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ABSTRACT  

  

This study sought to contribute to the body of knowledge on marketing and organisational 

behaviour by empirically investigating into the role of employee motivation and commitment 

in improving service quality. The study was contextualized in a healthcare delivery 

environment in the Greater Accra Region (GAR) of Ghana and focused on doctors as the 

informants. Data were collected using questionnaires from 127 doctors in Public, Private and 

Missions hospitals. Both descriptive and inferential statistical tools and techniques were 

employed to analyse data collected. Hierarchical moderated regression analysis was employed 

in estimating the study’s proposed model. The descriptive statistical results obtained indicated 

that doctors who participated in the study have moderate level of commitment in their job and 

are more motivated intrinsically. An average participant also perceives service quality in 

healthcare delivery within the research context as more satisfactory. The study further finds 

that both intrinsic motivation and commitment among doctors significantly have positive 

effects on service quality. The study’s results also indicated that extrinsic motivation does not 

have significant positive effect on service quality than commitment. In all, it was found that 

both motivation and commitment significantly explain 23.7% variations in service quality. The 

findings thus suggest that government’s and management’s efforts to improving quality 

healthcare services in the country would be more likely to manifest should they focus on 

improving the level of motivation and commitment among healthcare workers at the 

workplace. In this line, it suggested that appropriate authorities and relevant stakeholders 

collaborate in designing work and benefits in light of health workers’ contribution to quality 

healthcare delivery in the country.   
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CHAPTER ONE  

1.1   BACKGROUND OF THE STUDY  

Motiv|ation is |a topic th |at is |ext|ensiv|ely r| es|e|arch|ed. H|alfw|ay th|e tw|enti |eth c|entury th|e first 

signific|ant motiv|ation|al th|eori|es |aros|e, n|am|ely M|aslow’s hi|er|archy of n|e|eds, H|erzb|erg’s two-

f|actor th|eory |and Vroom’s |exp|ect|ancy th|eory. Thos|e r| es|e|arch|es focus|ed on motiv |ation in 

g|en|er|al |and |employ| e|e motiv |ation mor|e sp|ecific|ally. In th |e p|ast y|e|ars v|arious d|efinitions of 

motiv|ation w|er|e d|efin|ed, |e.g. H|erzb|erg d|efin|ed |employ|  e|e motiv |ation onc|e |as c|arrying out |a 

work r|el|at|ed |action b|ec| aus|e you d|e| em it fit.  

Th|e h|e|alth s|ervic|e s|ector is on|e of th|e f|ast|est growing industri |es. Th|e r|apid growth in this 

s|ector is c|at|egoriz |ed by incr|e|as|ed numb|er of p|eopl|e to |att|end hospit|als |as |ag|ainst substitut|e 

sourc|es of h|e|alth c|ar|e, s| ensitiv|e |exp|ect|ation of s |ervic|e qu|ality by p |ati|ents |and th|eir f| amili |es, 

ris|e of comp|etitiv|e priv|at|e h|e|alth c|ar|e f|aciliti |es. S |ervic|e qu|ality in h|e|alth is th |er|efor|e g|aining 

promin|enc|e with th |e m|ain st|ay r|em|aining, high s |ervic|e qu|ality for |enh|anc|ed p|ati|ent 

s|atisf|action |and r|et|ention. Th|e p|ar|adigm of s|ervic| e qu|ality h|as spurr| ed schol |arly d|eb|at|e with 

|ext|ant lit |er|atur|e |enlight |ening |abs|enc|e of compromis |e on th|e m|e|asur|em|ent of s|ervic|e qu|ality, 

owing to s|ervic|e untouch|ability, h|et|erog|en|eity |and multidim|ension|ality (N|av|arro |et |al., 2005).   

Wh|at is motiv|ation? Why do p|eopl|e |act in th|e w|ay th|ey do? Why do p|eopl|e b|eh|av|e diff|er|ently? 

Is it possibl |e for |an org|anis|ation to influ|enc|e th|e p|eopl|e th|ey |employ in |a for|es|e|e|abl|e |and 

m|ethodic|al w|ay to |act in |a w|ay th|ey w|ant th|em to? Th|es|e |ar|e |all qu|estions m |an|ag|ers tussl |e 

with |ev|ery d|ay |and it is p |erh|aps for this r|e|ason th |at motiv|ation |and th|e f|actors or | el|em|ents of 

motiv|ation |ar|e on|e of th |e most wid|ely r|es|e|arch|ed topics |and why |a lot of r|es|e|arch h|as b|e|en 

und| ert|ak|en to und|erst|and th|e conc|ept of motiv|ation in |an org|anis|ation|al s |etting.  

  

Hodg|etts |and H|eg|ar (2008) confirm this st |at|em|ent by s|aying th |at on|e of th |e most import|ant 

qu|estions in hum |an r|el|ations tod|ay is: How do you g|et p|eopl|e to do things? Th|e |answ|er r|ests 
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on th|e und|erst|anding of wh|at motiv|ation is |all |about, for it is motiv |at|ed work|ers who fin|ally 

g|et things don|e |and without such p|eopl|e no org|anis|ation c|an hop|e to b|e |eff|ectiv|e.  

According to Mills, Mills, Br|atton |and Forsh|aw (2006:207), work motiv |ation is on|e of th|e most 

r|es|e|arch|ed y|et misconstru|ed p|erc| eptions. It is |a subj|ect m|any would s|ay h | as b|e|en studi |ed to 

th|e p|enultim |at|e , y|et still h|as f|ar mor|e |enquiri|es th|an solutions.  

  

Oblig|ation to  |an org|aniz |ation is positiv|ely r|el|at|ed to such d|esir|abl|e outcom|es |as motiv|ation  

(Mowd|ay, St |e|ers |and Port|er 1979) |and pr|es| enc|e (M|athi|eu &Z| aj|ac, 1990: St |e|ers & 

Rhod|es,1978) |and is n|eg| ativ|ely r|el|at|ed to outcom|e |as |abs|ent|e|eism |and turnov|er(Cl|egg 1983: 

cotton & Tuttl |e1986). Horton too st|at|ed th|at org| aniz |ation commitm |ent could r|esult in l|ess 

turnov|er |abs|ent|e|eism, thus incr|e|asing org|aniz |ation output (Schul|er & J |ackson, 1996). Employ| 

e|es with gr|e|at l|ev|el of org|aniz |ation|al commitm|ent provid|e |a s|af|e |and st|abl|e workforc|e (St|e|ers 

1977) | and thus providing comp | etitiv|e b|en|efit to th|e org|aniz |ation.  

Th|e committ|ed |employ| e|e h|as b|e|en found to b| e mor|e im|agin|ativ|e; th|ey |ar|e l|ess lik|ely to l|e|av|e 

|anorg|aniz |ation th|an thos |e who |ar|e uncommitt |ed (Port|er |et.|al. 1974).   

According to Arturo L. Tol |entino (2004) Sust |ain|ed |effici|ency improv|em|ent d|ep|ends on th|e 

|ent|erpris|e’s hum|an c|apit|al (th|e skills, knowl|edg|e, comp|et|enci|es |and |attitud|es th|at r|esid|e in th|e 

individu|al |employ|e| e of th |e |ent|erpris|e) |and its soci |al c|apit|al (trust |and confid|enc|e, 

communic|ation, coop|er|ativ|e working dyn|amics |and int |er|action, p|artn|ership, sh|ar|ed v|alu|es, 

t|e|amwork, |etc. |among th| es|e individu|als.  

  

A committ|ed |employ|e|e is p|erc|eiv|ed to b|e on|e who st|ays with th|e org|aniz |ation |ev|en in difficult 

tim|es, is punctu|al, prot|ects comp|any’s |ass|ets |and sh|ar|es comp|any’s go |al (M|ey|er |and All|en, 

1997).Th|er|efor|e it is |evid|ent th|at for qu|ality s |ervic| e, |employ|e|e commitm |ent is |an signific|ant 

f|actor.  
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Som|e study |ex |amin|es th|e int|er|action of commitm |ent with v|arious f|actors. M|athi|eu &Z| aj|ac,  

(1990), shown th|at oblig|ation h|as b|e|en positiv|ely r|el|at|ed to p|erson|al ch| ar|act|eristicssuch |as  

|ag|e ,how long on|e h|as b|e|en in |a p|articul|ar org|aniz |ation (Luth|ans, McC|aul, & Dodd, 1985),  

|and m|arit|al st|atus (John & T |aylor, 1999) |and h|av|e inv|ers|e r|el|ation to th |e |employ| e|e’s l|ev|el of 

|educ|ation (Glisson &Durick, 1988). In |addition, commitm |ent h|as b|e|en found to b |e r|el|at|ed to 

such job ch|ar|act|eristics|as t|ask ind|ep|end|enc|e (Dunh|am, Grub|e, & C|ast|an|ed|a, 1994), f|e|edb|ack 

(Hutichison&G| arstk|a, 1996) |and job ch|all|eng|e (M|ey| er, Irving, & All |en, 1998) |and c|ert|ain 

work |exp|eri|enc|essuch |as job s|ecurity (Yous|ef, 1998), promotion opportuniti|es 

(G|a|ertn|er&Noll|en, 1989), tr|aining |and m|entoring opportuniti |es (Sc|andur|a, 1997), |and 

supportiv|e |and consid|er|at|e l|e|ad|ership (D|eCottis& Summ |ers, 1987).  

  

Mor|eov|er, th|e conc|ept of org|aniz |ation|al commitm |ent is d|efin|ed |as th|e m |ent|al |att|achm|ent of 

th|e work|ers to th|e org|aniz |ation (Guntur, H|a|er|ani& H|as|an 2012).  Incr|e|asingly, firms of |all 

typ|es find th|at |an |eff|ectiv|e w|ay to diff|er|enti|at|e th|ems|elv|es from th|eir comp|etitors is to provid|e 

|a high|er l|ev|el of s |ervic|e qu|ality, |and th|at th|eir |employ|e|es dict|at|e th|at n|ec|essity 

(Johlk|e&Duh|an 2000). Sinc|e p|eopl|e |ar|e th|e most import |ant r|esourc|e in | a comp|any s|ervic|e 

(Schnidt, Adl|er &W |e|ering 2003), |a r|egul|ar m|e|etings with |all s|ervic|e p|ersonn|el is cruci|al in 

ord|er to monitor how s|atisfi|ed th|ey |ar|e with th |eir position, b|ec|aus|e s|atisfi|ed |employ|e|es |ar|e 

mor|e lik|ely to s|atisfy custom |ers, thus h|elping th |e org|aniz |ation to mov |e onw|ard (L|e|e & Ch|en 

2013) . Th|e |eff|ectiv|en|ess of |any s|ervic|e comp|any is mostly |a r| esult of output of its |employ| e|es  

  

Th|e conc|ept of |employ|e| es’ commitm |ent to th |e org|aniz |ation got | an incr| e|as|ed |admir|ation du|e 

to th|e imp|act it h|as on th|e firm (Armstrong 2000). Ev |en wh|en |an improv|em|ent of th|e job 

p|erform|anc|e of |an |employ|e|e c|an l|e|ad to succ|ess of th |e org|aniz |ation, it c|an b|e |assum|ed th|at 

|employ| e|e |exp|ect|ation is not |alw|ays cl|e|ar (Morris |et |al. 1990). Mor| eov|er, th |e l|ack of n|ec|ess|ary 



 

4  

  

skills to p|erform th |e job m |ay r|epr|es|ent |an issu|e for both th |e |employ|e|e |and th|e |employ| er 

(McConn|ell 2003). Th|er|efor|e, this study inv |estig|at|es which |ar|e b|en|efits |and ch|all|eng|es th|at 

comp|ani|es m|ay f|ac|e whil|e improving th|e conc|epts m|ention|ed |abov|e.  

Th|e p|erson|al f|e|atur|es of |employ| e|es (T| aormin|a 1999) in |addition to org|aniz |ation|al 

ch|ar|act|eristics, such |as job or rol|e r|el|at|ed f|e|atur|es |and th|e d|esign of th |e org|aniz |ation (St |e|ers 

& Port|er 1997) m|ay h|av| e dir|ect influ|enc|es on job p|erform|anc|e outcom|es, such |as turnov|er, 

|abs|enc|es, qu|ality |and qu| antity of work |and oth|er fin|anci|al pr|es|ent|ation |asp|ects.   

  

1.2   PROBLEM STATEMENT  

Motiv|ation, |according to N|el, v|an Dyk, H|a|asbro|ek& Schultz (2004:310), is |a v|ery compound 

issu|e du|e to th|e |exclusivity of p |eopl|e |and th|e wid| e r|ang|e of int |ern|al |and |ext|ern|al f|actors th|at 

imp|act on it. N|el |et |al (2004:326) furth |er st |at|e th|at org|anis|ations |exploit v |arious r|esourc|es In 

ord|er to comp|et|e succ|essfully, f|ew p|eopl|e r|e|alis|e th|at in comp|arison to oth|er r|esourc|es, hum|an 

r|esourc|es is th|e only r|esourc|e th|at incr|e| as|es in qu|ality |and c|ap|acity th |e mor|e it is utilis |ed. 

Org|anis|ations c|annot m |e|et th|e |exp|ens|e of ignoring this v |alu|abl|e r|esourc|e. Motiv|ation is |a 

pl|ann|ed t|echniqu|e th|at m|an|ag|ers c|an us|e to |explor|e hum|an pot|enti|al |and t|al|ents.  

Employ| e|e commitm |ent is import|ant b|ec|aus|e high l |ev|els of commitm |ent l|e|ad to s|ev|er|al 

f|avor|abl|e org|aniz |ation|al outcom|es. It r|efl|ects th |e |ext|ent to which |employ|  e|e’s id|entify with 

|and org|aniz |ation |and is committ |ed to its go|als. Bilj|an|aDord|evic (2004) st |at|ed th|at th|e 

commitm|ent of |employ|e| es is |an vit |al issu|e b|ec|aus|e it m |ay b|e us|ed to pr|edict |employ| e|e’s 

p|erform|anc|e, non|att |end|anc|e |and oth|er b|eh|aviors. An impr|essiv|e |amount of r|es|e|arch |efforts 

h|av|e b|e|en conduct |ed to und|erst|anding th|e conc|epts |and to id|entify implic|ation of 

org|aniz |ation|al commitm |ent ov|er th|e p|erform|anc|e of th|e |employ|  e|es on th |e workpl|ac|e. M|ey|er, 

P|aunon|en, G|ell|atly, Goffin, |and J|ackson (1989) |ex |amin|ed f|acts of |a positiv|e  

|associ|ation b|etw|e|en org|aniz |ation|al commitm |ent |and job p|erform|anc|e, Low commitm |ent h|as  
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|also b|e|en |associ|at|ed with low l |ev|els of mor|al|e (D|eCottis& Summ |ers, 1987), non-committ|ed 

|employ|  e|es m|ay d|epict th |e org|aniz |ation in n|eg|ativ|e t|erms to outsid|ers th |er|eby pr|ev|enting th |e 

org|aniz |ation’s |ability to r|ecruit high-qu|ality | employ|  e|es (Mowd|ay, Port|er, & St |e|ers, 1982) |and 

d|ecr|e|as|ed m|e|asur|es of uns|elfishn|ess |and compli|anc|e (Sch|app|e, 1998).  

This industry und|er study h|as f|ac|ed |a lot of workforc|e ch|all|eng|es in th|e form of strik |es r|el|ating 

to s|al|ari|es, conditions of s |ervic|e, |etc. So, our study b |ecom|es much mor|e import|ant in th|e 

|att|empt to |extr|act how |employ|e|e output c|an b| e improv|ed |as r|esult of motiv|ation.  

  

1.3   RESEARCH OBJECTIVES  

Th|e study |ex |amin|es th|e |eff|ects of motiv|ation |and commitm |ent on s|ervic|e qu|ality in h|e|althc|ar|e 

d|eliv|ery in Gr|e|at|er Accr|a R|egion (GAR). Th|e r|es|e|arch is thus guid|ed by four obj |ectiv|es:   

1. To |ex |amin|e th|e l|ev|el of motiv|ation |among doctors in th|e Gr|e|at|er Accr|a R|egion.  

2. To |ex |amin|e doctors’ p|erc|eptions of s|ervic|e qu|ality of h|e|althc|ar|e s|ervic|es in Gr|e|at|er Accr| a 

R|egion.  

3. To m|e|asur|e doctors’ commitm |ent in th|e h|e|althc|ar|e d|eliv|ery in Gr|e|at|er Accr|a R|egion.  

4. To |ex|amin|e th|e mod|er|ation rol|e of commitm|ent on th|e r|el|ationship b|etw|e|en motiv|ation |and 

s|ervic|e qu|ality.  

1.4   RESEARCH QUESTIONS  

Th|e study s|e|eks to |addr|ess th|e following qu|estions:  

1. Wh|at is th|e l|ev|el of motiv|ation |among doctors in Gr|e|at|er Accr|a R|egion?  

2. Wh|at is th|e p|erc|eption of doctors on s |ervic|e qu|ality in h|e|althc|ar|e s|eri|es in Gr|e|at|er Accr|a 

R|egion?  
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3. Wh|at commitm|ent do doctors in Gr|e|at|er Accr|a R|egion h|av|e in th|eir job?   

