satisfaction.
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Wright's (2001) literature review showed that eayges working in the public sectors
put less value on job security and financial rewdrdt more value on “helping others” than
employees working in the private sector (WrightD20p. 566).

Ellickson (2002) studied factors affecting emplesgob satisfaction at the municipal

government. His results showed tealvironmental factors such as promotional oppoties)i
pay and benefits satisfaction, performance apgrsa&efaction, equipment and resources,
training, workload, supervisory relationships, alegpartmental esprit de cotfae positively
related to job satisfaction. In particular the ¢astavailability of promotional opportunities,
satisfaction with pay, and satisfaction with betsefvere the most important predictors. The
only two factors that were not related to job $atison were the amount of physical
workspace and the perception of safety, which corsiwright's (2001) findings.

Gordon (2011) replicated Ellickson’s (2002) finglsnby testing the model of job
satisfaction for municipal employees which has béreloped by Ellickson and Logsdon in
2001 (Ellickson & Logsdon, 2001). His study alsopfrasized on satisfaction with equipment
and resources, satisfaction with supervisory retatnips, and esprit de corps as determinants
for job satisfaction in the government sector.

These findings of equipment and resources asrdetants of job satisfaction
confirms Ting’s (1997) study who already has empeaison the importance of the
employees’ skills and abilities, as those werentlost important determinants of job
satisfaction in his study. This leads to the asgionghat in an environment where employees
work with electronic systems, the ability to hantfiese systems as well as the functionality
of the system may be an important driver for emgésy job satisfaction. But very little is

known about job satisfaction in an e-governmenirenment.

! “work group esprit de corps refers specificallytiie extent to which members take pride in theirkngroup.
Work group esprit de corps also has been discuasedl vital component of an organisation’s psychioldg
climate, which in turn, is thought to influence doyee job satisfaction” (Ellickson, 2002, p. 346).

13



Kim (2005) put the focus on turnover intentiongoffernment IT employees. She has
found that work exhaustion, emphasis on particigateanagement, and opportunities for
advancement are factors affecting the turnoventides from government IT employees.
Nevertheless, determinants of job satisfactiomngbleyees working in the area of e-
government were not investigated.

Particularly in service organisations is the ingdrservice quality, namely job
satisfaction, a crucial factor, as according toHanret al. (2011), the “external service
delivery is dependent on the corporate informaéiond tools at the disposal of the front-line
workers who directly interact with customers” (Edrh et al., 2011, p. 428). This statement
underlines the importance of reliable and well-tisrdang working tools for employees. For
example, when an employee cannot provide the régplissrvice to a customer because e.g.
the information system is currently not working daeslectronic problems, then it is not a
fault of or a lack of the employee’s service qualtitit one of the information system.

As a conclusion, the present literature reviewjates support for the assumption that
internal service quality influences the degreempkyees’ job satisfaction which is
positively related to external service quality.thé same time, it emphasizes the lack of this
kind of research in the field of public service angsations and in particular in the field of e-
government services.

Therefore, an exploration of job satisfaction daieants in an e-government
environment and an investigation of how far thelitgaf an electronic working device
influences the employees job satisfaction and hdreexternal service quality is urgently
required. As a result the following research questihave been developed:

* Research Question What makes e-government employees satisfied?
* Research QuestiaZ Is job satisfaction better explained by the gyaif the used IT
system or by environmental factors?

* Research Questidsr Is job satisfaction a direct driver for extersatvice quality?
14



* Research Questioft Does the quality of the used IT system directfijuence the

external service quality?

3 Method A

In order to answer these research questions atswapproach was used. Qualitative
research is suitable to describe something fronmntieenal, the acting human being,
perspective (Flick, p. 14). By doing so an answeesearch question number one can be
found. This study is an inductive approach whiclansethat the researcher moves from the
specific to the general. This is also called “bottop” approach. “In inductive reasoning, we
begin with specific observations and measuresnegiletect patterns and regularities,
formulate some tentative hypotheses that we caloexpand finally end up developing some
general conclusions or theories”(Trochim, 2006).

Further characteristics of qualitative researehi@rnaturalistic inquiry by examining
the real world, its inductive holistic perspectlweseeing the whole scenario as a complex
system, and its context sensitivity as qualitatesgearch places its findings in context
(Dooley, 2009).

By conducting a qualitative study the researcbabie to explore and to better
understand an unknown phenomenon or to extentrtbellkedge in detail of a phenomenon of
interest. With qualitative research one can geearatv theories or extent existing theories.

Therefore, to investigate a rather unknown topithsas e-government employees’ job
satisfaction the present study used first of ajlialitative approach by interviewing
employees who work in an e-government area on teelings and attitude regarding their
work conditions. Interviews are very appropriatgain insight knowledge of e.g.:
employees’ perception of something within the orgaiion (Downs & Arian, 2004), or for
“exploratory and theory building studies” and whbkare is a small number of respondents

(Marschan-Piekkari & Welch, 2004, p. 186).
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3.1 Sample

The present study aims to explore job satisfadeterminants of e-government
employees which is a rather unexplored researtdh fiderefore, an inductive approach is
needed. According to Marschan-Piekkari and Wel€l®42, in order to gain specific
explanations by using an inductive approach onecoaduct a case study. This was done by
working in cooperation with Erimus Housing, a naoffi housing association governed by
Middlesbrough Council, UK.

As the present study focuses, beside others,lmagbsfaction in the context of
information technology, the interviews were conedcvith employees working with the
electronic choice based lettings scheme (CBL) ddl®OMPASS. The CBL is used by the
Tees Valley sub region and thus five partner orggtions work with it: Erimus Housing,
Coast & Country, Housing Hartlepool, Tristar Homasg Darlington Borough Council.
Twenty-five semi structured interviews were heldefin each of the partner organisation.

Nineteen interviews were conducted with employeessix with managers. The first
interview, with a manager, served as pilot inteawie order to ensure the right terminology.
The interview questions used in the pilot interviemned out to be adequate and thus were
one-to-one adopted for the following interviewsgTihterviews were semi structured and six
themes were covered. These themes derived frofrtehegure and have been covered in form
from pre-formulated questions. The formulated goastwere summarized on an interview
summary sheet which can be found in the AppendiXi chronological order of the
guestions was flexible depending on the respondargwer. After a short introduction
including the interview purpose and the assurahaedll the data is kept confidentially the
respondents were asked if the interview can bedtégee Appendix A). Thus, all twenty-five
interviews were recorded where the shortest toakiéen minutes and the longest forty-five

minutes.
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For each interview one interview summary sheetweasl like a checklist in order to
prevent any category from being forgotten duringititerview. The interview themes which
were derived from a literature study are furthesadied in the following section.

3.2 Interview Themes

The problem of investigating internal service qyat that one cannot only rely on
employees’ job satisfaction as there are manyiffereasons for employees why they feel
satisfied(Way, et al., 2010) and their satisfaction depesmsther factors such as environmental

factors like the workplace conditions. The researfdRaulin et al. (2006) showed that when
workplace conditions are supportive, equitable, motivating they create satisfied employees.

Thus, one does not only have to investigate wledas them satisfied, but also what
makes the workplace conditions motivating and cotafide. Snipes et al. (2005) stated that
employees feel more satisfied when their job itsettlfilling or enjoyable. Therefore, the
participants of the interviews were asked whethey felt comfortable and what are the
reasons for it. This question was indirectly linkedne of the main interview themes:
climate

3.2.1 Climate

One definition of job satisfaction describes ieagployees’ perception of what they
receive from the job, the work environment (Gord2®11). Consequently, to find out what
makes employees satisfied one should ask aboutpeption of their work environment.
The work environment is the same as the workplamaslitions, which can also be called
climate (Dietz, 2004 as cited in Paulin, et alQ@0 Climate creates job satisfaction as well as
“behaviors that facilitate the creation of custorsatisfaction, perceived service quality and
loyalty” (Dietz, 2004 as cited in Paulin, et al0d®). This is supported by the study of
Schmitt and Allscheid (1995) who say that an orgaiion’s service quality can be improved
by implementing a service climate. This positiviengte is needed for the employees’ well-

being to facilitate good service quality (Schmitidlscheid, 1995). This is in line with
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Schneider, White, and Paul (1998) whose study stidiag a “climate for service the
determinant of customer perceptions of serviceitwigbchneider, et al., 1998, p. 161).