4. Do|es commitm|ent mod|er|at|e th|e r|el|ationship b|etw|e|en motiv|ation |and s|ervic|e qu|ality?  

1.5       SCOPE OF THE STUDY  

This r|es|e|arch prioritiz |es hospit|als |and h|e|alth c|ar|e f|aciliti|es in th|e Gr|e|at|er Accr|a R|egion with 

r|eg|ard to g|ath|ering d|at|a.  

  

1.6   SIGNIFICANCE OF THE STUDY  

Th|e conc|ept of |employ|e| es’ commitm |ent to th |e org|aniz |ation got | an incr| e|as|ed |admir|ation du|e 

to th|e imp|act it h |as on th|e firm (Armstrong 2000). Employ|e|e commitm |ent c|an b|en|efit 

org|aniz |ation in |a numb |er of w|ays such |as it c|an improv|e output; r|educ|ed |abs|ent|e|eism, |and 

turnov|er th|er|eby r|esulting in sust |ain|ed |effici|ency, thus improv|ed s|ervic|e qu|ality ov|er|all.  

  

Th|er|efor|e, this r| es|e|arch int |ends to br|e|ak n|ew grounds on th |e link b|etw|e|en motiv|ation |and 

s|ervic|e qu|ality in h|e|althc|ar|e by | ex |amining l|ev|el of motiv|ation, |employ|e| e commitm |ent, |as w|ell 

|as |ass|essing th|e r|el|ationship b|etw|e|en motiv |ation |and s|ervic|e qu|ality.In trying to find |an 

|answ|er(s) to th|e r|es|e|arch qu|estions |and on th |e b|asis of th|e |abov|eb|ackground discussion |and 

r|es|e|arch qu|estion, this work will |equ|ally | assist in |en|abling furth|er studi |es by oth|er r|es|e|arch|ers 

who |ar|e int |er|est|ed to know much on th |e link b|etw|e|en motiv|ation |and s|ervic|e qu|ality. 

Furth|ermor|e, it will |also |assist m|an|ag|em|ent of h|e|alth f|aciliti|es obt|ain |a bro|ad|er knowl|edg|e on 

motiv|ation of th|eir |employ|e|es.   
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1.7   BRIEF METHODOLOGY  

This r|es|e|arch |adopts | a non prob|ability s|ampling m |ethod, sp|ecific|ally, sp|ecific|ally conv|eni|enc|e 

s|ampling. Conv|eni|enc|e s|ampling involv|es s|el|ecting h|aph|az |ardly thos |e c|as|es th|at |ar|e |e|asi|est 

to obt|ain for your s |ampl |e (S|aund|ers 2005). D|at|a coll |ection instrum |ent is prim|arily 

|administr|ation of qu|estionn|air|es. S |econd|ary d|at|a how|ev|er will not b|e us|ed in this study.  

  

1.8   LIMITATIONS OF THE STUDY  

Th|e r|es|e|arch w|as constr|ain|ed by |a f|ew f|actors. On|e of such is tim|e constr|aint. Du|e th|e sc|att|er|ed 

loc|ation of hospit |als, |as w|ell |as tr|affic in th|e Gr|e|at|er Accr|a R|egion, th|er|e w|as |a str|ain on th|e 

tim|e d|esign|at|ed for th|e r|es|e|arch.   

Th|er|e w|as |also th|e probl|em of convincing doctors to p|articip|at|e, most |esp|eci|ally b|ec|aus|e th|e 

tim|e of th|e d|at|a coll |ection coincid|ed with th|eir strik|e |action. Most of th|em f|elt uncomfort|abl|e 

for f|e| ar th|at th|eir r|espons|es m|ay b|e us|ed |ag|ainst th|em.   

1.9     ORGANISATION OF THE STUDY  

Th|e p|ap|er is c|at|egoris|ed und|er fiv|e (5) m|ain s|ections or ch|apt|ers, |although th |er|e |ar|e oth|er 

minor s|ections. Th|e first ch|apt|er introduc|es th|e | entir|e r|es|e|arch, it giv|es r|e|ad|ers |an id|e|a of wh|at 

th|e r|es|e|arch|er int |ends to |achi|ev|e. Ch|apt|er two (2) is |a lit|er|atur|e r| evi|ew. Th|e r|es|e|arch|er brings 

forth lit|er|atur|e conc|erning th|e topic und|er study, don|e by oth|er r|es|e| arch|ers or writ |ers. Ch|apt|er 

thr|e|e (3) d|efin|es th |e r|es|e|arch|er’s m|ethodology |and m|ethod. Oth|er m |at|eri|al (s) for d|at|a 

coll|ection is |also |add|ed. Th|e fourth ch|apt|er is |an |an|alysis |and discussion of d|at|a. Th|e fifth |and 

l|ast ch|apt|er is th|e conclusiv |e p|art of th|e r|es|e|arch in th |e form of |a summ|ary, conclusion |and 

sugg|est|ed r|ecomm |end|ations giv|en th|e findings of th |e r|es|e|arch. Follow|ed |ar|e r|ef|er|enc| es |and 

|an |app|endix of qu|estionn|air|e |and t|abl|es.  
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CHAPTER TWO  

LITERATURE REVIEW  

2.1    INTRODUCTION  

This ch|apt|er r|evi|ew th |e studi |es |and r|es|e|arch don|e by oth |er writ|ers with r|esp|ect to th|e topic 

und|er study. A critic |al r|evi|ew of th|e lit|er|atur|e is n|ec|ess|ary to h|elp d|ev|elop |a thorough 

und|erst|anding of |and insight into pr |ec|eding r|es|e|arch th|at r|el|at|es to r|es|e|arch qu|estion(s) |and 

obj|ectiv|es. Th|e r|evi|ew will s |et this r|es|e|arch in cont |ext by critic |ally d|elib|er|ating |and 

r|ef|er|encing work th |at h|as |alr|e|ady b|e|en und|ert|ak| en, dr|awing out k|ey points |and pr|es|enting 

th|em in |a logic|ally | argu|ed w|ay, |and str|ess thos |e |ar|e|as wh|er|e th|ey will provid |e fr|esh 

und|erst|andings.   

2.2   MOTIVATION   

Th|e t|erm motiv|ation |asc|end|ed in th|e |e|arly 1880’s; b |efor|e th|at tim|e th|e t|erm “will” w|as us|ed 

by philosoph|ers |as w|ell |as soci|al philosoph|ers wh|en discussing |effortful, dir|ect|ed |and 

motiv|at|ed hum|an b|eh|aviour (Forg|as, Willi |ams |and L|ah|am, 2005). According to th |em 

motiv|ation us|ed to b|e consid|er|ed |as: |an |entity th |at comp|ell|ed on|e to |action. L|at|ely, v|arious 

r|es|e|arch|ers propos|ed diff|er|ent d|efinitions of motiv |ation. Motiv|ation h|as b|e|en d|efin|ed |as: th|e 

psychologic|al proc|edur|eth|at giv|es p|erform|anc|e m|e|aning |and cours|e (Kr|eitn|er, 1995); |a 

t|end|ency to b|eh|av|e in |apurposiv|e m|ann|er to |achi|ev|e sp|ecific, unm|et n|e|eds (Buford, B|ed|ei|an, 

& Lindn|er, 1995); |and B. K|eijz |ers; Employ| e|e motiv|ation conn|ect|ed to |employ| e|e p|erform|anc|e 

in th|e org|anis|ation |and int|ern|al d|et|ermin|ation to s |atisfy |an discont|ent|ed n|e|ed(Higgins, 1994); 

|and th|e will to |achi|ev|e(B|ed|ei|an, 1993). Mitch|ell (1982) str|ess|es th|at |although th |er|e is som |e 

dis|agr|e|em|ent |about th|e import|anc|e of diff|er|ent |asp|ects in th|e d|efinition of motiv |ation, th|er|e is 

cons|ensus |about som |e fund|am|ent|al b|elongings. N|am|ely, th|at motiv|ation is |an individu|al 
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|entity, it is d|escrib|ed |as b|eing d|elib|er|at|e, it is multif|ac|et|ed |and th|at th|e purpos|e of motiv|ation|al 

th|eori|es is to for|ec|ast b|eh|aviour. Mitch|ell (1982) |also |argu|es th|at motiv|ation is conc|ern|ed with 

|action |and th|e int |ern|al |and |ext|ern|al forc|es th|at influ|enc|e on|e’s choic|e of |action. And th |at 

motiv|ation is not th |e b|eh|aviour its|elf, |and it c|ert|ainly is not p|erform|anc|e. In r|el|ation to this, 

Mitch|ell (1982) propos |es his own d|efinition of motiv |ation: “motiv|ation b|ecom|es th|e notch to 

which |an individu|al w|ants |and choos|es to |eng|ag|ein c|ert|ain sp|ecifi|ed b|eh|aviours”. It is |evid| ent 

th|at m|ang|ers n|e|ed to motiv|at|e work|ers to obt|ain th|e n|ec|ess|ary r| esults for th|e org|anis|ation. .  

Kr|eitn|er (1995), Buford, B|ed|ei|an&Lind|er (1995), Higgins (1994) |all cit |ed in Lind|er (1998) 

d|efin|ed motiv|ation |as “th|e psychosom |atic proc|ess th|at giv|es b|eh|aviour purpos|e |and dir|ection, 

|a susc|eptibility to b |eh|av|e in |a purposiv|e m|ann|er to |achi|ev|e pr|ecis|e unm|et n|e|eds, |an uns|atisfi|ed 

n|e|ed, |and th|e will to |att|ain, r|esp|ectiv|ely. Young (2000, p1) sugg|est th |at motiv|ation c|an b|e 

d|efin|ed in |a v|ari|ety of w|ays d|ep|ending on who you |ask . Th|er|efor|e motiv |ation is th |e forc|e 

within |an individu|al th |at |excus|e for th|e l|ev|el, dir|ection, |and p|ersist|enc|e of |effort |exp|end|ed |at 

work.”   

H|al|epot|a (2005) d|efin|es motiv|ation |as “|a p|ersons vigorous contribution |and oblig|ation to 

|achi|ev|e th|e pr|escrib|ed r| esults. ”H|al|epot|a furth|er pr|es|ents th|at th|e conc|ept of motiv |ation is 

int|angibl|e b|ec|aus|e diff|er| ent str|at|egi|es produc|e diff|er|ent r|esults |at diff|er|ent tim|es |and th|er|e is 

no singl|e str|at|egy th |at c| an produc| e d|efinit|e f|avour|abl|e r|esults |all th|e tim |es. According to 

Antomioni (1999), “th |e |exp|ans|e of |effort p|eopl|e |ar|e willing to put in th |eir work d|ep|ends on 

th|e |amount to which th |ey f|e|el th|eir motiv|ation|al n|e|eds will b|e s|atisfi|ed. On th |e oth|er h|and, 

individu|als b|ecom|e d|e-motiv|at|ed if th|ey f|e|el som|ething in th|e org|aniz |ation thw|arts th|em from 

|att|aining good outcom|es.  

According to Gr|e|enb|erg |and B|aron (2000) this d |efinition could b|e divid|ed into thr|e|e m|ain 

p|arts. Th|e first p|art looks |at stimul |ation th|at d|e|als with th|e driv|e, or |en|ergy b |ehind individu|al 

(s) |action. P |eopl|e turn to b|e dir|ect|ed by th|eir int |er|est in m|aking |a good imprint on oth |ers, doing 
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int|er|esting work | and b|eing |effic|acious in wh|at th|ey do. Th|e s|econd p|art r|ef|erring to th|e choic|e 

p|eopl|e m|ak|e |and th |e dir|ection th|eir b|eh|aviour t|ak|es. Th|e l|ast p|art d|e|als with upholding 

b|eh|aviour cl|e| arly d| efining how long p |eopl|e h|av|e to p|ers|ev|er|e |at |att|empting to m |e|et th|eir 

obj|ectiv|es.  

  

It c|an b|e witn|ess|ed from th |e |abov|e d|efinitions th |at, motiv|ation in g|en|er|al, is mor|e or l |ess 

b|asic|ally conc|ern with influ|enc|es or |ev|ents th|at mov|es, l|e|ads, |and driv|es c|ert|ain hum|an |action 

or in|action ov|er |a giv |en p|eriod of tim|e giv|en th|e pr|ev|al|ent conditions. Furth|er mor|e th|e 

d|efinitions propos|e th |at th|er|e n|e|ed to b|e |an” imp |erc|eptibl|e forc|e” to push p |eopl|e to do 

som|ething in r|eturn. It could |also b|e d| educ|ed from th|e d|efinition th|at h|aving |an inspir|ed work 

forc|e or g|en|er| ating |an |environm|ent in which high l|ev|els of motiv|ation |ar|e m|aint|ain|ed r|em|ains 

|a cont|est for tod|ay’s m |an|ag|em|ent. . This ch|all|eng|e m|ay origin |at|e from th |e simpl|e f|act th|at 

motiv|ation is not |a fix |ed tr|ait –|as it could ch|ang|e with fluctu|ations in p|erson|al, psychologic|al, 

fin|anci|al or soci|al f|actors.  

For this th|esis, th|e |expl|an|ation of motiv|ation by Gr|e|enb|erg & B|aron (2003) is |adopt|ed, |as it is 

mor|e r|epr|es|ent|ativ|e |and simpl|e |as it consid|ers th|e individu|al |and his |en|actm|ent. Gr|e|enb|erg 

&B|aron d|efin| es motiv |ation |as:  

“Th|e s|et of proc|edur|es th|at |arous|e, dir|ect, |and pr|es|erv|e hum|an b|  eh|aviour tow|ards 

|accomplishing som |e go|al”. (Gr|e|enb| erg &B|aron, 2003)B|ass|ett-Jon|es &Lloyd (2005), pr|es|ents 

th|at two vi|ews of hum |an n|atur|e inspir|ed |e|arlyr| es|e|arch into |employ| e|e motiv |ation. Th|e first 

vi|ew |emph|asis on T|aylorism, which r|eg|ard|edp|eopl|e |as b|asic|ally l| azy |and work – shy”, |and 

thus h|eld th|at th|es|e s|et of |employ| e|es c|an only b|e|enthus|ed by |ext|ern|al stimul |ation. Th|e s|econd 

vi|ew w|as ground|ed on H|awthorn findings, whichh|eld th|e vi|ew th|at |employ|e|es  
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|ar|e motiv|at|ed to work w| ell for “its own s |ak|e” as w|ell |as for th|esoci|al |and mon |et|ary b|en|efits 

this typ|e of motiv|ation |according to this school w|as int |ern|allymotiv|at|ed.  

  

2.3   THE CONCEPT OF MOTIVATION  

Th|e first qu|ery th|at |aris|es is: “why m|an|ag|ers n|e|ed to motiv|at|e |employ| e|es?” (H|erzb|erg,  

1959). According to Smith (1994) it is b |ec|aus|e of th|e |endur|anc|e of th |e comp|any. Am|abil|e 

(1993) |adds to this st |at|em|ent by dis |agr|e|eing th|at it is import |ant th |at m|an|ag|ers | and 

org|anis|ation|al l|e|ad|ers l|e|arn to compr|eh|end |and d|e|al |eff|ectiv|ely with th |eir |employ|e|e’s 

motiv|ation; sinc|e motiv|at|ed |employ| e|es |ar|e | ess|enti|al to l|et th|e org|anis|ation b|eing succ|essful in 

th|e n|ext c|entury. Sh |e |also d|eb|at|es th|at unmotiv |at|ed |employ| e|es |ar|e lik |ely to consum |e littl |e 

|effort in th|eir jobs, |avoid th|e workpl|ac|e |as much |as possibl|e, |exit th|e org|anis|ation |and produc|e 

low cl|ass of work. In th |e c|as|e th|at |employ|  e|es |  ar|e motiv |at|ed; th|ey h|elp org|anis|ations surviv|e 

in sp|e|edily ch|anging workpl |ac|es (Lindn|er, 1998). Lindn |er |also |argu|es th |at th|e most intric|at|e 

purpos|e of m|an|ag|ers is to motiv |at|e |employ| e|es; b|ec|aus|e wh|at stimul |at|es |employ|e| es ch|ang| es 

p|ersist|ently (Bow|en |and R|adh|akrishn|a, 1991).   

  

2.4   MOTIVATIONAL THEORIES  

Motiv|ation h|as b|e|en |a m|att|er of |anxi|ety in th|e p|ast |and h|as |est|ablish|ed its|elf |as |an vit|al p|art in 

curr|ent org| aniz |ation|al s|ettings. Motiv|ation is quit |e compl |ex to gr|asp thus pl |acing | al|ertn|ess to 

th|e f|act th|at s|ev|er|al f|actors influ|enc|e |employ|e|es routin|e in |a p|articul|ar org|aniz |ation. R |e|ason 

b|eing th|at, wh|at motiv |at|es on|e work|er will not motiv |at|e th|e oth|er |employ|e|e within th |e s|am|e 

comp|any. McSh|an|e |et |al d|efin|es motiv|ation |as “...|a f|actor th|at occur in |an individu |al which 

h|as th|e prosp|ectiv|e to |aff|ect th|e w|ay, pow|er |and k|e|enn|ess of b|eh|aving tow|ards work”. 

(McSh|an| e & Von Glinow 2003) Th |e |abov|e d|efinition of motiv |ation h|as b|e|en buttr|ess|ed by 
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P|etri & Gov|ern, “motiv |ation is the thought th|at |expl|ains th|e driving forc|e in |an individu|al th|at 

|expl|ains v|ari|anc|es in int |ensity of b| eh|avior”. (P|etri & Gov|ern 2004).  

Ev|en though r|es|e|arch b|e|en conduct|ed on th |e fi|eld of fin|anci|al motiv |ation |and m|any 

r|es|e|arch|ers |and writ |ers h|av|e proj|ect|ed th|eori|es on th|e conc| ept of fin|anci|al motiv|ation, |and its  

rol|e in |augm|enting |employ| e|e’s p|erform|anc|e in |ev|ery org|anis|ation som|e of th |es|e mod|els h|av|e  

b|e|en wid|ely us|ed |and |acc|ept|ed by tod |ay’s org|anis|ation l|e|ad|ers. Motiv|at|ed |employ| e|es |ar| e 

willing to b|estow tim|e to c|ert|ain l|ev|el of commitm |ent for |a sp|ecific obj |ectiv|e in |an 

org|aniz |ation. Th|e th|eori|es of motiv|ation s|e|ek to subst|anti|at|e why c|ert|ain |employ| e|es |act or do 

things in |a c|ert|ain w| ay r|ath|er th|an oth|ers. Th|e following th |eori|es will b |e discuss|ed: th|e 

M|aslow’s hi|er|archy of n | e|eds, H|erzb|erg’s Motiv |ation–hygi|en|e th|eory,Fifty-Fifty th |eory |and 

Vroom’s Exp|ect|ancy th |eory.   

2.4.1  M|aslow’s Hi|er|achy of N|e|eds Th |eory of Motiv|ation  

Mukh|erj|e|e (2009) st |at|es th|at on|e of th|e b|est-known philosophi |es of motiv |ation is th |e n|e|ed 

hi|er|archy th|eory sugg|est|ed by Abr| ah|am M|aslow. According to M|aslow, hum|an b|eings |alw|ays 

w|ant mor|e |and wh|at th|ey w|ant |alw|ays hing|e on  wh|at th|ey |alr|e|ady h|av|e. H|e sugg|ests th|at 

hum|an n|e|eds c|an b|e br|and|ed in fiv|e bro|ad |ar|e|as (n|e|eds), |arr|ang| ed in |a c|ert|ain ord|er |according 

to th|eir promin|enc|e for th|e p|erson, or wh|at is c|all|ed |a hi|er|archy. Th|es|e n|e|eds |ar|e:  

• Physiologic|al n |e|eds – Th|e low|est or most b|asic l| ev|el of M|aslow’s hi |er|archy of n|e|eds 

is physiologic|al n|e|eds. In th|e org|anis|ation th|es|e n|e|eds includ|e p|ay, comp|any c|af|et|eri|a 

|and b|asic working conditions. According to M |aslow’s th|eory, |a b|eh|aviour will b|e 

dir|ect|ed tow|ards s|atisfying th |es|e n|e|eds. As soon |as th|es|e n|e|eds |ar|e s|atisfi|ed, th|ey will 

no long|er imp|act |employ| e|e b|eh|aviour.   
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• S|af|ety n|e|eds - Aft|er th|e |employ|e|es’ basic physiologic|al n|e|eds h| av|e b|e|en s|atisfi|ed, th|e 

n|e|eds on th |e subs|equ|ent l|ev|el of th|e hi|er|archy b|ecom|es import|ant. S |af|ety or s|ecurity 

n|e|eds in th |e org|anis|ation includ|es insur|anc|e n|e|eds such |as, m | edic|al |aid, p|ension or 

provid|ent fund, s|af|e working s|ettings |as w|ell |as th|e st|e|adin|ess of th|e org|anis|ation. Th|e 

pr|es|enc|e of th|es|e typ| es of |employ| er b|en|efits |and gu| ar|ant|e|e will s|atisfy th|e |employ|e|e’s 

s|af|ety n|e|eds.  

• Soci|al n |e|eds – Soci|al n|e|eds includ|es th|e n|e|ed for lov|e, r|ecognition, fri |endship, 

und|erst|anding by oth |er f| ellow |employ|e|es or groups within th |e org|anis|ation. Through 

t|e|ams |and work groups, m |an|ag|ers c|an |embold|en suffici|ent int |er|action |among |employ| 

e|es to |ensur|e th|at |employ|  e|e soci|al n|e|eds |ar|e |enthus|ed |and m|et.  

• Est|e|em n |e|eds - Th|e n|e|ed for s|elf-r|esp|ect |and |acknowl|edg|em|ent by oth |ers. Ex|ampl|es 

of |est|e|em n|e|eds includ|e n|e|ed for succ|ess, r|ecognition |and |appr|eci|ation of |achi|ev|em|ent.  

• S|elf-|actu|alis |ation n|e|eds - Th|e utmost l|ev|el of M|aslow’s hi|er|archy of n|e|eds is th|e n|e|ed 

for s|elf-|actu|alis|ation. S |elf-|actu|alis|ation is th |e full |exp|ansion of |an individu|al’s 

pot|enti|al. This is th|e most difficult n|e|ed to mollify in |an org|anis |ation|al s|etting.  

M|aslow d|et|ach|ed his hi | er|archy of n|e|eds into high|er |and low|er ord|er n|e| eds. Physiologic|al  

|and s|af|ety n|e|eds w|er|e d|escrib|ed |as low|er-ord|er n|e|eds |and soci|al, |est|e|em |and s|elf|actu|alis|ation 

n|e|eds, |as high|er-ord|er n|e|eds. Robbins, Judg|e, Od|end|a|al |and Roodt (2009) cl |arify th|at th|e 

distinction b|etw|e|en th |e two ord|ers w|as m|ad|e on th|e found|ation th|at high|er ord|er n|e|eds |ar|e 

s|atisfi|ed int |ern|ally (within th |e p|erson), wh|er|e|as low|er ord|er n|e|eds |ar|e princip|ally s|atisfi|ed 

|ext|ern|ally (by such things |as p|ay, union contr|acts, |and t|enur|e). As |a low|er-l|ev|el n|e|ed(s) 

b|ecom|es |ext|ensiv|ely fulfill |ed th|e n|ext high|er-ord|er n| e|ed(s) incr|e|as|es in str|ength |and thus 

b|ecom| es |an  influ|enti |al motiv|ator.  
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H|ellri|eg|el& Slocum (2007) st |at|e th|at r|es|e|arch h| as |expos|ed th|at top m|an|ag|ers |ar|e b|ett|er |abl|e 

to s|atisfy th |eir r|ev|er|enc|e |and s|elf-|actu|alis|ation n|e|eds th|an low|er l|ev|el m |an|ag|ers; p|art of th | e 

r|e|ason is th|at top m |an|ag|ers h|av|e mor|e p|erpl|exing jobs |and opportuniti |es for s|elf- 

|actu|alis|ation.  

2.4.2  H|erzb|erg’s Two F|actor Th |eory   

H|erzb|erg h|ad th|e notion th |at thos|e |asp|ects which c|aus|e job gr|atific|ation |ar|e th|e contr|ary to 

thos|e th|at c|aus|es job diss |atisf|action. H|erzb|erg surv|ey w|as conc|ed|ed from |a group of 

|account|ants |and |engin |e|ers. H|erzb|erg in his studi |es c|am|e up with th|e inf|er|enc|e th|at |employ| e|es 

|ar|e influ|enc|ed by two f|actors th|at |ar|e; th|e motiv|ators |and hygi|en| e f|actors. Motiv |atorscr|e|at|e 

job s|atisf|actions which includ |e |achi|ev|em|ent, r|ecognition, |autonomy |and oth|er intrinsic |asp|ects 

wh|en th|er|e |ar|e cont|ent. On th|e oth|er h|and h|e c|am|e up th|e hygi|en|e f|actorswhich will |augm|ent 

diss|atisf|action wh|en th |ey |ar|e not pl|e|as|ed. Motiv|ators|ar|e thos|e f|actors which provid|e f|e| eling 

of job cont|entm|ent |at work. Th|es|e f|actors imp|act th|e w|ays of work in |a comp|any; for |ex |ampl|e 

giving oblig|ation to c|arry |  a wid|en t|ask within |an org|aniz |ation |and providing th |e p|erson with 

th|e r|equir|ed s|ettings will l |e|ad to growth |and progr|ession to high|er l|ev|el t |asks. Motiv|ators |ar|e 

thos|e dyn|amics which com |e from within |an individu |al th|at is intrinsic. Th|es|e dyn|amics could 

b|e |achi|ev|em|ents, int |er|est in th|e t|ask, r|esponsibility of |enl|arg| e t|ask, growth |and progr| ession to 

high|er l|ev|el. H|erzb|erg hygi|en|e f|actorscr| e|at|e |a |appropri|at|e work |environm|ent though not 

incr|e|as|e in s|atisf|action. For inst |anc|e low p|ay c|an c|aus|e job discont |ent which will |aff|ect 

|employ|e|es’ p|erform |anc|e. Hygi|en|e f|actors |ar|e |ess|enti|al to m|ak|e sur|e th|at th|e work 

|environm|ent do|es not d|ev|elop into |a frustr|ating situ|ation. Typic|al hygi|en|e |el|em|ents |ar|e s|al|ary, 

working condition, st|atus, comp|any polici|es |and |administr|ation. (S|aiy|ad|ain 2009).  
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2.4.3  Fifty-Fifty Th |eory   

Th|e fifty-fifty th|eory w|as |est|ablish|ed by John Ad|air |as |a motiv |ation|al f|actor th|at could 

influ|enc|e comp|any p|erform|anc|e. From his obs|erv|ation fifty p|erc|ent of motiv |ation com|es from 

within |a p|erson |and th |e outst |anding fifty p|erc|ent com|es from th|e |environm |ent, m|ainly from 

p|eopl|e |around us. This rul |e is not us|ed to | affirm th |e |ex |act proportions, but it tri |es to |expl|ain 

th|at, fifty p|er c|ent of our motiv |ation com|es from insid |e us |and fifty p|er c|ent from |an |ext|ern|al 

influ|enc|e, th|at is, from our |environm|ent, pr|edomin|antly from th |e p|eopl|e |around us. Th|es|e 

obs|erv|ations |ar|e symbolic r|ath|er th|an m|ath|em|atic|al |and th|ey m|ay diff|er from p|erson to p|erson. 

Within th |es|e imp|er|ativ|e|ext|ern|al f|actors th|e n|atur|e |and qu|ality of th |e l |e|ad|ership pr|es|ent is 

princip|ally import|ant. H|enc|e th|e tough link b |etw|e|en l|e|ad|ership |and motiv |ation b|ecom|es vit|al 

to d|ecid|e |employ|e|e’s motiv |ation. Th|e Fifty-Fifty rul |e do|es h|av|e th|e b|en|efit of r|ep|e|ating 

l|e|ad|ers th|at th|ey h|av|e |a k|ey rol|e to pl|ay for th|e succ|ess or f|ailur|e in th|e motiv |ation of |employ| 

e|es |at work. Fortun|at|ely or unfortun |at|ely not |all th|e c|ards |ar|e in th|eir h|ands, for th|ey |ar|e 

d|e|aling with p|eopl|e who |ar|e s|elf motiv|ating in innum |er|abl|e d|egr|e|e. Th|es|e |ar|e th|e |encount|ers 

th|at confront th|e HRM to incit |e |employ| e|e motiv|ation with th|e work |environm|ent.  

(John 2007).   

  

2.4.4  Vroom’s Exp |ect|ancy Th |eory   

Th|e conc|ept of |exp|ect|ancy th|eory w|as first d|ev|elop|ed by Victor Vroom |and w|as publish|ed in 

1964.Victor Vroom off|er|ed |an |exp|ect|ancy |appro|ach to th|e |appr|eci|ativ|en| ess of motiv|ation. As 

|a r|esult, motiv |ation is |a product of th |e proj|ect|ed v|alu|e to |a p|erson in |an |action. H|e p|erc|eiv|ed 

lik|elihood th|at th|e p|erson’s go|als would b|e |accomplish |ed |as |a product of th|e |anticip|at|ed v|alu|e 

in |an |action. Thus th |e Vroom’ mod|el is built |around th|e notions of v|alu|e, |exp|ect|ancy |and forc|e. 

Th|e p|erc|eption of forc|e is on th|e whol|e |equiv|al|ent to motiv |ation |and m|ay b|e pr| es|ent|ed to b|e 

th|e |alg|ebr|aic sum of th |e products of v|al|enc|es |and |exp|ect|ations Thus,  Motiv|ation (forc|e) = V| 
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al|enc|e x Exp|ect|ancy. V|al|enc|e is th|e str|ength of |an individu|al’s inclin|ation for |an outcom|e or 

go|al. Th|e str|ength m |ay b|e und|esir|abl|e (f|e|ar d|emotion or tr|ansf|er to l |ess import|ant job) or 

|affirm|ativ|e (prosp|ect for promotion). Exp |ect|ancy is th |e prosp|ect th|at |a p|articul|ar |action will 

l|e|ad to |a r|equir|ed outcom|e. If th|e |employ|e|e h|as |a pr|ecis|e go|al, som|e b|eh|avior h|as to b|e form|ed 

to |accomplish th|at go|al. Th|e |employ| e|e h|as to w|eigh th|e lik|elihood of v |arious b|eh|aviors th|at 

will |achi|ev|e th|e d|esir|ed go|als |and s|el|ect th|e most succ|essful b|eh|avior. Thus th |e |employ|e|e’s 

motiv|ation |according to Vroom m |ay b|e |amplifi|ed by ch|anging th |e |acuity or by boosting th |e 

|exp|ect|ancy l|ev|el through b |ett|er communic|ation |and |augm|enting th |e |actu|al r|ew|ard th|at will 

r|esult. Vroom’s th|eory |expl|ains th|e r|el|ationship b|etw|e|en th|e |employ|e|e |and th|e org|aniz |ation|al 

go|als |and id|entifi|es th|e diff|er|enc|es b|etw|e|en |employ| e|es in cr|e|ating work motiv |ation. 

Furth|ermor|e, this th |eory is consist |ent with th |e id|e|a th|at |a m|an|ag|er’s job is to sch |em|e |an 

|environm|ent for p|erform|anc|e, n|ec|ess|arily t |aking into |account th|e v|ari|anc|es in v|arious 

situ|ations. Thus Vroom’s th |eory is quit |e consist |ent with m|an|ag|em|ent by obj |ectiv|es. How|ev|er, 

this th|eory is difficult to r |es|e|arch |and is oppos|ed with pr|actic|al difficulti |es in its us |e. (Bos|e 

2004).  

Vroom t|ackl|es thr|e|e b|eli|efs |and brings out with som |e lucidity | and |applic|ability. E|ach of th |e 

b|eli|efs d|e|als with wh|at |employ|e|es think will h|app|en if th|ey put out |effort to p|erform. Th|e first 

(B1) |encomp|ass|es th|e r|el|ationship b|etw|e|en |effort |and p|erform|anc| e, th|at is, (B1) is th |e |employ| 

e|e’s b|eli|ef |about th |e prosp|ect th|at |effort will l |e|ad to p|erform|anc|e. Anoth|er d|efinition is th |at, 

B1 is th|e |exp|ect|ancy th |at |effort will l|e|ad to succ|ess. (B1) c|an b|e s|e|en | as th|e |employ| e|e’s b|eli|ef 

|about wh|eth|er or not wh|at is |exp|ect|ed c|an b|e don|e. Th|e s|econd (B2)  

|encomp|ass|es with th|e r|el|ationship b|etw|e|en p|erform |anc|e |and outcom|es, th|at is, th|e |employ| e|e’s 

b|eli|ef |about th|e prob|ability th |at p|erform|anc|e will l |e|ad to conclusions. B2 c|an b|e st|at|ed in 

div|ers|e w|ays, th|at is th |e |employ|e|e’s b|eli|ef |about th|e r|el|ationship b|etw|e|en “wh|at you do” |and 

“wh|at you g|et.” It is th |e b|eli|ef |about outcom|es subs|equ|ent to p|erform|anc|e |and th|e third (B3) 
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looks |at th|e r|el|ationship b|etw|e|en outcom|es |and s|atisf|action. Th|e third b|eli |ef (B3) is th|e |employ|  

e|e’s b|eli|ef |about how s |atisfying th |e outcom|es will b|e. It is th |e b|eli|ef |about how fulfilling or 

m|e|aningful th|ey will b |e. It is th |e b|eli|ef |about how much v |alu|e th|e outcom|es will h|av|e in th|e 

futur|e wh|en th|ey | ar|e |est|ablish|ed, r|ath|er th|an wh|at th|eir v|alu|e is now. (Gr|e|en 1992)   

2.4.5  Erg Th |eory of Motiv|ation  

Th|e ERG th|eory is |anoth|er c|entr|al n|e|ed th|eory of motiv |ation th|at w|as d|ev|elop|ed by Cl |ayton 

Ald|erf|er, |a Y|al|e psychologist, |and is vi|ew|ed |as |an |ext|ension |and r|efin|em|ent of M|aslow’s 

hi|er|archy of n|e|eds th |eory with num |erous import|ant diff|er|enc|es b|etw|e|en th|e two (Griffin |and 

Moorh|e|ad, 2009:88). Th|e E, R, |and G st |ands for thr|e|e b|asic n|e|ed c|at|egori|es: |exist |enc|e, 

r|el|at|edn|ess, |and growth. Th|es|e n|e|eds c|an b|e summ|aris|ed |as:  

• Exist|enc|e n |e|eds – is conc|ern|ed with providing th |e hum|an’s b|asic m|at|eri|al surviv|al 

r|equir|em|ents; th |e it|ems M|aslow m|e|asur|ed |as physiologic|al |and s|af|ety n|e|eds.  