Additionally, Way et al. (2010) stated severabgts (de Jong, de Ruyter, and Lemmink
(2004) and Schneider, Ehrhart, Mayer, Saltz, anelsNlolly (2005) as cited in Way, et al., 2010} tha
have investigated and supported the assumptiorathabd working climate leads to better employee
performance. Their own research study has confirtimgcassumption by showing that more than 80%
of the individual job satisfaction can be explaifigda good perception of service climate. Thus, the
aim of the interviews was to find out how e-goveeminemployees describe and perceive their
working climate and hence to detect what creatgsoa working climate.

3.2.2 Needs

In this context the participants were asked wheay iheed to perform their job properly, as
according to the definition of internal marketitige goal is to satisfy employees’ needs so that the
can satisfy customers’ needs (Kang, et al., 2@fykson’s study (2002) showed thdhe more a
person’s work environment fulfills his or her negd@slues, or personal characteristics, the
greater the degree of job satisfaction” (p. 384)asking about their needs one can detect whether
the work environment fulfills the employees’ neadsl thus, whether the preconditions to feel
satisfied are met by the organisation.

3.2.3 Expectations and sense of achievement

Employees’ needs are also related to the nextehemployees’ expectations, as these
are related to their job satisfaction (Vlosky & Alau, 2009). This assumption is based on the
expectancy theory, developed by Vroom (1964). Hieeity suggests that employees, who
believe that their performance will be positiveéymarded, put more effort in their work
(Cooper & Locke, 2000). Thus, expectations expteimore specifically predict behaviour
and its motivesLawler and Stuttle's (1973) developed a model basethe theory saying “that

employee motivation is a function of the perceilikelihood of a successful accomplishment and that

such accomplishment will result in securing certaitcomes or rewards” (Vlosky & Aquilar, 2009, p.
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2). Therefore, the interviews did not only ask @libe employees expectations but also about what
made their day successful or alternatively disappay.

3.2.4 Relationships

Furthermore, achievements are one of the threerrgapls employees seek from their
job. Vlosky and Aquilar (2009) refer to Sirota aviischkind (2006) who say that these three
goals are:

(1) equity, which involves being respected and trefdety in areas such as pay, benefits,
and job security;

(2) achievement, which encompasses being proud of mie'accomplishments, and
employer; and

(3) camaraderie, which embraces good, productive oglstiips with fellow employees

(p. 4).

This means that beside the factexpectation fulfilmenandsense of achievemethie
factorcamaraderiedo play a role in employees’ job satisfaction. éwling to Vlosky and
Aquilar (2009) mean€amaraderiehaving good relationships with colleagues, ans thi
relationship is according to Ellickson (2002) pwgily related to job satisfaction. The better
the relationship to colleagues is, the higher apleyee’s job satisfaction. Additionally,
Heskett et al. (1994) have emphasized on the irapoet of good relationships between
employees within an organisation because thisrgtiaal determinant for good customer
contact.

3.2.5 Communication

Good customer contact includes good communicaBahit is not only important to
communicate effectively to customers it is alsgi&at importance that communication
between employees is effectively. Without goodrmaé communication good external
communication is not possible. As Back et al. (201dve said “effective communication is a

critical part of internal service quality (...) arglthe most central process in organisations”
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(p. 114). Their study confirmed the research of Mtand Back (1999), Sparks (1994), and
Susskind, Borchgrevink, Kacmar, and Brymer (20@8)dited in Back, et al., 2010, p. 114)
that the degree of communication satisfaction stpely related to the degree of job
satisfaction.

Therefore, Back et al. (2010) recommended tharasgitions should reduce
hierarchical communication in order to improve it communication processes. The
present study deals with a government institutitwctv has usually been a hierarchical
bureaucracy and known as the “Webarian Model” gharsations with the focus “anternal
and managerial concerns and emphasizes departimatital, specialization, standardization,
and routinization of the production process” (H002, p. 435).

Hence, it is assumed that communication playsad rale in determining factors
affecting e-government employees’ job satisfactlickson’s (2002) study showed that
trustworthy work environments and good internahtiehships can be developed by
eliminating discomfort and distrust through bettemmunication.

Consequently, employees’ job satisfaction and thaiity to provide good service
guality increases. Therefore, the present studyded the interviews also on what constitutes
to good communication and climate within an e-gowggnt environment and on what

employees need to perform their jobs properly ané¢l comfortable.

3.2.6 Choice Based Lettings Scheme

Finally, due to the study’s purpose of investiggtan e-government work
environment one of the most interesting aspectstiaguestion concerning their opinion
about the information technology, the choice bdstihgs scheme (CBL) they work with.
Therefore, the employees were asked in how faCtie has changed their working routine

and if any improvements were needed.
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4 Data Analysis and Results A

4.1 Grounded Theory

A frequently used approach in qualitative rese@thegrounded theoryThis
approach has been developed by Glaser and Stratles 1960s and is aimed at developing a
theory about phenomena of interest (Trochim, 2086)he beginning of the research all
possible data are collected for example by intevirig people. Out of this data pool the data
that fitted with previous theories or those thatewdifferent from previous findings are
picked out and further analysed (Flick, 2004). Thrsher analysis is called coding. With the
process of coding core theoretical concepts caderified (Trochim, 2006). The reason for
using the grounded theory is to develop a theosgth@n the examined data (Zhu & Lin,

2010, p. 1011).

4.2 Interview Analysis

As the aim of the study was to investigate whaktesa-government employees
satisfied and whether these findings are in liniga\previous research or whether there are
unknown aspects of e-government, which haven'’t liedected yet, the grounded theory
approach was used. Further, the present study wdsdyby Herzberg's theory on
employees’ motivation to work, named two-factordtye(Herzberg, Mausner, & Snyderman,
1993). Herzberg interviewed employees in orderetivetbp a new theory by simply asking
what makes them satisfied and what makes themtigiisef. Out of this pool of interview
data he discovered two dimensions of employeessgisfaction.

According to his approach, the present study aealyhe interviews by looking for

categories which contribute to employees’ job &atison. Therefore, for further analysis the

2 Employees’ satisfaction depends on two sets ofiss‘hygiene” issues (which are dissatisfiers: @any and
administrative policies, Supervision, Salary, Ipensonal relations, Working conditions) and motvat(\Work
itself, Achievement, Recognition, Responsibilitydvancement). The hygiene issues need to be addreegee
the motivators can create satisfaction.
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interviews needed to be transcribed after havirtgthem conducted. All twenty-five
interviews were typed out (see Appendix G).

According to the grounded theory and to Herzbeagisroach, the focus of this
study’s analysis was on each interview’s conteeind¢, the transcription was aimed to be a
content protocol, written in pure literary Englsfthout spoken utterance or intonations.

In order to find categories of what makes e-gonemt employees satisfied the
interview transcriptions needed to be coded. “Cgdsna process for both categorizing
gualitative data and for describing the implicai@nd details of these categories” (Trochim,
2006). This was done by using a matrix (see AppeBjlin which all interview questions
were chronologically typed as keywords in the fia. The next rows were filled with the
respondents’ answers. Every respondent’s answealsasummarized as keywords and put

into the columns.

4.3 Interview Results

With the aid of such a matrix an overview of whas been said is given and one can
easily read through the answers. The next steptovémok in the matrix for keywords that
have the same meaning and assign those an umieneliaThese final keywords or better to
say umbrella terms were written down on memory £dppendix C) which were then
sorted according to the context in which they wasntioned. Finally, six categories resulted
which are displayed in table 1.

The analysis of the interviews shows that for gegoment employees a good working
atmosphere, internal relationships, working moralmnmunication culture, as well as the
characteristics of the employer and manager (lshg®rplay a role in determining their job
satisfaction. Further, this analysis has demoredrathat exactly for example a good manager

needs to bring along in order to have productivplegees.
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Table 1
Interview Categories

Factors affecting job satisfaction Explanation/ items

Working atmosphere time to relax, time to socialize, workload (press
stress, being busy)

Interpersonal relationships honesty, empathy, respect, rewarding/apprecid n,
approachability, trust, loyalty, customer satisfaot
customer behaviour

Working morale Work as a team, support/ help each other,| e
professional, fairness (equally split workload),rkwon
their own (do the duty), knowing the job role aie
others work, be reliable (be and do things on tjf )
commitment, achievements, meet the target

Communication culture Pass on information, writing notes, have meetifers-
to-face communication, getting involved, be readhal]

Employer characteristics Reputation, future opportunities, payment, good &l
resource management (staff shortage), get re| ar
training/ having skills, good technology, job seist)
get challenging tasks, office environment (e.gilitaes,
open office), working policies/ procedures/ struetu

Leadership characteristics Explain things, have time, be approachable, rew d,
give feedback, listen, trust (talk in privacy), pop,
delegate (be leader, manage team and tasks), ¢ ro
monitor, professionalism (know the job, be confige
empathy, resolve problems, guide, approachaljl v,
constructive criticism

Table 1

The seventh category covered the answers of tieeview question regarding the
CBL. These were diverse and rather related to Bpgwioblems of the CBL that was used
(COMPASS) but not to the general use of e-governnmiEmerefore, it was harder to detect
categories. Nevertheless, with the aid of a woodidlit was possible to investigate the most
important aspects of the usage of CBL.

The word cloud was developed by using the web \itedle (Wordle, 2009) All
given answers concerning the CBL questions werenpaithe text box from the web site and

automatically a word cloud was created. The wootidlcan be found in the Appendix D. An
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advantage of using a word cloud is that those waish have been mentioned the most are
presented as the biggest.

As a result, the word cloud shows that referrimghte employees the most important
aspects of using an e-government IT system is #hability of the system as such,
employees’ understanding of the system, and thenginformation, the amount of work and

the attendant time of work. Table 2 summarizesibst frequently mentioned aspects.

Table 2
Aspects of CBL

System The system works, does not crash, is reliable, ngg
access to it
Understanding Skills to work with it, ease of use, not enol |

instructions given, no consistency in work procegur

Information Wrong information give by customers, wrg
information entered by colleagues, no accurate | te
taking, information does not match, amount| f
information either too much or too less, inconsisteof
entered information, information from  oth
departments are not accessible

Work Amount of work and cases have increased, dq le
checks are needed, entered information needs be
corrected

Time Working with CBL takes time because it is a s|

system, it is time consuming due to the amountarkw

Table 2

4.3.1 Reliability and Validity

To obtain high quality research the present swdygsign and analysis addresses the
issues of reliability and validity. Reliability andlidity are well known concepts to evaluate a
study’s quality whereby reliability is a precondii for validity (Golafshani, 2003).

Reliability is defined as the consistency of yooeasurement instruments over time
and deals with the question whether the studypBaable and whether the results will be the
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same with the same measurement instruments uneleathe conditions (Golafshani, 2003).
According to Dooley (2009) it is “the degree to wliniobserved scores are ‘free from errors of
measurement’ (p. 76). Therefore, reliability ishetrelated to quantitative research because
gualitative data deals beside others with words @otdwith numbers. Thus, it cannot be
measured.

Nevertheless, it is also important to ensure gqodlity in qualitative research and
consequently, there are other techniques neededaloate a qualitative study on its quality.
Thus, Lincoln and Guba (1985) have introduced #rentdependability for judging the
reliability of qualitative research. Dependabilityeans that the process and execution of the
research need to be reported in detail so that offsearchers can repeat the study (Shenton,
2004). Therefore, the content of the interviews described in detail in Section 3.2 and the
corresponding interview summary sheet can be fautise Appendix A.

To ensure a reliable research study the exammatib trustworthiness is vital
(Golafshani, 2003). In this context the objectivitya research study plays an important role.
Objectivity is according to Lincoln and Guba (19&%3)led confirmability and “refers to the
degree to which the results could be confirmedarraborated by others” (Trochim, 2006).
Furthermore, Miles and Huberman (1994) definedabdlity as the stability of data across
researchers over time. Therefore, the analysiseofjtialitative data at hand was coded by two
independent researchers to ensure reliable résRkserring to Miles and Huberman (1994)
this procedure is called check-coding and servgsoa reliability check because “definitions
become sharper when two researchers code the sataesdt and discuss their initial
difficulties” (p. 64).

The other criterion for judging a research’s quyais the concept validity. To ensure

validity one procedure is triangulation because Y (triangulation strengthens a study by

% Due to an overall agreement the results of thersecoder Julia Lange are not discussed and canbanl
found in the Appendix F on page 57
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combining methods. This can mean using severalskaidnethods or data, including using
both quantitative and qualitative approaches” @atR002, p. 247). Therefore, the present

study used a two-step approach by combining qaiaktand quantitative data gathering.

5 Method B
With the first, a qualitative approach, a lessestigated research field of what makes
e-government employees satisfied was investigdtiee results show that there are six factors
(categories) that in a way affect their overall Moing. Additionally, the interviews show
that the quality of IT does influence an e-governtreamployee’s job satisfaction. The second
step of the present study is to confirm that thera relation between those detected factors
and e-government employees’ job satisfaction amtén@n their service quality and it is the
goal to investigate which of these factors haveliggest impact. Therefore, a quantitative
approach is needed.
“In quantitative research your aim is to determine relationship between one thing
(an independent variable) and another (a depermlentitcome variable) in a population”
(Hopkins, 2000). Therefore, with a quantitative my@ch the remaining research questions
can be answered.
* Research QuestiaZ Is job satisfaction better explained by the gyalf the used IT
system or by environmental factors?
* Research Questidsr Is job satisfaction a direct driver for extersatvice quality?
* Research Questioft Does the quality of the used IT system directfijuence the

external service quality?

5.1 Proposed Model
The aim of the second method is to confirm thelte®f what have been found by the

first method. Quantitative research is “confirmgt@nd deductive in nature” (Trochim,
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2006). This means that a deductive approach is@dbwn” approach as the researcher starts
with a general assumption like a theory and trizsapply it to the specific. Deductive
reasoning means to narrow down a theory into a rspeeific hypothesis which then will be
tested and or confirmed (Trochim, 2006).

The goal of quantitative research is to explaimtias been observed for example in a
particular case by measuring data and as a resatidel based can be constructed (Miles &

Huberman, 1994). Based on the interview the follmyproposed model has been developed:

Figure 1
Proposed Model

Working Atmosphere

Interpersonal
Relationships ]
Working Morale -
c icati Job Extra Role Service

ommunication »| Satisfaction |— | Customer Service —| Quality
Culture .

Behaviour
A

Employer |

Characterisitics

Leadership
Characteristics

Quality of
Information
Technology (CBL)

Figure 1

In quantitative research the data consist of nusaed statistics (Miles & Huberman,
1994) and thus the data needs to be transferrednunnbers. This can be done by using a

guestionnaire.
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5.2 Questionnaire

With the first method the interviews, the researctvas only able to interview a
limited number of employees of the councils. Witle aid of a questionnaire all employees
working with the CBL can be reached. Questionnaamesa good method for investigating a
large sample size at a low cost (Downs & Arian,20( is a fast way of getting information
on several topics and compared to interviews isdus take employees away from the job, at

least not for a long time (Downs & Arian, 2004).

5.2.1 Independent variables

The independent variables consist of the six categ examined during the
interviews: Working Atmosphere, Interpersonal Relahips, Working Morale,
Communication Culture, Employer Characteristiciadarship Characteristics, and Quality of
Information Technology (CBL).

The questions of the questioannaire concerning eaastruct were chosen from those
statements which were mentioned the most in theni@ws. A complete overview of the

constructs and the related questions can be foutiteiAppendix E.

5.2.1.1 Quality of Information Technology (CBL)

One independent variable gains special focus asoricerns the present study’s
uniqueness. The current research investigatesrtpadt of a used IT system on government
employees’ job satisfaction in relation to the esgrmment’s external service quality.

One very common and well known model for measursgyvice quality is
SERVQUAL which has been firstly introduced by Parasnan, Zeithaml and Berry (1985).
According to the SERVQUAL determinants of servicgality are: reliability, assurance,
tangibles, empathy, and responsiveness. FurtheRVREJAL helps any organisation to

determine a lack of their service quality by exanmgnpossible gaps between the perceived
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and expected serviteSo far, most service quality research has focasetow to meet the
customers’ service expectations and whether theettglmatches the customers’ expectations
(Kang, et al., 2002).

According to Zeithaml et al. (1990) SERVQUAL calseabe adapted in order to
measure the service quality which is provided bg tirganisation for the employees.
Furthermore, due to social developments Parasurabdeithaml, and Malhotra (2005)
investigated the field of electronic service defivand its quality. They emphasized on the
lack of adequate service delivery through the heerand thus, they have adapted the
SERVQUAL to the electronic business and have d@ezldhe E-S-Qual scale for measuring
electronic service delivery.

Still, there is a lack of adequate tools for meiaguelectronic service delivery in the
case of e-government. Therefore, the E-S-Qual sbwld’arasuraman et al. (2005) was

adapted (based on the interview results) to thegmtestudy.
5.2.2 Dependent variables

5.2.2.1 Job satisfaction

According to Snipes et al. (2005) job satisfaci®one of the biggest driving factors
of an organisation’s service quality and is neagska delivering superior service to
customers (Ehrhart, et al., 2011). Therefore, deoto increase the external service quality
one has to increase the internal quality by meaguhie employees’ job satisfaction. This was
done with three items adopted from Back et al. @@k those which have shown to be a
reliable scale and which have been used in otheiest before. The items were: “I am
satisfied with my job”, “I am satisfied with my eger path within the organisation”, “I am

happy with what | am doing with the current job”.