• R|el|at|edn |ess n|e|eds – is conc|ern|ed with th |e hum|an’s cr|aving to m |aint|ain import|ant 

int|erp|erson|al r|el|ationships. Th|es|e soci|al |and st|atus d|esir|es r|equir|e communic|ation with 

oth|ers if th|ey |ar|e to b|e s|atisfi|ed; th|ey bring into lin |e with M|aslow’s soci |al n|e|eds |and 

th|e |ext|ern|al m |ech|anisms of M|aslow’s |est|e|em n|e|eds.  

• Growth n |e|eds – is conc|ern|ed with th |e hum|an’s intrinsic n |e|ed for p|erson|al 

d|ev|elopm|ent which |aligns with th |e |ext|ern|al constitu |ents of M |aslow’s |est|e|em n|e|eds 

|and s|elf-|actu|alis|ation n|e|eds.  

th|e ERG th|eory h|as not |enthus|ed much r|es|e|arch |and is th|er|efor|e difficult to |ass|ess wh|eth|er 

it h|as b|e|en buttr|ess|ed by |  empiric|al |evid|enc|e or not. How|ev|er, th |e b|asic id|e|a of ERG 

th|eory, th|at individu |als outlin|e th|eir |actions to s |atisfy unfulfill |ed n|e|eds, is consist |ent with 

oth|er motiv|ation|al principl|es.  
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2.5   COMMITMENT   

Th|e mod|ern conc|ept of commitm |ent w|as d|ev|elop|ed by F|ayol (1949), b|e| aring in mind th|at th|e  

org|aniz |ation’s int |er|ests must |alw|ays triumph ov |er th|e int |er|ests of individu |als or groups of 

|employm|ent.   

As m|ention|ed by V|anc|e (2006), som |e |exp|erts d|efin|e commitm |ent both |as |a pr|ep|ar|edn| ess to 

p|ers|ev|er|e in |a cours|e of | action |and r|eluct|anc|e to ch|ang| e pl|ans, oft|en owing to |a s|ens|e of duty 

to st|ay th|e cours|e. Also, if hum |an r|esourc|es |ar|e s| aid to b|e |an org|aniz |ation’s supr|em|e |ass|ets, 

th|en committ|ed hum |an r|esourc|es should b|e consid|er|ed |as |an org|aniz |ation’s comp|etitiv|e 

|adv|ant|ag|e (R|amshid|a&M|anik|and|an, 2013).  

Now|ad|ays, th |e str|e|am polici |es in th|e commitm |ent st|em |ar|e |evolving |and th |eir |ev|entu|al form 

is mor|e difficult to |anticip|at|e (W|alton & L|awr|enc|e 1985). According to Morg|an |and Hunt 

(1994), commitm |ent is follow|ed by trust, |and it is d |efin|ed |as |an | exch|ang| e p|artn|er b|eli|eving 

th|at |an ongoing r|el|ationship with |anoth|er is so signific|ant |as to w|arr|ant m |aximum |effort |at 

m|aint|aining it. Anoth|er |appro|ach (Hoccut 1998) points out th |at commitm |ent m|ay b|e r|eg|ard|ed 

|as |a function of s |atisf|action with th |e s|ervic|e provid|er, qu|ality of substitut |e provid|ers |and 

inv|estm |ent in th|e r|el|ationship. Th|e notion of commitm |ent is |also link|ed to th |e psychologic|al 

contr|act (Rothw|ell 1995), which is cultiv |at|ed through individu |alistic involv |em|ent pr|actic|es 

|and is b|as|ed on sh |ar|ed v|alu|es, which int |egr|at|e th|e int |ern|ation|aliz |ation of org|aniz |ation|al 

obj|ectiv|es (Corbridg|e&Pilb|e|am 1998).  

A numb|er of r|es|e|arch|ers, such |as Cy| ert |and M|arch (1963) point out th |at |an institut |e is r|e|ally |a 

co|alition of int |er|est groups wh|er|e politic|al proc|ess|es |ar|e |an un|avoid|abl|e p|art of |ev|eryd|ay lif|e, 

r|ecognizing th|e dissimil |ar int|er|ests |and v|alu|es. Mor|eov|er, Argyris (1964) s |e|es commitm|ent |as 

|an f|ac|et of s|elf-st|em |and |associ|at|es it with th |e n|atur|e of go|al s|e|eking b|eh|avior, which 

individu|als m|anif|est tow|ards th|eir work. Commitm |ent is improv|ed wh|en th|e |employ| e|e d|efin|es 

his/h|er go|als, c|an r|el|at|e his/h|er go|als to th|eir fund|am|ent|al n|e|eds |and v|alu|es, h|e/sh|e is |abl|e to 
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d|efin|e th|e p|aths to th |es|e go|als, |and thos|e go|als ch|ar|act|eriz |e |a r|e|alistic l |ev|el of |aspir|ation 

including ch|all|eng|es |and |an |el|em|ent of risk (L|ewin 1952). Summing up it c |an b|e s|aid th|at 

d|evot|ed |employ|e|es h|av|e |a strong b|eli|ef in |and |acc|ept|anc|e of th|e org|aniz |ation’s go|als, show |a 

disposition to put |an |effort on b|eh|alf of th| e org|aniz |ation |and h|av|e |a strong d|esir|e to uphold |a 

m|emb|ership with th|e l|att|er (M|arthis& J |ackson 2000; Sopi |ah 2008; B|aptist |e 2008).   

Commitm|ent is thus |a pot|ency th|at binds |an individu |al to |a cours|e of |action of r|el|ev|anc|e to 

on|e or mor|e obj|ectiv|es (M|ey|er/H|erscovitch 2001:302). ‘Binding’ r|ef|ers to th |e m|aint|en|anc|e of 

th|e r|el|ationship with th |e commitm |ent purpos|e |and is s|e|en |as th|e most import|ant outcom|e of 

commitm|ent (|e.g. M|ey|  er |et |al. 2002). Thus, d|evot|ed individu|als stick to th |e obj|ect(s) of th |eir 

commitm|ent.   

  

2.6   EMPLOYEE COMMITMENT  

Employ|  e|e commitm |ent is imp|er|ativ|e b|ec|aus|e high l|ev|els of commitm |ent l|e|ad to s|ev|er|al 

constructiv|e org|aniz |ation|al outcom|es. It r|efl|ects th|e d|egr|e|e to which |employ|  e|e’s id|entify with 

|and org|aniz |ation |and is committ |ed to its |aims. Bilj |an|aDord|evic (2004) st |at|ed th|at th|e 

commitm|ent of |employ|e| es is |an |ess|enti|al issu|e b|ec|aus|e it m |ay b|e us|ed to for|et|ell |employ|e|e’s 

p|erform|anc|e, |abs|ent|e|eism |and oth|er b|eh|aviors. R |aj|endr|anMuthurv|eloo |and R|adu|anCh|e Ros|e 

(2005) pronounc|ed th|at th|e org|aniz |ation|al commitm|ent is th|e subs|et of |employ|e|e commitm|ent, 

which |encomp|ass|ed to work commitm |ent, c|ar|e|er commitm |ent |and org|aniz |ation|al commitm|ent 

|and |also |add|ed gr|e|at|er structur|al commitm |ent c|an |aid high|er productivity. An |extr|aordin|ary |  

amount of r|es|e|arch |efforts h|av|e b|e|en conduct|ed to und|erst|anding th|e conc|epts |and to id|entify 

r|ep|ercussion of org|aniz |ation|al commitm |ent ov|er th|e p|erform|anc|e of th |e |employ|  e|es on th|e 

workpl|ac|e.   
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A|amir Ali Chught|ai&Soh|ail Z|af|ar (2006) studi |ed th|e influ|enc|e of org|aniz |ation|al commitm|ent 

on turnov|er int |ents |and on job p|erform|anc|e. R |aj|endr|anMuthuv|eloo |and R|adu|anCh|e Ros|e 

(2005) |explor|es th |at org|aniz |ation|al commitm |ent, l|e|ads to progr|essiv|e org|aniz |ation|al 

cons|equ|enc|es. Kom|al Kh|alid Bh|atti, S |amin|aN|aw|ab (2011) s|aid job s|atisf|action h|as th|e high|  

est |eff|ect on high |employ| e|es’ commitm |ent |and productivity. M |ey|er, P |aunon|en, G|ell|atly, 

Goffin, |and J |ackson (1989) |ex |amin|ed p|articul|ars of |a positiv|e r|el|ationship b|etw|e|en 

org|aniz |ation|al commitm |ent |and job p|erform|anc|e, Low commitm |ent h|as b|e|en |associ|at|ed with 

low l|ev|els of mor|al|e (D|eCottis& Summ |ers, 1987). Non-committ|ed |employ| e|es m|ay portr|ayth|e 

org|aniz |ation in n|eg| ativ|e t|erms to outsid|ers th|er|eby inhibiting th |e org|aniz |ation’s c|ap|ability to 

r|ecruit high-qu|ality | employ| e|es (Mowd| ay, Port|er, & St |e|ers, 1982) |and d|ecr|e|as|e m|e|asur|es of 

s|elfl|essn|ess |and submission (Sch |app|e, 1998). Som |e study |ex |amin|es th|e r|el|ationship of 

commitm|ent with s |ev|er|al f|actors. M|athi|eu &Z|aj|ac, (1990), shown th |at commitm |ent h|as b|e|en 

positiv|ely r| el|at|ed to p|erson|al f|e|atur|essuch |as |ag|e ,l|ength of s|ervic|e in |a p|articul|ar org|aniz |ation 

(Luth|ans, McC|aul, & Dodd, 1985), |and m|arit|al st|atus (John & T|aylor, 1999) | and h|av|e contr|ary 

r|el|ation to th|e |employ| e|e’s l |ev|el of |educ|ation (Glisson &Durick, 1988).   

  

In |addition, commitm |ent h|as b|e|en found to b|e r|el|at|ed to such job f|e|atur|es|as t|ask |autonomy  

(Dunh|am, Grub|e, & C |ast|an|ed|a, 1994), r|espons|e (Hutichison&G|arstk|a, 1996) |and job cont|est  

(M|ey|er, Irving, & All |en, 1998) |and c|ert|ain work |exp|eri|enc|essuch |as job s|ecurity (Yous|ef,  

1998), promotion op |enings (G|a|ertn|er&Noll|en, 1989), tr|aining |and m |entoring opportuniti |es 

(Sc|andur|a, 1997), |and supportiv|e |and thoughtful l|e|ad|ership (D|eCottis& Summ |ers, 1987).  

  

  

2.7   DIMENSIONS OF ORGANIZATIONAL COMMITMENT  

M|ey|er |and All|en (1984,1990, 1991) l |ab|ell|ed thr|e|e dim|ension|al mod|el of commitm |ent:  
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Aff|ectiv|e, Continu |anc|e |and Norm|ativ|e (|as discuss|ed |e|arli|er). H|e suppos |ed Aff|ectiv|e 

Commitm|entis b|as|ed on how much |an individu |al ‘w|ant’ to r|em|ain in th |e org|aniz |ation. 

Continu|anc|e Commitm |entr|ef|ers to |an |al|ertn|ess of th |e costs |associ|at|ed with l |e|aving th|e 

org|aniz |ation. Continu |anc|e commitm |ent is b|as|ed on individu |al h|aving to r|em|ain with th|e 

org|aniz |ation.  

  

2.7.1   Norm|ativ|e Commitm|ent:  

This imit|at|es |a f|e|eling of oblig|ation to continu|e |employm|ent. Employ|e|es with |a high l|ev|el of 

norm|ativ|e commitm |ent f|e|el th|at th|ey ought to st |ay with th |e org| aniz |ation.Norm|ativ|e 

commitm|ent d|ev|elops on th |e b|asis of |e|arli|er f|amili |ariti|es influ|enc|ed by, for |ex |ampl|e 

f|amilyb|as|ed |exp|eri|enc|es or cultur|al |exp|eri|enc|es (|authoris|ations |ag|ainst “job-hopping”) (All|en 

& M|ey|er, 1996). Norm|ativ|e commitm|ent c|an upsurg|e through b|eli|efs th|at th|e |employ|e|es h|av|e 

th|at |employ|ers provid|e mor|e th|an th|ey c|an giv|e. Th|e norm|ativ|e |asp|ect progr|ess|es |as 

individu|als’ obs|erv|ation of th |eir mor|al oblig|ation to r|em|ain with |a sp|ecific org|aniz |ation, 

irr|esp|ectiv|e of how much st |atus |enh|anc|em|ent or fulfilm |ent th|e org|aniz |ation giv|es th|e 

individu|al ov|er th|e y|e|ars (M|arch &M|ann|ari 1977). Norm |ativ|e commitm |ent/oblig|ation is s|e|en 

|as |a r|esult of th|e r|ec|eipt of b|en|efits (which | encour|ag|es |a f|e|eling th|at on|e should r|eply), |and/or 

r|ecognition of t|erms of |a psychologic|al contr|act.  

2.7.2  Aff |ectiv|e commitm|ent:   

Num|erous studi |es, d|escrib|e th|e t|erm commitm |ent |as |an |aff|ectiv|e |alignm |ent of th |e |employ|e|es 

tow|ard th|e org|aniz |ation. Employ| e|es with |aff| ectiv|e commitm |ent |endur|e s|ervic|e with 

org|aniz |ation b|ec|aus|e th|ey w|antto do so. K|ant|er (1968) d|escrib|e int |err|el|ation commitm |ent |as 

th|e suppl|em|ent of |an individu|al’s found of |aff|ectivity | and |emotion to th |e group. Aff|ectiv|e 

commitm|ent to th|e go|al |and v|alu|es |and to th |e org|aniz |ation for its own s |ak|e, |ap|art from its 

pur|ely instrum|ent|al v|alu|e.Buch|an|an (1974). Port|er |and Mowd|ay | et |al. (1979) d|efin|e |aff|ectiv|e 
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|appro|ach |as “th|e r|el|ativ|e |ass|et of |an individu |al’s id|entific|ation with |and contribution in |a 

p|articul|ar org|aniz |ation. Th|er|efor|e, |an individu|al who is |aff|ectiv|ely committ |ed or p|assion|at|ely 

committ|ed to th|e org|aniz |ation, (i) b|eli|ev|e in th|e go| al |and v|alu|es of th|e org|aniz |ation ,(ii) works 

h|ard for th |e org|aniz |ation |and (iii) pl|an to st |ay with th |e org|aniz |ation (Mowd|ay |et |al.,1982). 

M|ey| er & All|en (1996) links |aff|ectiv|e commitm |ent with work |exp|eri|enc|es wh|er|e |employ| e|es 

pr|actic|e psychologic|ally comfort|abl|e f|e|elings (such |as |appro|ach|abl|e m |an|ag|ers), incr|e|asing 

th|eir int |ell|ect of comp |et|enc|e (such |  as f|e|edb|ack). Th|e improv|em|ent of |aff|ectiv|e commitm |ent 

involv|es r|ecognizing th |e org|aniz |ation’s worth |and int |ern|alising its id |eologi|es |and mor|als 

(B|eck & Wilson 2000).  