* For further reading read Parasuraman et al. (198&asuraman et al. (1988), and Zeithaml et 8DQL
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5.2.2.2 Extrarole

The success of an organisation is heavily depdrateits front-line employees
behaviour as those have direct contact to the mes®(Chebat, Babin, & Kollias, 2002).
Therefore the construct extra role service behavhas gained more and more importance in
the marketing literature. It was found to be redat®job satisfaction (Bettencourt and Brown,
1997, as cited in H. J. Kim, et al., 2009).

The research of Kim et al. (2009) emphasized #nky éndings of Schmitt and
Allscheid (1995) that job satisfaction is relategptosocial behaviour and that when
employees are satisfied with their job this posittitude motivates them to do extra work
for customers. This extra role service behaviogresglicted to provide better service quality
and hence an advantage for the organisation.

Therefore, it was measured with the following ehitems adopted from the study of
Kim, Pimtong, and Kim (2009): “I voluntarily assististomers even if it means going beyond
the job requirements”, “I often go beyond and abibnecall of duty when serving
customers”, “I frequently go out of the way wherh&p customers”.

A pre-test with one of the managers was conduétédr the pre-test the last item
needed to be reworded due to possible compreheasibiguities and thus was changed into

“I try very hard to help customers”.

5.2.2.3 Service Quality

The main outcome to be measured of the preseay &the construct service quality.
According to the work of Parasuraman et al. (198bjneasuring the organisations’s service
quality possible gaps and implication can be detkcHartline and Ferrell (1996) used an
adapted version of SERVQUAL for measuring the peegk service quality. Their items
showed high construct reliability (0.97) and thtisvas adapted to the present case and

reworded to the perspective of employees. For mestddartline and Ferrell’s item “receiving
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prompt service from our employees” was rewordea ifdur customers receive prompt

service from us”. The complete construct itemslwamound in the Appendix E.

5.3 Sample

Like in the first method the sample of the studysists of employees from the five
partner organisations working with CBL: Erimus Hmgs Coast & Country, Housing
Hartlepool, Tristar Homes, and Darlington Borougbu@cil.

Based on the quantitative nature of the second adethe research was not restricted to a
certain amount of participants. Hence, it was passio forward the questionnaire to all
employees working with CBL.

The questionnaire was administrated with the &idnointernet portal. Therefore, the
link of the web site just needed to be forwardethini the organisation via their internal
email system.

Beforehand, the questionnaire was pre-tested dyséme manager with whom the
pilot interview was held. By doing so the adequassnof the questionnaire for the employees
were given. Any possible misunderstandings werevgmied by using comprehensive
wordings. After the pre-test, the questionnairedeeleto be shortened as it would have been
too long and would have taken too much of the eyg#e’ time during their work.

Therefore, the original eighty-nine questions wezduced to seventy-one whereas
four of the questions covered demographic questibngse questions which were mentioned
the fewest during the interviews were removed.

Further, in order to make sure the participantsgitention to the questionnaire, some

of the questions were negatively worded.
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6 Data Analysis and Results B
The online questionnaire was sent to all employem&ing with CBL. Indirectly have
all employees of the five partner organisationstacnwith CBL but directly working with
CBL (being a Homechoice Lettings officer) are otlenty-five people. Within two weeks,
only fifteen employees completed the questionn&tes to this very low response rate it was
not possible to gain representative data and mesliterefore the present study rather serves

as a pre-test for the developed questionnaire.

6.1 Statistical Analysis

Despite the low response rate, the collected luefzed to optimize the developed
guestionnaire. Thus, in order to test the condtuetiability and hence the questionnaire’s
adequateness all statistical analyses were donsibyg the software of SPSS 16.0. This
programme offers statistical techniques with whiad relation and correlation of given
variables can be measured. The reliability of #estructs was measured by using
Cronbach’s Alpha. To assess whether there is tiaelaetween the dependent variable (job
satisfaction, extra-role customer service behayiand service quality) and the independent
variables the present study used the indicaté(e®plained variances), B (beta coefficient),

M (mean), and SD (standard deviations). Signifieaisayiven at p-value <0,05 or <0,01.

6.2 Descriptive Statistics
Ten employees and five managers have completedugstionnaire. Eleven of them

were female and four male. Their average age iS @#&h an average of seven years of
employment. The majority have a certificate or dipd of higher education and only two
have a bachelor and one has a master degree.

The items which have been negatively worded bbbmd were transformed into
positive wording and coding for conducting a cotesisanalysis.

Table 3 shows the reliability of constructs, meeorss, and standard deviations.
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Table 1
Reliability, Means, and Standard Deviations

Constructs
Working Atmosphere (a= .646)
We have enough time to relax
We have enough time to socialize
We have a balanced workload
I nterpersonal Relationships (a= .908)
I have a good relationship to the people | workwit
The people | work with are honest
The people | work with respect each other
Whenever | have a concern | can go to the peoplark with
I t rust the people | work with
Working Morale (a= .859)
We have a good working morale
We have good team work
We support and help each other out
We work professionally
We can rely on each other
Everyone works as hard as | do
Everyone does what he/ she is supposed to do
Communication Culture (a= .878)
Our communication is good
| receive enough information from the people | waikh
| receive the information | need on time
We have enough face-to-face meetings
The people | need to communicate with are reachable
Employer Characteristics (a= .76)
My employer offers me good future opportunities
My employer has good human resource managementéaaugh staff)
My employer gives me enough training
My employer gives me enough job security
My employer offers me the facilities (e.g.: teclowy) | need
My employer has standardised and consistent pslicie
Leadership Characteristics (a= .896)
My manager is approachable
My manager appreciates my work
My manager gives enough feedback
My manager is trust worthy
My manager gives me enough support
My manager is able to delegate tasks to the team
| can go to my manager whenever | have a concern
Quality of Information Technology (CBL) (a= .851)
CBL makes it easy to find what | need
CBL enables me to complete a transaction quickly
CBL loads it pages quickly

2,86
2,60
3,00
3,00

4,47
4,20
4,07
4,20
4,00
3,90
3,67
4,27
4,33
4,33
4,20
3,40
3,13
3,73
3,53
3,73
3,46
3,73
4,20
3,64
3,53
3,07
3,73
3,67
3,87
4,00
4,08
4,40
4,07
3,60
4,33
4,27
3,67
4,20
3,47
3,80
3,53
4,00

SD

0,99
1,07
1,01

0,64
0,78
0,80
0,94
1,00

1,23
0,80
0,72
0,72
0,86
1,24
0,99

1,13
0,80
1,06
1,28
0,94

1,19
1,10
1,03
1,23
1,06
1,07

0,83
0,96
1,06
1,11
0,80
1,23
0,68

1,01
0,74
1,20
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CBL is well organized 3,60 1,12
| save time by working with CBL 3,66 1,11
| have less work to do with CBL 1,73 0,70
CBL has improved my work 3,40 1,18
| receive the information | need (refers to CBL) 3,73 0,88
The information | need is well organized (refer<oBL) 3,66 0,82
The Information | need is well interlinked (refeesCBL) 3,46 0,92
| have the skills to work with CBL 440 0,74
CBL is easy to use 4,06 0,59
CBL is always available 3,33 0,72
CBL launches and runs right away 3,00 1,11
CBL crashes frequently 3,13 0,83
The CBL screen does not freeze after | enter mgrardormation 3,00 1,19
Overall Job Satisfaction (a= .789) 3,84
| am satisfied with my job 3,87 0,83
| am satisfied with my career path within the origation 3,73 1,16
I am happy with what | am doing with the currerii jo 3,93 0,96
Extra Role Customer Service Behaviour (a= .918) 4,64
| voluntarily assist customers even if I've to geybnd the job requirements 4,67 0,49
| often go beyond and above the call of duty wheamiag customers 4,53 0,64
I try very hard to help customers 4,73 0,46
Service Quality (a= .899) 4,17
Our customers receive prompt service from us 4,20 0,77
We are never too busy to respond to our customegfgests 4,00 1,07
Our behaviour instills confidence in our customers 4,13 1,13
Our customers feel safe with the transactions tleewith us 4,13 0,74
We are always friendly to our customers 4,13 1,06
We do not have the ability to answer our custontgrastions 4,26 0,70
We pay enough attention to our customers 4,40 0,83
We have our customers' best interests at heart 406 0,80
We understand our customers' specific needs 4,26 1,03
Table 3

All constructs show a reliability more than .70igrhis recommended as minimum for
basic research (Back, et al., 2010). In order to ¢fais minimum of reliability two items
needed to be removed (“we have a good atmospheeeabevork”, and “I am sufficiently
involved in what is happening”). Although a highesliability of the constructWorking
Atmosphereould have been reached by removing the item “axesta balanced workload”,
the results of the interviews show that the amafmivorkload influences the employees’
perception of their working atmosphere. Therefte,item remains.
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The same is true for the constr@terall Job SatisfactianThe reliability could have
been higher by removing the item “I am satisfiedthwmy career path within the
organisation”. Due to the fact that this constraas been adapted from the study of Back,
Lee, and Abbott (201@nd has been confirmed as reliable item it stayisinvithe construct.

The descriptive statistics show that the mean esanir the constructdnternal
RelationshipgM= 4,47),Leadership Characteristicdvi= 4,07),Extra Role Customer Service
Behaviour(M= 4,64), andService QualityM= 4,17) are very high. This indicates that withi
the present case the internal relationships arg geod. The employees perceive their
leadership’s characteristics as positive and tbein customer service as well as the service
quality as good.

Regarding the CBL one can say that the systemuels s easy to use and well
organized, but some technical issues could be weggkoMost interesting is the low score of
the item “l have less work to do with CBL” (M= 13) This is in line with the interview
results saying that contrary to the literatureithplementation of information technology has
not reduced the amount of work. This could alsdarphe rather low scores concerning the
Working AtmosphereThese results show that employees of the presegivernment
institution do not have a balanced workload and tda not have enough time to relax or

socialize which has an impact on their perceptioth® working atmosphere.

6.3 Correlations

Table 2 shows the correlation matrix of all comsts. Significant correlation (at the
level p < 0.01) can be found betwe®vorking Morale and Interpersonal Relationships
Interpersonal Relationshipis further correlated witlCommunication CultureAdditionally,
Communication Cultureis correlated with Leadership Characteristics Overall Job
Satisfaction and Service Quality Communication Cultureand Service Qualityare the

constructs that correlate the most 8srvice Quality also correlates withEmployer
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Characteristics Extra Role Customer Service Behaviowand Quality of Information
Technology

The only construct that correlates with none of tther construct idVorking
AtmosphereThis indicates that even if the employees hawentoich work or perceives the
atmosphere not as very positive, it does not affezemployee’s attitude towards their job as
such and hence it does not affect the servicetguali

Overall Job Satisfaction only correlates with Interpersonal Relationships
Communication Cultureand Leadership CharacteristicsThis leads to the assumption that
these three constructs might be the most powertdigtors of an e-government employee’s

job satisfaction.

Table 4
Correlation Matrix

1 2 3 4 5 6 7 8 9 10

Working Atmosphere - - - - - - - - - -
Interpersonal Relationshig 0,19 - - - - - - - - .
Working Morale 0,22 0,87 . - - - - - . .
Communication Culture 0,13 0,67** 0,52* . - ] . . . .
Employer Characteristics 0,18 0,54* 0,57* 0,54* . . . . . .

Leadership Characteristic. -0,08 0,46 0,47 0,70** 0,48 - - - - -
Overall Job Satisfaction 0,19 0,61* 0,36 0,60* 0,44 056 . - - -

Extra Role Customer 53 31 939 051 032 004 -0.50
Service Behaviour - R -

o~N O O WO N P

9 Service Quality 0,31 0,53* 0,55* 0,66** 0,72** 0,30 0,46 0,75* . -
10 Quality of Information 0,20 0,54* 0,37 0,59* 0,72** 0,19 0,53* 0,47 0,78*
Technology (CBL)

Note. * Significant at p < 0.05
Note. **Significant at p < 0.01
Table 4

6.4 Regression Analysis

The regression analysis helps to find out whethere is a relation between the
different dependent and independent variables andidntify which variable is the most
predictive one in our proposed model. The resulth® regression analysis can be found in

figure 2.
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Figure 2
Proposed Model- p-values

Working Atmosphere 0.492
Interpersonal 0016
Relationships 0.081
Working Morale 0.1 l
Communication 0.018* Job 0,861 ECX:;?OIT:Q? O.001* Service
Culture » | Satisfaction . I Quality
Service
Rehavinii A

Employer 0.104
Characterisitic

. 0,031*
Leadership
Characteristics
Quiality of 0.041* 0,002*
Information
Technology (CBL)

Note. * Significant at p < 0.0

Figure 2

The regression analysis shows tHaterpersonal RelationshipsCommunication
Culture, Leadership Characteristiceand theQuality of Information Technologhave an
influence on the employees’ job satisfaction. Ssipgly, the employees’ job satisfaction
does neither predidxtra Role Customer Behavionor Service QualityNeverthelesg:xtra
Role Customer Behaviotnas a significant effect dBervice Qualityas well as thQuality of
Information TechnologyBased on this finding a further regression anslyetween the
dependent variabl&ervice Qualityand the independent variabl&gorking Atmosphere
Interpersonal Relationships Working Morale Communication Culture Employer

Characteristics and Leadership Characteristichas been conducted. This analysis showed
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that all five factors, except &orking AtmospherenfluenceService QualityThe results are

shown in table 5.

Table 3
Predictors of dependent varial8ervice Quality

Significance
Interpersonal Relationship 0,041
Working Morale 0,033
Communication Culture 0,007
Employer Characteristics 0,002
Leadership Characteristics 0,002
Quality of Information Technology (CBL) 0,002

Table 3

7 Discussion

The interviews and the questionnaire of the presandy show, that within an e-
government workplace, environmental factors such laterpersonal Relationships
Communication Culture and Leadership Characteristicsinfluence employees’ job
satisfaction. Although, in the present study thestauctJob Satisfactioris not related to
Service Qualityemployees’ job satisfaction is of great impor&irtservice organisations as
several studies confirmed that employees’ job feaii®n has an influence on customers’
perception of service quality (Snipes, et al., 200fares & Coelho, 2003).

Further, Kim et al. (2009) emphasized that satisBmployees are more motivated to
go an extra mile for customers. Satisfied employesrather willing to help customers and
colleagues in need than unsatisfied employees.derace organisation it is very important
that an employee is willing to do the extra mile dostomers as this behaviour has an impact
on the customers’ perception of the service qualite present study confirms the finding of

Kim et al. (2009) thaExtra Role Customer Behavioig a significant antecedent 8krvice

Quality.
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Additionally, satisfied employees have less tueromntentions (Back, et al., 2010).
According to Back et al. (2010) and Kim (2005)sitimportant to reduce employees’ turnover
intentions by increasing their satisfaction becdogal employees perform their jobs better,
enhance customers’ satisfaction, and reduce omfgmss cost (Back, et al., 2010).

Furthermore, the length of employment increaseskvexperiences and the more
experienced, the more knowledge does an employee drad hence is more able to provide
the requested service of customers. The lengtmpfa@/ment as well as work experience and
knowledge might be one the most antecedents forlogmgs confidence and work
performance (Hartline & Ferrell, 1996).

Of particular interest is the finding that tQeiality of Information Technologyn this
case CBL, is the only factor contributing to ovejab satisfaction with a direct influence on
service quality. This result shows that the servepeality of e-government is mainly
dependent on the quality of its electronic systeighout reliable electronic systems hardly
any e-governmental institution is able to provid®d service, no matter how satisfied the

employees are.

7.1 Implications

The results show that the quality of an e-govemtmeformation technology is of
great importance as it contributes to the empldyjeessatisfaction as well as it is relates to
service quality. For any e-government institutidnstimplies emphasizing on regular
monitoring, supervisions and quality checks of tieéectronic system. E-government needs a
system that is easy to use, reliable, and offegsinformation that is needed. The system
should always be available and particularly effitieEfficiency is not only important in
regard to the customers’ use of the system but ials@gard to the employees who are

working with it.
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The success of e-government also depends on #wotraglic system to help the
employees carrying out their work. In the preseagecmore than 46% disagreed or totally
disagreed with the statement “I have less workaomith CBL” and only 20% agree that it
has improved their work. Nevertheless, overall thgyeed that the system is a good system
which is easy to use and well organised which h#ips to perform their jobs, although it
crashes frequently and does not always launch andright away. This implies the
importance of the system’s ease of use and hosvatructured. Further, it indicates that the
comfortableness of a system is more important iisatechnical reliability.