  

2.7.3  Continu|anc|e Commitm| ent:   

Wh|en |employ|e|es |ent|er into |an org|aniz |ation, th |ey | ar|e bound to pr|es|erv|e |a link with th|e 

org|aniz |ation or d|edic|at|ed to r|em|ain with th |e org|aniz |ation b|ec|aus|e l |ack of |alt|ern|ativ|e 

opportunity or consciousn |ess of th|e costs |associ|at|ed with l|e|aving th|e org| aniz |ation. Th|e cost 

|alli|ed with l|e|aving includ|es |attr|activ|e b|en|efits, th|e thr|e|at of w|asting th|e tim |e, |effort sp|ends  

|acquiring, , disrupt p |erson|al r|el|ationship. This w|as mor|e suit|ably d| efin|ed by All |en & M|ey| er 

(1990) h|e proj|ect|ed th |at continu|anc|e commitm |ent d|ev|elops on th|e b|asis of two f|actors: (1) 

numb|er of inv|estm |ent individu|als m|ak|e in th |eir |existing org|aniz |ation |and (2) p|erc|eiv|ed l|ack 

of substitutions. Th|es|e inv|estm |ent c|an b|e |anything th |at th|e individu|al consid|ers tr|e|asur|ed such 

|as p|ension pl|ans, org|aniz |ation b|en|efits, st|atus |etc th|at would b|e lost by l |e|aving th|e 

org|aniz |ation, which m |ak|es th|em st|ay with th |eir |existing |employ|ers (M|ey|er & All|en, 1984) 

Lik|ewis|e, l|ack of |employm |  ent |alt|ern|ativ|es |also upsurg|es th|e p|erc|eiv|ed costs |associ|at|ed with 

l|e|aving th|e org|aniz |ation |and th|er|efor|e |esc|al|at|e th| e continu|anc|e commitm |ent of |employ| e|es to 

th|e org|aniz |ation (All |en & M|ey| er, 1990). K|ant|er (1968) d|efin|ed continu|anc|e commitm|ent |as “ 

cognitiv|e – continu|anc|e commitm |ent |as th|at which occurs wh|en th|er|e is |a profit link|ed with 
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continu|ed p|articip|ation |and |a cost |associ|at|ed with l |e|aving". Som |ers (1993) sugg|ests th|at 

continu|anc|e commitm |ent c|an b|e s|ection|ed into high s |acrific|e commitm |ent (“p|erson|al 

s|acrific|e” |associ|at|ed with l |e|aving) |and low |alt |ern|ativ|e commitm|ent (“limit |ed opportuniti|es” 

for oth|er |employm|ent). Th|e m|ethod of continu|anc|e commitm|ent d|ev|elops wh|en |an individu|al 

r|ecogniz |es th|at h|e or sh |e los |es inv|estm |ents (th|e mon|ey th|ey |e|arn |as |a r|esult of th |e tim|e sp|ent 

in th|e org|aniz |ation ), |and/or r|ecogniz |es th|at th|er|e |ar|e no |alt|ern|ativ|es or oth|er cours|e of |action. 

Wh|en | an individu |al h|av|e |aw|ar| en|ess |about |exp|ens|es |and thr|e|ats conn|ect|ed to l|e|aving th|e 

org|aniz |ation, this form of commitm |ent is r|efl|ect|ed to b|e c|alcul|ativ|e (M|ey| er & All|en 1997).   

  

2.8   EFFECTS OF EMPLOYEE COMMITMENTS ON ORGANISATIONAL 

PERFORMANCE  

According to Konovsky | and Crop|anz |ano (1991) |and M|ey|er (1998), th |ey |expos|ed |a positiv|e 

|affili|ation b|etw|e|en commitm |ent |and job p|erform|anc|e. Employ| e|es who |ar|e committ|ed to th|eir 

corr|esponding org|aniz |ation |ar|e mor|e lik|ely not only to r |em|ain with th |e org|aniz |ation but |ar|e 

|also lik|ely to |ex |ercis |e mor|e |efforts on b|eh|alf of th|e org|aniz |ation |and work tow|ards its succ|ess 

|and th|er|efor|e |ar|e |also lik |ely to unv|eil b|ett|er p|erform|anc|e th|at th|e uncommitt |ed |employ| e|es.  

Employ|  e|e commitm |ent c|an b|en|efit org|aniz |ation in |a numb|er of w|ays such |as it c|an m|end 

p|erform|anc|e; r|educ|ed |abs|ent|e|eism, |and turnov|er th|er|eby r|esulting in sust |ain|ed productivity.  

Commitm|ent to org|aniz |ation is positiv|ely r| el|at|ed to such r|equir|ed outcom|es |as motiv|ation  

(Mowd|ay, St |e|ers |and Port|er 1979) |and |att|end|anc|e (M|athi|eu &Z|aj|ac, 1990: St |e|ers & 

Rhod|es,1978) |and is n|eg|ativ|ely |associ|at|ed to outcom|e |as |abs|ent|e|eism |and turnov|er(Cl|egg 1983: 

cotton & Tuttl |e 1986).   

  

Horton st|at|ed th|at org|aniz |ation commitm|ent could r|esult in l |ess incom|e, |abs|ent|e|eism, thus 

incr|e|asing org|  aniz |ation productivity (Schul |er & J |ackson, 1996). Employ| e|es with gr|e|at l|ev|el 
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of org|aniz |ation|al commitm |ent off|er |a s|ecur|e |and st |abl|e workforc|e (St |e|ers 1977) |and thus 

providing comp|etitiv|e |adv|ant|ag|e to th|e org|aniz |ation.  

Th|e committ |ed |employ|e| e h|as b|e|en found to b|e mor|e innov|ativ|e; th|ey |ar|e l|ess lik|ely to l |e|av|e 

|an org|aniz |ation th|an thos |e who |ar|e uncommitt |ed (Port|er |et.|al. 1974). According to Arturo L. 

Tol|entino (2004) Continuous productivity improv |em|ent d|ep|ends on th |e |ent|erpris|e’s hum|an 

c|apit|al (th|e skills, knowl |edg|e, comp|et|enci|es | and |attitud|es th|at |exist in th |e individu|al |employ| 

e|e of th|e |ent|erpris|e) |and its soci |al c| apit|al (trust |and confid|enc|e, communic|ation, coop|er|ativ|e 

working dyn|amics |and int |er|action, p|artn|ership, sh|ar|ed v|alu|es |and t|e|amwork |among th|es|e 

individu|als.  

  

A committ|ed |employ|e|e is p|erc|eiv|ed to b|e on|e who st |ays with th|e org|aniz |ation |ev|en in stormy 

tim|es, |att|ends work fr|equ|ently, prot|ects comp|any’s |ass|ets |and sh|ar|es comp |any’s go|al (M|ey|er 

|and All|en, 1997).Th|er|efor|e it is obvious th|at for sust |ain|ed productivity, |employ|e| e commitm|ent 

is |an signific|ant f|actor.   

As |assum|ed by Akint |ayo (2010) |and Tumw|esigy|e (2010), on|e of th|e r|e|asons why commitm |ent 

h|as |attr|act|ed r|es|e|arch |att |ention is th|at org|aniz |ations hing|e on committ |ed |employ| e|es to 

construct |and m|aint |ain comp|etitiv|e |adv|ant|ag|e |and |achi|ev|e |a sup|erior p|erform|anc|e. According 

to P |ayn|e |et |al(2003), p|erform|anc|e link|ed r|ew|ard syst |ems h|av|e cons |equ|enc|es such |as 

subst|anti|al |employ|e|e’s commitm |ent |and dr|am|atic improv|em|ents in p|erform|anc|e; wh| er|e |an |  

equiv|al|ent r|ew|ard s|e|ems to b|e f|air. This point of vi |ew is support|ed by F|arr|el |and Rusbult, 

(1981), Willi |ams |and H|az |er (1986), Port|er |et |al. (1974) |and Ch|en, Silv|erthron|e |and Hung 

(2006) wh|er|e th|e notion of commitm |ent |app|e|ars to |aff|ect th|e job p|erform|anc|e |and turnov|er. 

Furth|ermor|e, wh|en l |ev|el of commitm |ent incr|e|as|es, positiv|e outcom|es |ar|e quit |e |evid|ent, |and 

this high l |ev|el of commitm |ent is int|ens|ely link|ed to high l |ev|el of org|aniz |ation|al p|erform|anc|e 

(Kh|an, Zi|auddin, &R |am|ay 2010).  
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 How|ev|er, som|e |authors (Coop|er & H|artl|ey 1991) r|ecomm|end th|at th|e l |ev|el of commitm |ent 

could ind|e|ed cut org|aniz |ation|al p|erform|anc|e, wh| er|e commitm |ent might d | ecr|e|as|e fl|exibility 

|and obstruct cr|e|ativ|e probl|em solving, |and, |also, this impli |es th|e possibility of r |educing st |aff 

turnov|er. In th|e s|am|e w| ay McB|ain’s studi |es (2001/2003) h|av|e r|ev|e| al|ed |a high d|egr| e|e of 

corr|el|ation b|etw|e|en job s |atisf|action |and org|aniz |ation|al commitm |ent, imp |acting right on 

|achi|eving high st |aff p|erform|anc|e l|ev|el. Mor|eov|er, m|an|ag|ers c|an b| e sur|er to |exploit |employ| e|e 

commitm|ent |as on|e of th|e import|ant f|actors to incr|e|as|e job p|erform|anc|e in workpl|ac|es, |and 

pr|evious conclusions th|at st|at|ed commitm|ent is l |arg|ely unr|el|at|ed to p|erform |anc|e |ar|e dropp|ed 

by n|ew findings (Sut |anto 1999). Rothm |ann |and Co|etz |er (2003) r|ecomm |end th|at r|es|e|arch 

s|e|ems to indic|at|e th |at |employ| e|es who h|av|e som| e sort of |emotion |al |aff|ection with th |e 

org|aniz |ation p|erform b|ett|er |as | equ|al|ed with oth|ers. L|e| ad|ers will influ |enc|e org|aniz |ation|al 

commitm|ent |and job p|erform|anc|e b|ec|aus|e th|ey c|an l|e|ad |employ|  e|es tow|ards th|e 

|accomplishm |ents of job obj|ectiv|es (Y|eh& Hong 2012). Studi |es p|erform|ed by Yukl (2002) |and 

L|e|e (2010) id|entifi|ed th|at tr|ansform|ation|al l|e|ad|ership h|as |a positiv|e imp|act on org|aniz |ation|al 

commitm|ent |and subs|equ|ently |an imp|act on p|erform|anc|e (Chi, Y|eh& Yu 2008; Pr|ad|e|ep 

&Pr|abhu 2011).   

Ch|en, Silv|erthron|e |and Hung (2006), |argu|e th|at r|einforc|em|ent of communic|ation ch|ann|els |and 

proc|ess|es in th|e comp |any lifts |employ|e|es’ commitm |ent |and improv|es p|erform|anc|e. Oth|er 

r|es|e|arch|ers (Epitrop|aki& M|artin 2005) h|av|e shown |a positiv|e corr|el|ation b|etw|e|en th|e job-

r|el|at|ed w|ell-b|eing |and |aff|ectiv|e commitm |ent. As |an |ex |ampl|e, Kh|an, Zi |auddin, &R|am|ay 

(2010) inv|estig|at|ed th |e imp|act of |employ|e|e commitm |ent |among |a s|ampl |e of 153 work|ers in 

P|akist |an wh|er|e r|esults show |a positiv|e r|el|ationship b|etw|e|en |employ|e|e commitm |ent |and th|eir 

p|erform|anc|e. H|enc|e, th|e commitm |ent of th|e |employ| e|es is |an import|ant m |att|er |as it m |ay b|e 

us|ed to for|et|ell |employ| e|e’s p|erform|anc|e, |abs|ent|e|eism |and oth|er b|eh|aviors (Dord|evic 2004).   
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Contr|ariwis|e, |a study conduct |ed by St |e|ers |and Port|er (1997) h|as shown |a w|e|ak r|el|ationship 

b|etw|e|en commitm |ent |and p|erform|anc|e. Ev|en wh|en th|er|e |ar|e som|e studi |es th|at show th|at 

“|aff|ectiv|e commitm |ent” is positiv|ely |associ|at|ed to job p|erform|anc|e, th|at r|el|ationship is 

v|arying |across th|e s|ampl|es |and m|e|asur|es of p|erform|anc|e. Furth|er, Sulim |an( 2012) |also 

sugg|ests v|ery w|e|ak r|el| ationship b|etw|e|en |employ|e|e commitm |ent |and job p|erform|anc|e. 

Non|eth|el|ess, mor|e r|ec|ent |empiric|al |evid|enc|e indic|at|es th|at “|aff|ectiv|e commitm |ent” is in |a 

signific|ant r|el|ationship with job p |erform|anc|e (Sid |ers, G|eorg|e &Dh|arw|adk|ar 2001; Cl |ark| e 

2006).   

  

Addition|ally, in r|esp|ect to oth |er forms of commitm |ent, som|e r|es|e|arch shows th |at th|e 

r|el|ationship b|etw|e|en “continu|anc|e commitm |ent” |and job p|erform|anc|e is |adv|ers|e (Cl|ark|e 

2006). Conc|erning “norm |ativ|e commitm|ent”, th|e r|es|e|arch h|as b|e|en v|agu|e, showing positiv|e  

|and n|eg|ativ|e r|el|ationship or no r|el|ationship |at |all b|etw|e|en th|e v|ari|abl|es (All |en & M|ey|er  

1996; Cl|ark|e 2006). Studi |es support|ed by J |ar|amillo|a, Mulki |and M|arsh|al (2005) |and Al 

Ahm|adi (2009) point out th |at |employ|e|e p|erform|anc|e m|ay b|e conting|ent on th |e n|atur|e of th|e 

commitm|ent, som|e org|aniz |ations t|end to incr|e|as|e commitm |ent through thos |e |asp|ects th|at 

influ|enc|e |e|ach |el|em|ent, such |as c|ar|e|er promotions, skills tr |aining |and comp |ens|ation pl|ans 

(S|am Gn|an|akk|an 2010).   

  

  

2.9   SERVICE QUALITY    

A pr|actic|al |appro|ach to th |e probl|ems of d|efinition by Gilb |ert |and Joshi (1992) |att|empt|ed to 

cl|assify qu|ality into two m |ajor groups: th |e product-|attribut|ed m |ethod |and th|e 

consum|erori|ent|ed |appro|ach. Th|e l|att|er group is subdivid |ed furth|er into |a consum|er n|ec|essity 

|appro|ach to qu|ality |and |a consum|er |exp|ect|ation ori|ent|ation. Th|e |authors' vi|ew |emph|asis|es th|at 
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s|ervic|e qu|ality should b |e m|e|asur|ed in th|e s|econd sub-group, sinc|e it |acknowl|edg|es th|e 

import|anc|e of consum |er b|eh|aviour in th|e |ev|alu|ation of s|ervic|es. This conc|ept brings qu|ality 

clos|er to s|ervic|e d|esign |and m|ark|eting wh|er|e th|e d|evotion is on und |erst|anding |and 

m|anipul|ating th|e s|ervic|e production proc| ess by consid |ering consum|er disc|ernm|ents, |and by 

inf|er|enc|e, th|e psychologic|al, sociologic|al |and situ|ation|al f|actors which occur during th |e 

s|ervic|e |encount|er. Th|e product |attribut|e |appro|ach r|ais|es th|e issu|e of wh|eth|er |attribut|es of |a 

product or s|ervic|e h|av|e distinguishing qu|aliti |es |and th|er|efor|e, h|as dir|ect r|el|ations to |ev|alu|ation 

|and |exp|ect|ations.  

  

Qu|ality of s |ervic|e h|as b|e|en d|escrib|ed to b|e on|e of th |e m|ajor c|aus|ativ|e f|actors n|e|ed|ed in 

|enh|ancing custom |er s|atisf|action.  But in ord|er to |augm|ent th|e r|es|e|arch this conc|ept w|as p|art|ed 

into two diff|er| ent words (i.|e.) qu|ality |and s|ervic|e. Qu| ality its |elf h|as b|e|en w|ell-d|efin|ed |as 

b|asic|ally r|el|ation|al |and |an uncompl |et|ed proc|edur|e of building, including th |e sust|en|anc|e of 

r|el|ationships through |ass|essing, |anticip|ating |and s|atisfying st |at|ed |and indir|ect n|e|eds. 

Addition|ally, qu|ality is th |e c|ar|eful obs|erv|ation of th |e suppli|er’s work output by custom |ers 

(V|erm|a 2008).  

S|ervic|e h|as |also b|e|en w|ell-d|efin|ed |as |a t|ask |assum|ed by |an |employ|e|e or group of |employ| e|es 

th|at b|en|efits |anoth|er such |as custom |ers. Furth|ermor|e, this t |erm (s|ervic|e) in |economics h|as 

b|e|en l|ab|el|ed to b|e |a typ|e of busin|ess |activity th |at is int |angibl|e, c|annot b|e r|es|erv|ed for futur| e 

us|ag|e | and do|es not r|esult in |a str|aight own|ership by |eith|er th|e suppli|er or r|ecipi|ent. From this,  

it is r|e|aliz |ed th|at it is difficult for custom |ers to |ass|ess |and |ev|alu|at|e th |e qu|ality of s |ervic|e 

d|eliv|er|ed by |an org|aniz |ation.  