In the present case of COMPASS, where five sulionsgwork with the same IT
system, it is most important that the system waxkssistently. The interviews, as well as the
guestionnaire, show that CBL needs improvementscaroing its consistency and
connections to the other partner organisations.eikample any given information and notes
of a client needs to be visible and accessibld! engployees.

It is very interesting that the increased worklodde to the implementation of CBL,
has no influence on the employees’ overall posigvaluation of CBL and their satisfaction.
This shows that other factors suchlaterpersonal Relationshipg€€ommunication Culture
and Leadership Characteristicmight have a bigger impact on employees’ job &atteon.
Therefore, it is recommended that any employer doets disregard the importance of
interpersonal relationships and does not only &véebut rather encourage social activities
with and within the team. This could raise teammispnd hence enhance team performance.

Another aspect that contributes to an increagearh spirit and working morale is the
employees’ relationship to the manager. Accordinghe employees of the current case,
approachability, trust, and support constitute tgoad manager and to a good employee-
manager relationship. This leadership charactesistas well as good interpersonal
relationships are probably the most important dgvéor job satisfaction within an e-

government work environment.
40



Furthermore, another important advice for e-goremt institutions is to emphasize
on their communicatiorAlthough during the interviews other major issueshsas too much
workload and staff shortages became apparent, dntheo most frequently mentioned
problems in need of improvement was communicatibhe present study shows that
communication influences the employees’ job satigfa and the service quality. Therefore,
it is an important aspect that needs more atten@ore interviewee responded to the question
why she perceives the manager as a good manager:

“She is available to all of us, so we know where shwhat she is doing. She always

tells us when she is going out or where she isggautnen she is going on a meeting,

what time she will be back.

(...) In general you expect a lot of them [manageasyl | think she even goes beyond

and above some time, she will go for an extra foiteyou if she can help you. More

than necessary, she will do her best” (N. Lodgesq®l interview, June 30, 2011).
Finally, the results from the questionnaire andparticular the interviews highlighted the
necessity of good internal relationships betweencthlleagues and the mangers which can be
improved by better communication. In general one say that within the present case of e-
government the employees on average are satisfidd their job and employer, but the
interviews emphasised the urgent need of staffvam@tload improvements.

As a conclusion the study demonstrates the impoetaf quality provision within an
e-government with regard to its electronic systenuse and with regard to environmental
factors in order to have satisfied employees wleovatling and able (due to the aid of IT

systems) to provide high quality of service delywer

7.2 Limitations
The present study’s limitation is the number dp@ndents from the questionnaire.

The link of the questionnaire was sent to all erpgés working with CBL. Although all of
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the twenty-five employees working with CBL declardtemselves to participate in the
interviews, only fifteen of them completed the dim®aire. This is not a representative
sample size and thus the results cannot be gerextadit all. It is very likely that the results
from this study will be different with a bigger spla size. For future research the
guestionnaire should be forwarded to all employ#dke partner organisations.

Furthermore, the questionnaires were self-repants as such another threat to the
study’s reliability. It is not given that the paipants exposed the whole truth, especially
concerning the questions covering their extra mlstomer service behaviour and service
quality. The threat of self-reports could have besnided when the questionnaire would
have been distributed to different groups of paséints. For future research the construct
Extra Role Customer Service Behaviahould be evaluated by the manager, giving the
opinion on the particular employee’s behaviour. #iddally, the construcBervice Quality
should be evaluated by customers.

Furthermore, the present study is a case studygadvernmental institution in North
England. Although, the interviews and the questarenwere conducted in five different
partner organisations, they all belong to the sahs&rict. Therefore, social and cultural
aspects and differences might have influencedebelts.

Despite the limitations and although only fifteparticipants have completed the
guestionnaire, the present research investigatedndmants of e-government employees’ job
satisfaction. Based on those determinants a modsl developed with which the internal
guality of e-government can be measured by meatiseddttached questionnaire. In this way

possible improvements for its service quality cardbtected.
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Appendix A

The following shows the interview summary sheet cwhihas been used during each
interview, including the introduction text, a daption of the study’s purpose, declaration of

confidentiality and the acknowledgement at the end.

My Name is Pia Kroll and | am a master student ftbemUniversity of Twente in the Netherlands. |
am here to conduct my master thesis with the toplow to improve the service quality of Compass.

I would like to interview you on this topic and rgmise that everything what is said is kept
confidentially.

The interview will take approximately 20 minutes.
Do you mind if | tape the interview?

Name: Age:

Position: Years of working:

Internal Quality

Ideal working place

Needs to work properly

Atmosphere/ climate
- anything missing
- appreciate the most

Comfortable, why

Disappointing Day

Successful Day

Expectations of:
- Managers/ Employees
- Colleagues

Communication

- to manager/ employee

- colleague

- other partner organisations

Hierarchy

Improvements

Problem

CBL
- impact/ changes
- problem/ improvement

Personal Goal

Satisfaction grade

Is there anything else you would like to say imtieh to what we have been discussing?
Thank you very much for participating and havecemay.
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An extract of the interview matrix is shown aboVee complete version can be found on the

Appendix B

enclosed CD in Appendix F on page 54.

Factors Gail Atkinson | Carol Bruce- Angela Liah Beachill- | Kalsoom Din
Manager Cammish- Manager
Internal job performance| structure job performanggob perfromance| structure,
Quality customer care | relationships, customer care,
communication, | communication,
structure,
management
Needs technology, managment technology relationships,
management, | support, team respect
relationships, work,
relationships,
approachability,
empathy
Ideal working | team work, trust, honesty, |environment, structure, friendly,
place working moral, | approachability, | relationships, communication, | welcoming,
communication, | reliability, approachability, | warm
approachability | equity, empathy accessibility
Climate good, good, team ok, relationships,| changes, strugglecustomer
relationships, work, environment behaviour,
team work, management friendly, joy,
working moral, workload
knowing job
roles
Communication | good, very good, good, good, slow, approachability,
to Manager approachability, | relationships, approachable rumor, relationships,
education respect, empathymanagement, approachability | empathy,

trust, education,
trust

intermediate

Communication
to Colleagues

relationships,
fine

knowing job
roles,
relationships,
good

support, good,
nice

good

open, support
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Communication | approachability, | structure, ok structure, good, team work no contact
to Partner Orga | fine working morale,
involvement,
very good
Difference in no no no yes, intermediate
Communication
toMorC
Missing seriousness security motivation, | no
employee
retainment
Comfortable yes, relationshipsyes, relationships,yes, job, support,yes, job,

challenging, job

organisation's

customer care,

reputation relationships
Appreciate approachability, | team work relationships, |job, support,
support, team support organisation' s
work, education, reputation
empathy
Hierachy no, same level yes, respect ag No, approachableyes, structure, | No, equity,
superior useful empathy

Successful Day

customer care,
meet the target

meet the target,
customer care,
achieve
something

meet the target,
achieve

something, done
a lot

customer care,
meet the target

Dissapointing
Day

meet the target,
customer care,
customer
behaviour

meet the target,
challenge, work
load

customer
behaviour,
progress

Expecations of | empathy, suppofttrust, honesty, |approachability, | honesty,
Manager approachability, | empathy, supporf communication,
reliability, support,
equity, empathy, structure
support,
challenge,
knowing job
roles
Expectations of | relationships, trust, honesty, |working moral, |honesty, responsibility,
Colleagues equity, support | reliability, customer care | approachability, | equity
relationships, team work,
support responsibility
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Biggest structure, staff staff, workload,
Problem knowing job
roles,
communication,
structure
Improvement | staff, education, | support, staff, payment structure, staff, workload,
(general) structure, team | involvement communication,
work team work
CBL good system, efficiency, more applicants
behind the time clearity, efficiency, ease
transparency of use
Biggest internet access, | ease of use, understanding,
Problem CBL | ease of use, elderly, dublicates,
understanding | understanding, |transferring
skills internet access | information, time
consuming, ease
of use,
inconsistency
Improvement structure
CBL

Personal Goal

meaningful job

customer care

survive the da

y asrt care,
meaningful job

Satisfaction

10
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Appendix C

The memory cards of the interview codes and soatambrding to the context they were

mentioned.

The resulting categories:
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Appendix D

The Word Cloud of the interview answers concernihg employees’ opinion on CBL.

Created byvww.wordle.net
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Appendix E
The complete and original questionnaire includimgtemoved items which are signed as
crossed out. The online version of the questioenaicluding further results, can be found in

the Appendix F.

e-Government Job Satisfaction Survey
Dear all,

This year in June | have conducted several intarvieith some of your colleagues in order to find loow we
can improve t he service quality of the choice Hde#tings scheme (CBL). In particular, my interissn what
you, as an employee, need for delivering good serviherefore, | am investigating your degree tis&ection
within the current work environment.

With your support in completing t he following gtiesnaire hopefully we will find a way to improveBC, and
definitely you will have contributed to my gradusti

For sure, all documents and information will be tikieprivate and confidence and exclusively usedtie
purpose of my master thesis.

Thank you very much.

Pia Kroll
Independent variables

Working atmosphere:

We have a good atmosphere here at work
We have enough time to relax

We have enough time to socialize

We have a balanced workload

Interpersonal Relationships

| have a good relationship to the people | workhwit

The people | work with are honest

The people | work with respect each other

Whenever | have a concern | can go to the peoptark with
The people-lwork-with-appreciate-my-work

The people-lwork-with-are-approachable

| trust the people | work with

Working Morale

We have a good working morale

We have a good team work

We support and help each other out

We work professionally

We can rely on each other

Everyone works as hard as | do

Everyone-does-their-duti€&s/eryone does what he/ she is supposed to do
Everyone-tries-to-meet the target

Communication Culture

We have a good communication

| receive enough information from the people | waiikh

| receive the information | need on time

We have enough face-to-face meetings

| am sufficiently involved in what is happening

The people | need to communicate with are reachable
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Employer Characteristics

My-employer-has-a-good-reputation

My employer offers me good future opportunities
My-employerpays-me-enough-salary

My employer has a good human resource managementt{aving enough staff)
My employer gives me enough training

My employer gives me enough job security

My employer offer me the facilities (e.g.: techrpyowork environment) | need
My employer has standardised and consistent pslicie

Leadership Characteristics

My-manager-gives-me-enough-explanagion
ime

My manager is approachable
My manager appreciates my work
My manager gives enough feedback
2 : o
My manager is trustworthy
My manager gives me enough support
My manager is able to delegate tasks to the team
My-manager-knows-hisjob
| can go to my manager whenever | have a concern
My-manager-is-able-to-solve-my-problems
My-manager-gives-constructive criticism

Quality of Information Technology (CBL)

Efficiency
CBL makes it easy to find what | need
CBL enables me to complete a transaction quickly
CBL loads it pages quickly
e
CBL is well organized
| save time by working with CBL
| have less work to do with the CBL
CBL has improved my work

Information flow

| receive the information | need (concerning CBL)

The information | need is well organized (concegn@BL)
The Information | need is well interlinked (concieign CBL)

Ease of use
| have the skills to work with the CBL
CBL is easy to use

System availability

CBL is always available

CBL launches and runs right away

CBL does not crash

CBL does not freeze after | enter my order infoiiorat

Dependent Variables

Overall job satisfaction

| am satisfied with my job

| am satisfied with my career path within the origation
| am happy with what | am doing with the currert jo

Extra role customer service behaviour
| voluntarily assist customers even if it meansgdieyond the job requirements



| often go beyond and above the call of duty whemiag customers

Hregquenthyr-go-out-of the-wayhen-to-help-custemeidry very hard to help customers

Service quality

Our customers receive prompt service from us

We are never too busy to respond to our customegsiests
Our behaviour instill confidence in our customers

Our customers feel safe with the transactions tleewith us
We are always friendly to our customers

We have the ability to answer our customers’ qoesti

We pay enough attention to our customers

We have our customers’ best interests at heart

We understand our customers’ specific needs

Demographics
Age
What is your age?

Years of Work
For how many years have you been in this organizati

Education
What is your highest educational level?
GCSE
A-Level
Certificate/ Diploma of higher education others
Bachelor Degree or others
Master Degree or others
Doctorial Degree or others

Gender

What is your gender
Female
Male

Job position

What is your job position?
Manager/ Team leader
Employee

Thank you very much for participation and all thest
Pia Kroll

Results of the online questionnaire in percentages

We have a good atmosphere here at work
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W N B

We have enough time to relax
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

1

0 (0 %)

0 (0 %)

4 (26.67 %)
6 (40 %)

5 (33.33 %)

2 (13.33 %)
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a b~ WO DN

We have enough time to socialize
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A WO N B

We have a balanced workload
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

A WO DN P

5

| have a good relationship to the people | workhwit
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

a b~ W N B

The people | work with are honest
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W N B

The people | work with respect each other
Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

a A W N B

Whenever | have a concern | can go to the peoptark with
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1
2
3

5 (33.33 %)
5 (33.33 %)
3 (20 %)

0 (0 %)

1 (6.67 %)
4 (26.67 %)
5 (33.33 %)
4 (26.67 %)
1 (6.67 %)

0 (0 %)
3 (21.43 %)
5 (35.71 %)
6 (42.86 %)
0 (0 %)

0 (0 %)

0 (0 %)

1 (6.67 %)
6 (40 %)

8 (53.33 %)

0 (0 %)
0 (0 %)
3 (20 %)
6 (40 %)
6 (40 %)

0 (0 %)

0 (0 %)

4 (26.67 %)
6 (40 %)

5 (33.33 %)

0 (0 %)
1 (6.67 %)
2 (13.33 %)
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4
5

| trust the people | work with
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W DN B

We do not have a good working morale
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

a b~ W N B

We have good team work
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W N B

We support and help each other out
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W N B

We work professionally
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

a A W N B

We can rely on each other
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

ga A W N

5 (33.33 %)
7 (46.67 %)

0 (0 %)

1 (6.67 %)
4 (26.67 %)
4 (26.67 %)
6 (40 %)

5 (33.33 %)
3 (20 %)

5 (33.33 %)
1 (6.67 %)
1 (6.67 %)

0 (0 %)

0 (0 %)

3 (20 %)

5 (33.33 %)
7 (46.67 %)

0 (0 %)

0 (0 %)

2 (13.33 %)
6 (40 %)

7 (46.67 %)

0 (0 %)

0 (0 %)

2 (13.33 %)
6 (40 %)

7 (46.67 %)

0 (0 %)
0 (0 %)
4 (26.67 %)
4 (26.67 %)
7 (46.67 %)
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Everyone works as hard as | do
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

a b~ W N B

Everyone does what he/she is supposed to do
Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

a b~ W N B

Our communication is rather bad
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

A WN B

5

| receive enough information from the people | waiikh
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

A WO DN P

5

| receive the information | need on time
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

a b~ W N B

We have enough face-to-face meetings
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W DN

1 (6.67 %)
3 (20 %)

3 (20 %)

5 (33.33 %)
3 (20 %)

1 (6.67 %)
3 (20 %)

4 (26.67 %)
7 (46.67 %)
0 (0 %)

2 (13.33 %)
8 (53.33 %)
2 (13.33 %)
2 (13.33 %)
1 (6.67 %)

0 (0 %)

1 (6.67 %)
4 (26.67 %)
8 (53.33 %)
2 (13.33 %)

0 (0 %)

4 (26.67 %)
2 (13.33 %)
7 (46.67 %)
2 (13.33 %)

1 (6.67 %)

2 (13.33 %)
2 (13.33 %)
5 (33.33 %)
5 (33.33 %)
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I am not sufficiently involved in what is happening
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

3 (20 %)

3 (20 %)

4 (26.67 %)
4 (26.67 %)
1 (6.67 %)

a A W N B

The people | need to communicate with are reachable
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

0 (0 %)

1 (6.67 %)
2 (13.33 %)
5 (33.33 %)
7 (46.67 %)

a b~ W DN B

My employer offers me good future opportunities
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

1 (6.67 %)
2 (13.33 %)
3 (20 %)

6 (40 %)

3 (20 %)

g A WO N B

My employer has good human resource managemeint\gdnave enough staff)
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1 (6.67 %)
4 (26.67 %)
4 (26.67 %)
5 (33.33 %)
1 (6.67 %)

a b~ W N B

My employer gives me enough training

Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

0 (0 %)

2 (13.33 %)
4 (26.67 %)
5 (33.33 %)
4 (26.67 %)

a b~ W N B

My employer gives me enough job security
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

0 (0 %)

4 (26.67 %)
2 (13.33 %)
4 (26.67 %)
5 (33.33 %)

ga b~ WDN

My employer offers me the facilities (e.g.: techomyt, work environment) |...
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Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

a b~ W N B

My employer has standardised and consistent pslicie
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

a b~ W N B

My manager is approachable
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W N B

My manager appreciates my work
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

ga b~ W N B

My manager gives enough feedback
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1

2

3

4

5

My manager is trustworthy

Please indicate in how far you agree with thisestent (totally disagree - totally agree)
1 (6.67 %)
0 (0 %)
1 (6.67 %)

ga A W N

9 (60 %)