  

S|ervic|e qu|ality obs |erv|ation r|esults from |a div|erg| enc|e of wh|at th|e custom |er |exp|ect|ed b|efor|e th|e 

s|ervic|e |and th|e s|e|eming l |ev|el of s|ervic| e r|ec|eiv| ed (Krutz&Clow 1998).  
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Furth|ermor|e, custom |ers c|an us|e this proc|ess in th| e |ev|alu|ation of th|e s|ervic| es r|end|er| ed by th |e 

org|aniz |ation |and diff|er|enti|at|e from oth|er cont|ending s|ervic|es in ord|er to m|ak|e prop|er choic|es 

to |enh|anc|e th|eir s|atisf|action. Exp|ect|ation of custom |ers th|en pl|ays |a dyn|amic rol|e in th|e 

v|alu|ation of s|ervic|e qu|ality th |er|efor|e it is |ess|enti|al th|at s|ervic|e provid|ers d|ev|elop |a sch|em|e 

through which th|eir t|arg| et custom |ers c|an |adopt in th|e |ass|essm|ent of th|eir s|ervic|e submissions. 

(Z|eithm|al |et |al, 2000).  

  

S|ervic|e qu|ality h|as b|e|en d|efin|ed in t|erms of m |e|eting or surp|assing |a consum |er's  |exp|ect|ation 

(P|ar|asur|am|an, Z|eith|aml |and B|erry, 1985; Gronroos, 1984; L|ewis |and Boom, 1983). "S |ervic|e 

qu|ality is |a r|ation of how w |ell th|e s|ervic|e l|ev|el d|eliv|er|ed m|atch|es custom |er |exp|ect|ations. 

D|eliv|ering qu|ality s |ervic|e m|e|ans in compli|anc|e to custom |er |exp|ect|ations on |a consist|ent b|asis 

(L|ewis |and Boom, 1983). This |ev|alu|ativ|e d|ecision proc|ess m|ay b|e op|er|ation|alis|ed in two 

w|ays; |eith|er by comp |arison of |anticip|ations to s |ervic|e provid|ers' b|eh|aviour|al p|erform|anc|e 

(g|ap th|eory) or simply by dir |ect |ev|alu|ation of p|erform|anc|e p|ar|all|el|ed (disconfirm |ation th|eory) 

to custom |ers' |exp|ect|ations (Gronroos, 1982; P |ar|asur|am|an, Z|eith|aml |and B|erry, 1985; 1988). 

In th|e first c|as|e, custom |ers' |exp|ect|ations |ar|e m|e|asur|ed |and th|en | a m |e|asur|e is t|ak|en of th|e 

|ev|alu|ation of th|e r|e|al p|erform|anc|e of th|e s|ervic|e. This "g|ap" is th|e diff|er|enc|e.   

  

  

2.10   FACTORS AFFECTING SERVICE QUALITY  

2.10.1  Policy   

Th|e policy within th |e org|aniz |ation is on|e of critic|al f|actors th|at c|an |aff|ect working p|erform|anc|e 

or qu|ality s| ervic|e. Som |etim |es, th|e custom |er |exp|ect|ed too high for th|e products or s|ervic|es but 

th|e |employ|e|e could not off|er |as much |as custom |er w|ant du|e to th|e |employ|e|e forc|ed to follow 

th|e comp|any policy. Rob |ert Horowitz (2011) discuss |es th|er|e |ar|e fiv|e guiding principl |es |ar|e 

|adopt|ed by public |as w|ell |as priv|at|e |ag|enci|es d|eliv|ering |exc|ell|ent custom |er s|ervic|e. Th|e 
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guiding polici |es. (1) Embr |ac|e ch|ang|e | and p|ersist|ently striv|e to improv |e (b|e |a l|e|arning 

org|aniz |ation). (2) Continu |ally |ask th|e t|arg|et custom|ers wh|at th|ey w|ant |and th|en giv|e it to th|em. 

(3) Empow|er, support, |and r|ew|ard frontlin|e p|ersonn|el. (4) H|arn|ess th|e pow|er of inform|ation, 

|and (5) |est|ablish |an |en|abling infr|astructur|e.   

  

2.10.2  Qu |ality Control  

Qu|ality is on|e of th |e k|ey obj|ectiv|es of op|er|ation, whil|e qu|ality m|an| ag|em|ent is crossfunction|al 

in n|atur|e |and involv|es th|e |entir|e org|aniz |ation. Op|er|ation h|as |a sp|eci|al r|esponsibility to produc|e 

|a qu|ality product or s |ervic|e for th |e custom |er (Rog|er G. Schro|ed|er |et |al., 2010). ISO 9000 is 

qu|ality st |and|ard |appro|ach, which is worldwid |e |ex |ercis|ed. R|ao |et |al. (1997) In th|eir study, th|ey 

|empiric|ally |explor|e, in th |e int |ern|ation|al cont|ext, th|e r|el|ationship b|etw|e|en ISO 9000 |and th|e 

l|ev|el of qu|ality m|an| ag|em|ent pr|actic|es |and qu|ality r|esults. Th|e findings indic|at|e th|at ISO 9000 

r|egist |er|ed comp|ani|es |exhibit high|er l|ev|els of qu|ality l |e|ad|ership, inform |ation |and |an|alysis, 

str|at|egic qu|ality pl |anning, hum|an r|esourc|e d|ev|elopm|ent, qu|ality |assur|anc|e, suppli|er 

r|el|ationships, custom |er ori|ent|ation |and qu|ality r|esults. Without |a support |and c|ar|eful |att|ention 

from th|e m|an|ag|em|ent |and control of qu |ality, it is difficult for op |er|ation to d |eliv|er |a qu|ality 

product or s|ervic|e.  

2.10.3  Worklo|ad   

Morrison (1996) sugg|est|ed th|at |a comp|any’s Hum |an R|esourc|e M|an|ag|em|ent (HRM) pr|actic|es 

could cr|e|at|e |an |environm|ent th|at |elicits mor|e custom|er-ori|ent|ed b|eh|avior from |employ| e|es. In 

turn, th|e b| eh|avior th|at th|es|e |employ| e|es p|erform will positiv |ely imp|act s|ervic|e qu|ality. A long-

t|erm h|e|avy worklo |ad c|an |aff|ect |an |employ| e|e’s physic|al or m |ent|al h|e|alth, p|erform|anc|e, or 

productivity including s |ervic|e qu|ality. Cons |equ|ently, h|e|avy worklo|ads h|av|e b|e|en shown to 

h|av|e |a n|eg|ativ|e imp|act on turnov|er (Ch|en |et |al, 2010), c|ert|ainly contribut |e to |ast|at|e of str|ess 
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|and giv|e ris|e to str|ain, |accid|ents or illn|ess. High |employ|e| e turnov|er c|arri|es with it th|e probl|ems 

of both |a high l|abor cost |and qu|ality issu|es th|at hurt th|e p|erform|anc|e |and growth of |a comp|any 

(D|avidson |et |al., 2006).  

2.10.4  H|e|alth   

Physic|al h|e|alth is v |ery critic|al in tod|ay's work pl |ac|e. In tod |ay's high-|end t |echnology world it 

is n|ec|ess|ary to work sm |art |and poss|ess gr|e|at skills. Th|er|e |ar|e m|any import|ant jobs th|at r|equir|e 

good skills |and signific|ant |amount of str|ength to b |e |abl|e to p|erform |at th|e high l|ev|el |and long 

hour work. Physic|al h|e|alth |and work p|erform|anc|e works h|and in h|and. M|ent|al |and physic|al 

h|e|alth pl|ays |a v|ery import |ant rol|e for | an |employ|e| e's growth |and productivity. It h |elps to 

improv|e th|e |effici|ency of th |e |employ| e| e, l|e|ading to gr| e|at|er p|erform|anc|e, which m|e|ans good 

s|ervic|e qu|ality(Ry|an, 2010). Ry| an |also |add|ed th|e productivity |and job p|erform|anc|e c|an b|e 

incr|e|as|ed by good physic|al h|e|alth of th |e |employ|e|es. H|e|althy work |environm |ent will h|elp in 

improving |employ|e|e’s productivity |and p|erform|anc|e.   

2.10.5  Incom|e & B |en|efits  

Incom|e includ|es monthly s |al|ary, ov|er-tim|e p|aym|ent, |and p|er di|em, whil |e th|e b|en|efits com|e 

with som|ething th|at |aids or promot|es w|ell b|eing of |employ|e|es. This f|actor is |a n|e|ed of p|erson 

in m|aint|aining th|eir liv|es |according to th|eir soci|al st|atus. It c|an r|espond to p|erson|al b|asic n|e|eds 

|and m|ak|e p|ersons s |atisfi|ed with th|eir job (Sp |ector, 1997). Appropri |at|e incom|e m|ak|es 

|employ|e|es s|atisfi|ed in th |eir work |and m|ak|e th|em work productiv|ely |and |eff|ectiv|ely (Lock|e, 

1976). Arik | and K|ato, 2010 s|aid th|at in|appropri|at|e incom|e c|aus|es st|aff diss |atisf|action |and l|ack 

of motiv|ation.   

  

2.10.6  Attitud|e   

Attitud|e is v|ery vit |al f|actor th|at r|efl|ect p|eopl|e thought |and p|erc|eption tow|ards som|ething. 

Sw|arts, 2008 st |at|ed th |at psychologists h |av|e found it difficult to formul | at|e |an |acc|ept|abl|e 
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d|efinition of |an |attitud|e, |as it is not cl|e|ar wh|eth|er |an |attitud|e should b|e consid|er|ed to b|e |a 

s|ampl|e or multipl|e ph|enom|enons. Th|e simpl|e d|efinition d|escrib|es |an |attitud|e |as |a f|avor|abl|e or 

unf|avor|abl|e f|e|eling tow |ards som |ething. An |ex |ampl|e of th|e simpl|e d|efinition c|an b|e r|ef|err|ed 

to Robbins |and Judg|e (2007) who st |at|e th|at |attitud|es |ar|e |ev|alu|ativ|e st|at|em|ents or judgm|ents-

|eith|er f|avor|abl|e or unf|avor|abl|e – conc| erning obj|ects, p|eopl|e or |ev|ents. Stock |and Hoy|er, 2005 

vi|ews |attitud|es |as |a multipl |e ph|enom|enon, consisting th |eir compon|ents: cognition, |aff|ect |and 

b|eh|avior. An |ex |ampl |e of |a multipl |e d|efinition c|an b|e found in Gibson |et |al. (2006) who 

indic|at|es |an |attitud|e |as “|a positiv|e or n|eg|ativ|e f|e|eling or m|ent|al st|at|e of r|e|adin|ess, l|e|arn|ed |and 

org|aniz |ed through |exp|eri|enc|e, th|at |ex |erts sp|ecific influ|enc|e on |a p|erson’s r|espons|e to p|eopl|e, 

obj|ects |and situ|ations”. Th|e d|efinition h|as th|e following (1) |attitud|es |ar|e l|e|arn|ed; (2) |attitud|es 

d|efin|e our pr|edispositions tow |ards giv|en |asp|ects of th |e world; (3) |attitud|es provid|e th|e 

|emotion|al b|asis of our int |erp|erson|al r|el|ations |and id|entific|ation with oth |ers; |and (4) |attitud|es 

|ar|e org|aniz |ed |and |ar|e clos|e to th|e cor|e of p|erson|ality (Gibson |et |al. 2006)   

2.10.7  P|erson |ality   

P|erson|ality c|an b|e d|efin| ed |as |enduring |emotion|al, int |erp|erson|al, |exp|eri|enti|al, |attitudin|al |and 

motiv|ation|al styl|e th|at | expl|ains individu|al’s b|eh|avior in diff|er| ent situ|ations (McCr|a|e & Cost|a, 

1989). Th|er|e |ar|e m|any studi |es discuss|ed |about p|erson|ality |and job p|erform|anc|e such |as D|alton 

& Wilson (2000), C |aligiuri (2000|a), Mol |et |al. (2005), |and Sh|aff|er |et |al. (2006).  

How|ev|er, th|es|e r|esults show |a mix |ed finding on th|e r|el|ationship b|etw|e|en dim |ensions of th|e  

Big Fiv|e p|erson|ality |and job p|erform|anc| e. For inst |anc|e, whil|e Shubr|am|ani|am, R|adu|an, 

N|ar|esh, J |eg|ak (2010) |ex |amin|e how p|erson|ality influ |enc|es job p|erform|anc|e both dir|ectly | and 

indir|ectly. From th |eir study, both th |e int |er|action |and work |adjustm|ent found to p |arti|ally 

m|edi|at|es th|e r|el|ationship b|etw|e|en p|erson|ality |and job p|erform|anc|e.   
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A r|evi|ew of th|e Industri| al/Org| aniz |ation|al psychology lit |er|atur|e sugg|ests th |at |all p|erson|ality 

ch|ar|act|eristics c|an b|e c|at|egoriz |ed in fiv|e b|asic tr|ait dim |ensions- |extrov|ersion, 

consci|entiousn|ess, |agr|e|e| abl|en|ess, op|enn|ess to |exp|eri|enc|e |and n|euroticism. Th|es|e fiv|e tr|ait 

dim|ensions subs|equ|ently l|ab|el|ed |as th|e Big Fiv|e P |erson|ality (Hough, 1992; Digm |an, 1997).   

Th|e first dim|ension, |extrov|ersion, h|as b|e|en r|el|at|ed with h|eight|en|ed l|ev|el of soci|ability.  

Individu|als high in |extr|av|ersion t|end to lik|e groups |and g|ath|erings, to b |e t|alk|ativ|e |and 

|en|erg|etic |and g|en|er|ally to b|e mor|e |activ|e |and |ass|ertiv|e (Cost|a & McCr|a|e, 1992). An |extrov|ert 

p|erson consid|er|ed soci|abl|e |and outgoing with oth|ers (Hu|ang | et |al., 2005).   

Conscientiousness dimension (2nd) described as a form of conformity to rules and standards,  
| | | | | | | | | | | 

|and link|ed to tr|aits lik|e r| esponsibility, org|aniz |ation, h|ard work, impuls|e control |and prud|enc|e  

(B|arrick & Mount, 1991; Hog|an & On| es, 1997). Individu|als high on consci|entiousn|ess |ar|e |also 

d|ep|end|abl|e |and trustworthy (Cost |a & McCr|a| e, 1992).   

Th|e third dim |ension, |agr|e|e|abl|en|ess h|as b|e|en |associ|at|ed with conformity with oth |ers |and 

fri|endlin|ess in th|e int |erp|erson|al s|etting (Digm |an, 1990). Individu|als high on |agr|e|e|abl|en|ess 

t|end to b|e mor|e h|elpful |and symp|ath|etic tow|ards oth|ers, |as w|ell |as mor|e trusting of th | e 

int|entions of oth|er p|eopl|e (Cost|a & McCr|a|e, 1992).   

Th|e fourth dim |ension, op |enn|ess to |exp|eri|enc|e |app|e|ars to b|e |a p|erson|ality tr|ait th|at r|efl|ects 

individu|als’ h|abitu|al willingn|ess to try n|ew id|e|as, tol |er|at|e |ambiguity |and disson|anc|e |and 

g|en|er|ally b|e curious |and |e|ag|er to l|e|arn (B|arrick & Mount, 1991). Individu |als high on op|enn|ess 

to |exp|eri|enc|e t|end to b|e op|en mind|ed, origin|al in thought, int |ellig|ent, im |agin|ativ|e, |and non-

judgm|ent|al.  

 Fin|ally, n|euroticism p|erson|ality is |associ|at|ed with l|ess|en|ed |emotion|al control |and st|ability  
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(Mount & B|arrick, 1995). N|eurotic individu |als t|end to h|av|e r|el|ativ|ely n|eg|ativ|e cor|e 

s|elf|ev|alu|ations, l|e|ading to |emotion|al distr|ess |and |associ|at|ed b|eh|aviors (Rusting & L|ars|en, 

1998). N|euroticism |also r|el|at|ed to |a p|erson’s g|en|er|al t|end|ency to |exp|eri|enc|e n|eg|ativ|e |eff|ects 

such |as f|e|ar, s|adn|ess, |emb|arr|assm|ent, |ang|er, guilt, |and disgust (D|alton & Wilson, 2000).  

2.11   SERVICE QUALITY DIMENSIONS  

According to N|argundk| ar (2006, 58) s |ervic|e qu| ality |exists in six distinct dim |ensions. Th|es|e 

includ|e |exp|eri|enc|e, t |angibl|es, r|eli|ability, r|esponsiv|en|ess, r|el|ationships |and |emp|athy, fin|ally 

v|alu|e sh|aring |and |assur|anc|e. V|alu|e sh|aring |and |assur|anc|e though m |ay b|e th|e found|ation of 

th|e |assimil|ation of |all th|e oth|er dim |ensions do|es not |exist on its own. Th |e sust |en|anc|e of 

custom |er d|elight, |employ|e|e knowl|edg|e, trust | and confid|enc|e c|  annot |exist without th |e 

|assist|anc|e of th|e oth |er dim |ensions of s|ervic|e qu|ality. It c|an th|er|efor|e b|e s|e|en th|at th|es|e 

dim|ensions |ar|e so conn|ect|ed th|at th|ey | e|ach t|end to d|ep|end on |e|ach oth |er in ord|er to |enh|anc|e 

custom |er s|atisf|action.   

  

2.11.1  Exp|eri|enti|al dim|ension  

Exp|eri|enti|al dim|ension r|ef|ers to th|e dim|ension th|at r|ev|e|als th|e vision of th |e org|aniz |ation 

through which d|efin|es how |employ|e|es’ |ar|e r|ecruit|ed, tr|ain|ed |and motiv |at|ed with st|at|ed 

obj|ectiv|es. But unl |ess this dim|ension is m|erg|ed with oth|er dim|ensions it b|ecom|es |a singl|e 

s|equ|enc|e of incid|ent. Th|e opposit|e t|ends to occur wh|en it is combin|ed with oth|er dim|ensions 

(H|ay| es 2008). Th|e r|et|ention, motiv|ation |and tr|aining of |employ|e|es ov| er |a p|eriod of tim|e th|en 

b|ecom|e |an inv|estm |ent for th|e org|aniz |ation which will |en|abl|e th|em r|end|er qu|ality s|ervic|e.  

Th|e supr|em|acy of |exp|eri|enti|al dim |ension is th |at unl|ess |employ|e|es |ar|e m |ad|e |aw|ar|e of th |eir 

oblig|ation including r|esponsibiliti|es whilst b|eing off|er|ed th|e r|equir|ed f|aciliti |es th|e vision of 

th|e org|aniz |ation b|ecom|es in|eff|ectiv|e |and of no cons|equ|enti|al |eff|ect though th |ey (i.|e.  
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|employ| e|es) m|ay b|e h|aving th|e r|equisit|e |exp|eri|enc|e (H|ay|es |et |al 2008).  

  

2.11.2  T|angibl|e dim|ension  

T|angibl|e dim |ension simply r|ef|  ers to th|e physic| al |app|e|ar|anc|e of s|ervic|e provid|ers such |as 

|equipm|ent, f|aciliti|es, |and writt|en m|at|eri|als which custom |ers, |esp|eci|ally n|ew custom |ers us|e to 

|ev|alu|at|e th|e qu|ality of s |ervic|e provid|ed by busin|ess org|aniz |ations. Th|es|e t|angibl|es | ar|e furth|er 

us|ed to |augm|ent th |e im|ag|e of th|e org|aniz |ation |and sign|al qu|ality to custom |ers. Sinc|e this 

dim|ension c|annot b|e |ass|ess|ed without th |e |assist|anc|e of th|e oth|er dim |ensions s|ervic|e 

org|aniz |ations |ar|e oblig|ed to combin|e it with oth|er dim |ensions in ord|er to cr|e|at|e |a s|ervic|e 

str|at|egy. (Schn|eid|er | et |al 2004)  

  

2.11.3  R|eli|ability dim|ension  

According to B|erry |et |al (1991) r|eli|ability dim |ension m |e|asur|es th|e |employ|  e|e’s |ability |and 

willingn|ess to und|ert|ak|e th|e |exp|ect|ed s|ervic|e consist |ently |and pr|ecis|ely. Org|aniz |ations whos|e 

|employ|e|es’ r|end|er qu|ality s|ervic|e consist |ently |and pr|ecis|ely through probl |em r|esolution |and 

f|avour|abl|e pricing t |end to b|e th|e pr|ef|err|ed org|aniz |ations norm|ally chos |en by custom |ers for 

busin|ess tr|ans|actions. D|espit |e this it is import|ant for busin|ess org|aniz |ations to b|e |aw|ar|e of th|e 

|exp|ect|ations of th|eir t|arg|et custom |ers conc|erning r| eli|ability sinc|e this (i.|e. r|eli|ability) 

dim|ension is norm|ally r|eg|ard|ed |as th|e most import |ant d|et|ermin|ant of s |ervic|e qu|ality 

(Sriniv|as|an 2009).  

    

2.11.4  R|esponsiv |e dim|ension  

According to B|erry |et |al (1991) |employ|e|es’ c|an furth|er |adopt r|esponsiv|e dim |ension this to 

inform th|eir custom |ers conc|erning th|e p|eriod of tim |e n|e|ed|ed to w|ait for th |eir compl |aints |and 

f|e|edb|ack to b|e |att|end|ed to |eith|er promptly or in |a l|at|er tim|e. R|esponsiv|e dim |ension str|ess|es 
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th|e signific|anc|e of fl|exibility |and |ability within th |e org|aniz |ation in th|e fi|eld of custom |er s|ervic|e 

d|eliv|ery for custom |er n|e|eds. In this r|eg|ard org|aniz |ations th|at int|end to |exc|el with this 

dim|ension |ar|e r|equir|ed to vi|ew s|ervic|e d|eliv|ery from th |e p|ersp|ectiv|e of th |eir custom |ers inst |e|ad 

of th|eir org|aniz |ation. It th |er|efor|e b|ecom|es |a pr|e-r|equisit|e for th|e s|etting up of st |and|ards 

|according to th|e custom |er’s r|equir|em|ent du|e to th|e f|act th|at th|e custom |er’s vi |ew of promptn|ess 

might diff|er from th|e p|ersp|ectiv|e of th|e org|aniz |ation. (N|argundk|ar |et |al 2006)  

  

2.11.5  R|el|ationships & |emp |athy dim|ension  

Th|er|e s|e|ems to b|e |a common cordi|ality b|etw|e|en th|e dim |ensions of r|el|ationship |and |emp|athy 

which c|an b|e s|e|en from th|eir implic|ations. R|el|ationship dim |ension |allows both |employ|e|es |and 

custom |ers to c|ar|efully obs |erv| e th|e link b|etw|e|en |activiti |es including fin|al r|esults obt|ain|ed from 

th|es|e |activiti|es. Furth|ermor|e, it (i.|e. r|el|ationship) |assists th |em (i.|e. custom |ers) to und|erst|and 

th|e int|err|el|ationship |among |employ| e|es, |equipm |ent, proc|ess|es, busin|ess |environm|ent, polici|es 

|and proc|edur|es. Emp |athy dim |ension impli |es th|e c|aring |and sp|eci|al |att|ention |accord|ed to 

custom |ers by |employ|  e|es (B|erry |et |al 1991).  

Addition|ally, this dim |ension |also m|ak|es us|e of th|e int|erp|erson|al r|el|ationship |existing b|etw|e|en 

custom |ers |and |employ|e| es in |est|ablishing |a long-t|erm r|el|ationship of loy|alty including trust 

with suppli|ers. Fin |ally, it |en| abl|es m|an|ag| em|ent to int |ern|ally r|emov|e d|ep|artm|ent|al b|arri|ers 

|existing in th|eir org|aniz |ation so |as to m|ak|e th|e |entir|e org|aniz |ation function |as |an incorpor|at| ed 

syst|em inst|e|ad of subsyst |ems (B| erry |et |al 1991).  

  

2.11.6  V|alu |e-sh|aring & |assur|anc|e dim|ension  

Th|e v|alu|e-sh|aring dim |ension |e|arli|er |el|abor|at|ed t|ends to h|av|e its b|as|e in r|el|ation|al |economics 

through which it provid |es th|e most comp|et|ent |economic syst |em. V|alu|e-sh|aring |en|abl|es 
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busin|ess org|aniz |ations to |est|ablish custom |er loy|alty by focusing on fulfilling th |e n|e|eds of 

custom |ers on |a const |ant b|asis du|e to th|e fr|equ|ent ch|ang| es in custom|er n|e|eds. (Sriniv|as|an |et  

|al 2009. 125) In ord|er for th|es|e ch|ang| es to b|e fulfill |ed m|an|ag|ers ought to on |a const|ant b|asis  

|assur|e custom |ers of |att|empts b|eing m|ad|e to fulfil thos |e n|e|eds. This is du|e to th|e f|act th|at th|e 

|assur|anc|e dim |ension is norm |ally |exp|eri|enc|ed from th |e |employ|e|es’ knowl|edg|e, court|esy |and 

|ability to inspir|e trust including confid|enc|e in custom |ers. This dim |ension (i.|e. |assur|anc|e) |as |a 

dim|ension of qu|ality s |ervic|e is of v|ery signific|ant v|alu|e to custom|ers |esp|eci|ally if th |e s|ervic|e 

r|end|er|ed |ent|ails |a v|ery high d|egr|e|e of risk. In this r|eg|ard s|ervic|e |employ|e|es who r|end|er th|es|e  

s|ervic|es h|av|e th|e sol |e r|esponsibility to instill trust |and loy| alty for th|e custom |ers by  

|enh|ancing  

th|e qu|ality of int |er|actions. To improv|e th|e qu|ality of int |er|actions it is |advis|abl|e for 

org|aniz |ations to r|ecruit |employ| e|es with |a positiv|e |attitud|e tow|ard qu|ality of s |ervic|e sinc|e th|e 

d|egr|e|e of fri|endlin|ess, cr|edibility, trustworthin |ess |and comp|et|enc|e is lik|ely to r|efl|ect in 

custom |er p|erc|eption of s| ervic|e qu|ality. (B|erry |et | al. 1991).  

Thus, for th|e Custom |er S|atisf|action m|edic|al |and h|e|althc|ar|e industry, |assur|anc|e is |an import|ant 

dim|ension th|at custom |ers look |at in |ass|essing |a hospit|al or |a surg|eon for |an op|er|ation. Th|e 

trust |and confid|enc|e m|ay b|e r| epr|es|ent|ed in th |e p|ersonn|el who links th|e custom |er to th|e 

org|aniz |ation (Z|eith|aml |et |al., 2006).  

2.12   RELATIONSHIP BETWEEN MOTIVATION AND PERFORMANCE  

It h| as |alr|e|ady b| e|en |argu|  ed th|at m|an|ag|ers n|e|ed to motiv |at|e |employ| e|es to p|erform w|ell in th |e 

firm, sinc|e th|e org|anis|ation’s succ|ess is r|eli|ant upon th |em (R|aml|all, 2008). Th|e p|ersp|ectiv|e 

th|at motiv|ation c|aus|es p|erform|anc|e com|es from th |e hum|an r|el|ations th |eory (Fill |ey |et |al., 

1976). Th|e li |aison b|etw|e|en |employ|  e|e motiv|ation |and job p|erform|anc|e h|as b|e|en studi |ed for |a 

long p|eriod. How|ev|er, |e|arli|er r|es|e|arch could not succ|e|ed in instituting |a dir|ect r|el|ationship 
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b|etw|e|en th|e two (Vroom, 1964). Y|et, it s|e|ems th|at th|at th|e c|aus|es do influ|enc|e |e|ach oth|er. 

P|etty |et |al. (1984) r|evi|ew |ed th|e 15 studi|es Vroom (1964) us|ed in his r|es|e|arch |and |add|ed  

|anoth|er 20 mor|e r|ec|ent studi|es; th|ey conclud|ed th|at |employ|e|e motiv|ation |and p|erform|anc| e |ar|e 

und|eni|ably r|el|at|ed. Th|e r|esults of th |eir r|es|e|arch point out th |at th|e r|el|ationship b|etw|e|en 

individu|al, g|en|er|al job s |atisf|action |and individu |al job p|erform|anc|e is mor|e consist |ent th|an 

r|eport|ed in pr|evious r|es|e|arch|es (|e.g. Vroom, 1964). H|ackm|an |and Oldh|am (1976) |argu|e th|at 

wh|en |employ|e|e fulfillm |ent is |add|ed, |a circul|ar r|el|ationship is form |ed with p|erform|anc|e, 

s|atisf|action |and motiv |ation. Th|e t|erm s|atisf|action is |also us|ed by H|erzb|erg (1959); who s |ays  

th|at wh|en intrinsic f|actors (motiv|ators) |ar|e pr|es|ent |at th|e job, gr|atific|ation is lik|ely to occur |as 

w|ell |as |an incr|e|as|e in |employ|e|e motiv|ation. Am|abil|e (1993) st|at|es th|at work p|erform|anc|es |ar|e 

r|eli|ant upon th|e individu |al’s l|ev|el of motiv |ation; th |e individu|al’s l|ev|el of motiv |ation c|an b|e 

intrinsic|ally |and/or |extrinsic|ally b|as|ed. It is |also |argu|ed th|at c|ert|ain job f|e|atur|es |ar|e n|ec|ess|ary 

in |est|ablishing th|e r|el|ationship b|etw|e|en |employ| e|e motiv|ation |and p|erform |anc|e (H|ackm|an & 

Oldh|am, 1976; |etc.).  

  

Br|ass (1981) |argu|es th |at wh|en c|ert|ain job f|e|atur|es |ar|e pr|es|ent in |an org|anis|ation, |employ|e|es 

|ar|e b|ett|er motiv|at|ed |and |an incr|e|as|e in p|erform|anc|e is notic|e|abl|e. Job ch |ar|act|eristics r|ef|er to 

pr|ecis|e |attribut|es or m |agnitud|es th|at c|an b|e us|ed to d|escrib|e diff|er| ent t |asks (Griffin |et |al., 

1981). H|ackm|an |and Oldh|am (1976), d|efin|ed fiv|e job ch|ar|act|eristics, which |ar|e b|as|ed on th |e 

Two-F|actor Th|eory from H|erzb|erg (1959). Th|e r|esults of th|eir study indic|at|ed th|at |employ| e|es 

who work on jobs r|ecording high on th |e fiv|e ch|ar|act|eristics, show high work motiv |ation, 

s|atisf|action |and p|erform |anc|e (Br|ass, 1981). H|ackm|an |and Oldh|am (1976) s|ettl|e th|at |employ|e| 

es c|an b|e motiv|at|ed through th |e d|esign of th|eir work; th |ey |also s|aid th|at by providing c|ert|ain 

intrinsic |and |extrinsic f|actors, | an |employ|e|e c|an b|e motiv|at|ed to p|erform w|ell.  
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2.12.1  Intrinsic |and Extrinsic Motiv |ation  

Motiv|ation c|an b|e divid|ed in intrinsic |and |extrinsic motiv |ation. Am|abil|e (1993) |expl|ains this |as 

follows:   

• P|eopl|e |ar|e intrinsic|ally motiv |at|ed wh|en th|ey s|e|ek |enjoym|ent, int |er|est, s|atisf|action 

of curiosity, s|elf-|expr|ession, or p|erson|al ch|all |eng|e in th|e work.  

• P|eopl|e |ar|e |extrinsic|ally motiv |at|ed wh|en th|ey |eng|ag|e in th|e work in ord|er to obt|ain 

som|e go|al th|at is |ap|art from th|e work its|elf.  

  

D|eci (1972) d|escrib|es | extrinsic motiv |ation |as, mon|ey |and v|erb|al fortific|ation, m|edi|at|ed 

outsid|e of th|e p|erson, wh|er|e|as intrinsic motiv |ation is f|acilit |at|ed within th |e p|erson. And |a 

p|erson is intrinsic|ally motiv |at|ed to p|erform |an |activity if th|er|e is no obvious r|ew|ard |exc|ept th|e 

|activity its|elf or th|e f|e|elings which r|esult from it.   

Am|abil|e (1993) m|aint |ains th|at |employ| e|es c|an b|e |eith|er intrinsic|ally or |extrinsic|ally motiv|at|ed 

or |ev|en both. It s|e|ems th|at intrinsic |and |extrinsic motiv|ators |apply contr|arily to p|ersons. Vroom 

(1964) d|eb|at|es th|at som|e |employ|e|es c|ent|er on intrinsic outcom |es wh|er|e|as oth|ers |ar|e focus|ed 

on |extrinsic outcom|es. According to Story | et |al. (2009), p|ersons high in intrinsic motiv |ation 

s|e|em to d|esir|e ch|all |enging cognitiv |e t|asks |and c|an s|elf-r|egul|at|e th|eir b|eh|aviours, so off|ering 

r|ew|ards, s|etting |ext |ern|al go|als, or t |arg|ets, will do littl |e for th|em, unl|ess th |ey |ar|e |also high in 

|extrinsic motiv|ation. For |employ|e|es high in intrinsic motiv |ation, |emph|asis could b|e pl|ac|ed on 

th|e l|att|er. H|ackm|an |and Oldh|am (1976) |argu|e th|at p|eopl|e h|av|e individu |al dissimil|ariti|es in 

r|espons|e to th|e s|am|e work; th|ey diff|er|enti|at|e |employ| e|es high |and low in growth n|e|ed str|ength.  