My manager gives me enough support

0 (0 %)

3 (20 %)

0 (0 %)

8 (53.33 %)
4 (26.67 %)

0 (0 %)

2 (13.33 %)
2 (13.33 %)
5 (33.33 %)
6 (40 %)

0 (0 %)
0 (0 %)
2 (14.29 %)
3(21.43 %)
9 (64.29 %)

0 (0 %)
2 (13.33 %)
0 (0 %)
8 (53.33 %)
5 (33.33 %)

0 (0 %)

3 (20 %)
3 (20 %)
6 (40 %)
3 (20 %)

4 (26.67 %)



Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

a b~ W N PP

My manager is able to delegate tasks to the team

0 (0 %)

0 (0 %)

3 (20 %)

5 (33.33 %)
7 (46.67 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

A W DN B

5

| can go to my manager whenever | have a concern

1 (6.67 %)
1 (6.67 %)
5 (33.33 %)
3 (20 %)

5 (33.33 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W DN B

CBL makes it easy to find what | need

0 (0 %)
0 (0 %)
2 (13.33 %)
8 (53.33 %)
5 (33.33 %)

Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

a b~ W N B

CBL enables me to complete a transaction quickly

1(7.14 %)
0 (0 %)

2 (14.29 %)
8 (57.14 %)
3 (21.43 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

A W DN PR

5

| can navigate around the CBL system quickly

0 (0 %)
1(7.14 %)
5 (35.71 %)
7 (50 %)
1(7.14 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

ga A WODN

CBL is not well organized

1 (6.67 %)
0 (0 %)

4 (26.67 %)
3 (20 %)

7 (46.67 %)
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Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1 3 (20 %)

2 6 (40 %)

3 4 (26.67 %)
4 1 (6.67 %)
5 1 (6.67 %)

| do not save time by working with CBL
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

1 3 (20 %)

2 7 (46.67 %)
3 3 (20 %)

4 1 (6.67 %)
5 1 (6.67 %)

| have less work to do with CBL
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

6 (40 %)

7 (46.67 %)
2 (13.33 %)
0 (0 %)

0 (0 %)

g A W DN B

CBL has improved my work
Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

1 (6.67 %)
2 (13.33 %)
5 (33.33 %)
4 (26.67 %)
5 3 (20 %)

| receive the information | need (refers to CBL)

Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

0 (0 %)

1 (6.67 %)
5 (33.33 %)
6 (40 %)

3 (20 %)

A W DN PR

g A WO N P

The information | need is well organized (refer<BL)
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

0 (0 %)

1 (6.67 %)
5 (33.33 %)
7 (46.67 %)
2 (13.33 %)

ga A WODN

The Information | need is well interlinked (reféosCBL)
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Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

1 0 (0 %)
2 2 (13.33 %)
3 6 (40 %)

4 5 (33.33 %)
5 2 (13.33 %)

| have the skills to work with CBL
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

0 (0 %)
0 (0 %)
2 (13.33 %)
5 (33.33 %)
8 (53.33 %)

g A WO N P

CBL is easy to use
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

0 (0 %)

0 (0 %)

2 (13.33 %)
10 (66.67 %)
3 (20 %)

g A W N B

CBL is always available
Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

0 (0 %)

2 (13.33 %)
6 (40 %)

7 (46.67 %)
0 (0 %)

a b~ W N B

CBL launches and runs right away
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

1 (6.67 %)
4 (26.67 %)
5 (33.33 %)
4 (26.67 %)
1 (6.67 %)

g A WO N P

CBL crashes frequently
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

0 (0 %)

3 (20 %)

8 (53.33 %)
3 (20 %)

1 (6.67 %)

ga A WODN

The CBL screen does not freeze after | enter mgrardormation
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Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

A W DN PR

5

| am satisfied with my job

1 (6.67 %)
5 (33.33 %)
4 (26.67 %)
3 (20 %)

2 (13.33 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

A W DN B

5

| am satisfied with my career path within the origation

0 (0 %)

1 (6.67 %)
3 (20 %)

8 (53.33 %)
3 (20 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

A W N P

5

| am happy with what | am doing with the currert jo

1(7.14 %)
1(7.14 %)
2 (14.29 %)
6 (42.86 %)
4 (28.57 %)

Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

A W DN PR

5

| voluntarily assist customers even if it meansgdieyond the job requir...

0 (0 %)

1 (6.67 %)
4 (26.67 %)
5 (33.33 %)
5 (33.33 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

A W DN PR

5

| often go beyond and above the call of duty whemiag customers

0 (0 %)
0 (0 %)
0 (0 %)
5 (33.33 %)

10 (66.67 %)

Please indicate in how far you agree with thisestent (totally disagree - totally agree)

A WN B

5

| try very hard to help customers

0 (0 %)
0 (0 %)
1 (6.67 %)

5 (33.33 %)

9 (60 %)

Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1

0 (0 %)
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0 (0 %)

0 (0 %)

4 (26.67 %)
11 (73.33 %)

a b~ W DN

Our customers receive prompt service from us
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

0 (0 %)
0 (0 %)
3 (20 %)
6 (40 %)
6 (40 %)

g A W N B

We are never too busy to respond to our customexgests
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1 (6.67 %)
0 (0 %)

2 (13.33 %)
7 (46.67 %)
5 (33.33 %)

a A W N B

Our behaviour instills confidence in our customers
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1 (6.67 %)
0 (0 %)

2 (13.33 %)
5 (33.33 %)
7 (46.67 %)

a b~ W N B

Our customers feel safe with the transactions tleewith us
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

0 (0 %)

0 (0 %)

3 (20 %)

7 (46.67 %)
5 (33.33 %)

g A W N B

We are always friendly to our customers
Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

0 (0 %)

2 (13.33 %)
1 (6.67 %)
5 (33.33 %)
7 (46.67 %)

a A W N B

We do not have the ability to answer our custontprestions
Please indicate in how far you agree with thisestegnt (totally disagree - totally agree)

1 7 (46.67 %)
2 7 (46.67 %)
3 0 (0 %)
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4
5

We pay enough attention to our customers
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

g A W N B

We have our customers' best interests at heart
Please indicate in how far you agree with thisesteent (totally disagree - totally agree)

a A W N B

We understand our customers' specific needs
Please indicate in how far you agree with thisestent (totally disagree - totally agree)

aa b~ WODN

What is your highest educational level?
GCSE
A-Level

Certificate/Diploma  of  highe
education or others

Bachelor Degree or others
Master Degree or others
Doctoral Degree or others

What is your gender?
Female
Male

What is your job position?
Manager/ Team leader
Employee

0 (0 %)
1 (6.67 %)

0 (0 %)

0 (0 %)

2 (13.33 %)
7 (46.67 %)
6 (40 %)

0 (0 %)

1 (6.67 %)
0 (0 %)

6 (40 %)

8 (53.33 %)

0 (0 %)

1 (6.67 %)
1 (6.67 %)
9 (60 %)

4 (26.67 %)

3 (20 %)
4 (26.67 %)
5 (33.33 %)

2 (13.33 %)
1 (6.67 %)
0 (0 %)

12 (80 %)
3 (20 %)

5 (33.33 %)
10 (66.67 %)
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Appendix F

Overview of categories detected by the second reflseaJulia Lange

Table 5
Interview Categories by Julia Lange

Factors affecting job satisfaction

Explanation/ items

Climate

amount of work (pressure, very busy), have timg
socialize, to come down

Relationships: clienemployee
relationship (CER), employe
employee relationship(EER)

understand each other, being honest, be approas
trust, respect, rewarding/ appreciate, customer

Moral

team work, support, do their jobs, know their jobs
committed, being fair, on time, meet targets, stpyto
date, same aim

Communication

being approachable and reachable, all access te
info, Pass on information, meetings or F2F, tal
notes, be involved

Employer Reputation, future opportunities, payment, good &
resource management (staff shortage), get re
training/ having skills, job security, get chall@mmy
tasks, working policies/ procedures/ structure

Policies rules, regulations, structures, efficeincy, how do

things, work standarts

Employee/Job performance

having skills, being adaptable, understanding df
sections, politeness, achieved a lot, being conbemhg
proud,

Environment

facilities, equipment, work conditions, quitenesgger
office, plants, it-system, desk, kitchen, opencaffi

Management support, manage, time to explain, positive and g
feedback, listen, understand and resolve problanns,
confidentiality, lead, approachability, ha
competencies, advice, be interested

Table 1
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Appendix G
CD including
a. the full length of transcribed interviews and ggords, as well as
b. the matrix of the analysed interviews in form oferds, and

c. the online version of the questionnaire including tesults and SPSS output.
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