P|eopl|e high in growth |and str|ength |ar|e most lik |ely to b|e motiv|at|ed by jobs with high skill 

div|ersity, t|ask id|entity, t |ask signific|anc| e, ind|ep|end|enc|e |and f|e|edb|ack. And p|eopl|e low in 

str|ength |ar|e r|el|ativ|ely indiff|er|ent for th|es|e f|actors |according to th |em. This st |at|em|ent is 

support|ed by Furnh|am |et |al. (1998); who |argu|e th|at, introv|erts |ar|e mor|e |extrinsic|ally motiv|at|ed 
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|and |extr|av|erts mor|e intrinsic|ally motiv |at|ed. How|ev|er, it not only s |e|ems th|at p|ersons |ar|e 

inv|ers|ely motiv|at|ed, but intrinsic |and |extrinsic motiv|ations |also h|av|e |eff|ect on |e|ach oth|er.  

2.13   OVERVIEW OF THE HEALTH SECTOR IN GHANA   

Gh|an|a's h|e|althc|ar|e industry is ch |ar|act|eriz |ed by | a gov|ernm|ent s|ector th |at s| erv|es th|e m|ajority 

of th|e popul|ation |and |a growing priv|at|e s|ector th|at s|erv|es 40% of h|e|althc|ar|e n|e|eds. Th|e Gh|an|a 

H|e|alth S |ervic|e (GHS) is |a Gh|an|ai|an gov| ernm|ent org|aniz |ation |est|ablish|ed in 1996 |as p|art of 

th|e H|e|alth S |ector R |eform of Gh|an|a. Th|e H|e|alth S |ervic|e is und|er th|e Ministry of H |e|alth. Th|e 

H|e|alth s|ervic|e prim|arily m|an|ag| es th|e h|e|alth s|ervic|es provid|ed by th |e gov|ernm|ent |and in 

impl|em|enting gov|ernm|ent str|at|egi|es on h|e|althc|ar|e. Th|e Gh|an|a H|e|alth S |ervic|e (GHS) is |a 

Public S |ervic|e body |est|ablish|ed und|er Act 525 of 1996 |as r|equir|ed by th |e 1992 constitution. It 

is |a s|elf-gov|erning Ex |ecutiv|e Ag|ency r|esponsibl|e for impl |em|ent|ation of n |ation|al polici|es 

und|er th|e r|egul|at|e of th |e Gh|an| a Minist|er for H|e|alth through its gov|erning Council - th|e Gh|an|a 

H|e|alth S |ervic|e Council. Th | e GHS r|em|ain to r|ec|eiv| e public funds |and thus r|em|ain within th |e 

public s|ector.   

Th|e |est|ablishm|ent of Gh|an|a H|e|alth S |ervic|e w|as | an indisp|ens|abl|e p|art of th |e k|ey str| at|egi|es 

id|entifi|ed in th|e Gh|an|a H|e|alth S |ector R|eform proc|ess, |as outlin|ed in th|e M|edium T|erm H|e|alth 

Str|at|egy (MTHS), which w |er|e n|ec|ess|ary st |eps in forming |a f|air|er, comp |et|ent, r|e|ach|abl|e |and 

|appro|ach|abl|e h|e|alth c|ar|e syst| em. Th|em|es th|at w|er| e c|entr|al to th|e r|eorg|aniz |ation of 1993 r|em|ain 

signific|ant tod|ay for th |e Gh|an|a H|e|alth S |ervic|e: c|ar|eful st|ew|ardship of r|esourc|es, cl|e|ar lin|es of 

r|esponsibility |and control, d |ec|entr|aliz |ation, |and |answ|er|ability for p|erform|anc|e r|ath|er th|an 

inputs. GHS p|erforms th |e following functions |amongst oth|ers: Provid|e |all-inclusiv|e h|e|alth 

s|ervic|es |at |all l|ev|els in Gh|an|a dir|ectly |and by contr|acting out to oth|er Gh|an|a |ag|enci|es.   

As p|art of its function, th |e GHS  d|ev|elops |appropri|at|e str|at|egi|es |and s|et t|echnic|al rul|es to 

|achi|ev|e Gh|an|a n|ation|al policy go|als/obj|ectiv|es, und|ert|ak|e m|an|ag|em|ent |and |administr|ation of 
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th|e ov|er|all Gh|an|a h|e|alth r|esourc|es within th |e s|ervic|e, promot|e h|e|althy mod |e of living |and 

good h|e|alth h|abits by p|eopl|e in Gh|an|a, |est|ablish op|er|ativ|e instrum|ent for dis|e|as|e surv|eill|anc|e, 

pr|ev|ention |and control in Gh|an|a, d|et|ermin|e ch|arg|es for Gh|an|a h|e|alth s |ervic|es with th|e 

|approv|al of th|e Gh|an|a Minist |er of H|e|alth,  provid|e in-s|ervic|e tr|aining |and continuing 

|educ|ation in Gh|an|a |and p|erform |any oth|er functions |appropri|at|e to th|e promotion, prot|ection 

|and r|efurbishm |ent of h|e|alth in Gh|an|a  

    

2.14   CONCEPTUAL MODEL /FRAMEWORK   

  

  EMPLOYEE  

COMMITMENT  

  

SERVICE 

QUALITY  
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  H1  

Figur|e 2.1  

Gh|an|a is on|e of th |e sub-S|ah|ar|an Afric| an countri|es m|aking signific|ant progr|ess tow|ards 

univ|ers|al |acc|ess to qu|ality h|e|althc|ar|e. How|ev|er, it r|em|ains |a ch|all|eng|e to |att|ain th|e 2015 

t|arg|ets for th|e h|e|alth r|el|at|ed Mill|ennium D|ev|elopm|ent Go|als (MDGs) p|artly du|e to h|e|alth 

s|ector hum|an r|esourc|e |encount|ers including low st |aff motiv|ation. S |ervic|e qu|ality within th |e 

h|e|alth s|ector in Gh|an|a h|as b|e|en of gr|e|at distr|ess to m |any. For y| e|ars, th |e qu|ality of h|e|alth 

s|ervic|es in hospit |als h|as com|e und|er d|e|ep scrutiny |and this h|as b|ecom|e mor|e worrying in 

r|ec|ent tim|es. Qu|ality of c|ar|e in public/priv|at|e s|ector f|aciliti|es in Gh|an|a is |a v|en|er|abl|e |and 

continuing conc|ern of us | ers of th|e h|e|alth s|ervic|es |and civil soci|ety |as w|ell |as h|e|alth s|ector 

policy m|ak|ers, provid|ers, |administr|ators |and m|an|ag|ers. Us|er gri|ev|anc| es |and m|edi|a r|eports of 

rud|e |and inp|ati|ent provid|ers, inconv|eni|ent hours of op|er|ation, long w|aiting tim |es, l|ack of drugs 

|and oth|er | ess|enti|al inputs |ar|e common.   

  

2.14.1  H1: The Relationship Between Motivation And Service Quality  

A n|ation’s growth do |es not only hing|e on its incom |e or n|atur|al r|esourc|es but |also on soci|al 

s|ervic|es such |as d|ev|elopm|ent in h|e|althc|ar|e d|eliv|ery. Work|ers c|annot work |as d|es|erv|e of th|em 

in th|e |abs|enc|e of |eff|ectiv|e h|e|althc|ar|e (B|aidoo, 2009). In oth|er words th|e h|e|alth s|ector, lik|e th|e 

    

  H2  

  H3  

  

  

    

 
 

  

MOTIVATION   

- Intrinsic  

- Extrinsic  
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|economic |and |educ|ation|al s|ectors pl|ay | a k|ey p|art in th|e d|ev|elopm|ent of |a n|ation. Without good 

h|e|althc|ar|e, p|eopl|e c|annot work. Thus “h|e|alth is |a fund|am| ent|al hum|an right cruci |al for th|e 

|ex |ercis|e of oth|er hum|an right” (UN, 2000).   

H|e|alth work|ers occupy |a princip|al position in |any h|e|alth c|ar|e f|acility. Th|ey h|e|al |and c|ar|e for 

p|eopl|e, r|eli|ev|e th|em of th|eir p|ain |and suff|ering |and pr|ev|ent dis|e|as|es (WHO, 2006). “Th|ey |ar|e 

th|e d|efinitiv|e r|esourc|e in h|e|alth b|ec|aus|e th|ey bring |about |and synchronis |e |all oth|er h|e|alth 

r|esourc|es, including fin|ancing, t|echnology, inform|ation |and infr|astructur|e”. Th|er|efor|e, for 

th|em to work |eff|ectiv|ely, th|ey must b|e motiv |at|ed |and sust |ain|ed (Joint L|e|arning Initi |ativ|e, 

2004).   

On th|e contr|ary, wh|en th|er|e is non|exist|enc|e of motiv |ation |and s|atisf|action, work|ers t|end to 

shirk th|eir duti |es, |abs|ent th|ems|elv|es from work, |ar|e impolit|e, |etc.  Addition |ally, l|ack of 

motiv|ation p|artly |expounds why h |e|alth work|ers in most third world countri |es lik|e Gh|an|a, 

migr|at|e to d|ev|elop|ed countri|es. Low s|al|ari|es, poor working s|ettings, |abs|enc|e of opportuniti|es 

for prof|ession|al d|ev|elopm|ent |and promotion (B|ach, 2003) l |e|av|e work|ers diss |atisfi|ed, usu|ally 

pushing th|em |aw|ay from th |eir hom|e countri|es to s|e|arch for gr|e|en|er p|astur|es |els|ewh|er|e. P|et|ers, 

Ch|akr|aborty, M|ah| ap|atr|a |and St|einh|ardt (2010) not |ed th|at motiv |ation |and |employ|e| e 

s|atisf|action |ar|e imp|er|ativ|e if h|e|alth work|ers |ar|e to b|e r|et|ain|ed |and |eff|ectiv|ely d|eliv|er h|e|alth 

s|ervic|es, wh|eth|er th|ey work in public or priv |at|e s|ector.  

  

  

2.14.2  H2: The Relationship Between Commitment And Service  

Th|e promin|enc|e of commitm |ent w|as highlight |ed by W |alton (1985), wh|er|e h|e point|ed out th|at  

p|erform|anc|e c|an b|e improv|ed if th|e org|aniz |ation t |ak|es |a commitm|ent str|at|egy r|ath|er th|an |a 

control ori|ent|ed |appro|ach. Employ|e|es com|e to work to m |ak|e |a contribution (Johnson 2004) 
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|and thos|e |employ|e|es who |ar|e committ |ed to d|eliv|er custom |er s|atisf|action constitut |e |a v|alu|e 

|ass|et in |any org|aniz |ation (P|ayn|e |et |al. 2003). In |addition to this, th |e opportunity of h |aving 

committ|ed |employ|e|es will giv |e th|e org|aniz |ation support in ord|er to |achi|ev|e th|e corpor|at|e 

go|als, |and so th|ey c|an b|ecom|e |a signific|ant sourc|e of comp|etitiv|e |adv|ant|ag|e (R|ashid, 

S|amb|asiv|an& Joh|ari 2003) du|e to th|eir gr|e|at|er c|ap|acity of innov |ation |and fl|exibility (W |alton 

1999).   

Oth|er studi |es h|av|e |also shown th|at commitm |ent |aff|ects b|eh|aviors |at work in r|el|ation to th |e 

work|ers’ “in rol|e” |effort |and p|erform|anc|e (D|eCotiis& Summ |ers 1987; Kim & M |auborgn| e 

1998).   

Low l|ev|el commitm |ent, in its turn, m|ak|es org|aniz |ations l|ess productiv|e l|e|ading to |a d|eclin|e of 

product |and s|ervic|e qu|ality (Johns 2005). It is |exp|ect|ed th|at committ|ed work|ers will b|e highly 

motiv|at|ed |and will go “b |eyond th|e contr|act” (M|ab|ey, S |al|am|an& Stor|ey 1998). Aff|ectiv|e 

commitm|ent,  |also r|ef|err|ed to |as |attitudin|al commitm|ent (Sw|ail|es 2002;  

Torrington, H|all & T|aylor 2005) consid |ers th|e | employ|e|e’s |emotion|al |att|achm|ent (S|ahoo, 

B|eh|er|a&Trip|athy 2010) |as |a p|erson to th|e org|aniz |ation (Luml |ey |et |al. 2011), |and is conc|ern|ed 

with th|e |ext|ent, to which th|e |employ| e|es |enjoy th |eir m|emb|ership |and id|entify th |ems|elv|es with 

th|e org|aniz |ation (Culp |epp|er, G|ambl|e &Blub|augh 2004). Aff| ectiv|e commitm |ent, |according to 

M|ey| er |and All|en (1991), is influ |enc|ed by th |e individu|al’s n|e|eds |and |exp|ect|ations |about th|e 

org|aniz |ation |and wh|eth|er thos|e m|atch or not, | according to th|eir  

|actu|al |exp|eri|enc|e, |est|ablishing |evid|ent links to th|e psychologic|al contr|act. In th |e s|am|e w|ay, it 

h|as b|e|en shown to b |e |associ|at|ed with high|er productivity |and with positiv |e work |attitud|es 

(M|ey|er |et |al. 1989).   

Th|e s|ev|er|e r|esourc|e constr|aints und|er which th|e h|e|alth s|ector in Gh|an|a functions und|erli|es th|e 

probl|em of commitm |ent. For | ex |ampl|e, promotions |ar|e import|ant b|ec|aus|e of th|e st|atus of 
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h|aving |a high|er r|ank, |as w|ell |as th|e |accomp|anying incr|e|as|e in s|al|ary. Y|e|ars of d|el|ay|ed 

promotion c|an b|e v|ery d|emotiv|ating, |esp|eci|ally if st |aff obs|erv|e oth|ers with f|ew|er y| e|ars of 

s|ervic|e b|eing promot|ed. Accommod|ation, c|an | also b|e |an issu|e for commitm |ent, th|e fr|e|e 

housing provid|ed by th |e Gh|an|a H|e|alth s|ervic|e is v|ery limit |ed, |and st|aff who |ar|e not fortun|at|e 

|enough to g|et such |a unit do not r| ec|eiv|e |any |allow|anc|e to cov|er r|ent|al |els |ewh|er|e. In th|e Accr|a 

m|etropolis, most st |aff liv|e in r|ent|ed |accommod|ation |all ov|er th|e city. Coupl |ed with this, th|er|e 

is no truly public tr|ansport syst |em p|er s|e. ‘Public’ tr|ansport is |actu|ally priv|at|e tr|ansport through 

|a wid|e n|etwork of minibus |es |and t|axic|abs org|aniz |ed by th |e Gh|an|a Priv|at|e Ro|ad Tr|ansport 

Union of th|e Tr|ad|es Union Congr|ess. Though th |e n|etworks |ar|e good, th |e ov|er|all qu|ality is 

poor. Long w|aiting tim |es |and crowd|ed bus|es |esp|eci|ally |at p|e|ak p|eriods wh|en most st|aff mov|e 

to |and from work |ar|e th|e norm. Tr|affic in th|e city is |also |a probl|em. D|ep|ending on wh|er|e st|aff 

liv|e in th|e city, th |ey m |ay h| av|e to m|ak|e s|ev|er|al ch|ang|es of minibus |and sp|end hours in tr|affic 

b|efor|e g|etting to work |alr|e|ady tir|ed |and str|ess|ed.  In|ad|equ|at|e st|affing |at th|e workpl|ac|e is |also 

|an obst|acl|e.  

An |alr|e|ady |existing chronic br|ain dr|ain of prof| ession|al st|aff from th |e h|e|alth s|ervic|e h|as 

|acc|el|er|at|ed in r|ec|ent y| e|ars with th|e |activ|e r|ecruitm|ent of nurs|es from d|ev|eloping countri|es by 

som|e d|ev|elop|ed countri|es. Dir|ector of H|e|alth S |ervic|e for Gr|e|at|er Accr|a R |egion h|as d|ecri|ed 

th|e doctor-p|ati|ent r|atio in th |e country, which is |approxim |at|ely on|e doctor to 15259 p |ati|ents |a 

y|e| ar. (GHS-Gr|e|at|er Accr|a R|egion, 2004). Addition|al duty hours |allow|anc| e (ADHA) p|aym|ents 

sch|em|e w|as introduc|ed by th| e gov|ernm|ent of Gh|an|a in 1998 to r|ecogniz |e  

|and r|emun|er|at|e h|e|alth work|ers for |any |addition|al hours work|ed ov|er following strik|es by junior 

doctors in th|e t|e|aching hospit |als prot|esting th |e long hours th |ey work|ed |and th|eir low s|al|ari|es, 

th|ey w|er|e introduc|ed by th |e Ministry of H|e|alth. It w|as hop|ed this would h|elp to motiv|at|e h|e|alth 

work|ers for high|er p|erform|anc|e tow|ards providing improv| ed qu|ality c|ar|e (MOH, 2000).  
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2.14.3 H3: Commitment,Motivation And Service Quality  

Th|e r|el|ationship b|etw|e|en |employ| e|e motiv|ation |and job p|erform|anc|e h|as b|e|en studi |ed in th|e 

p|ast (Vroom, 1964). But high corr | el|ations b|etw|e|en th|e two w|er|e not |est|ablish|ed. How|ev|er, 

l|at|er r|es|e|arch conclud |ed th|at |employ|e|e motiv|ation |and job p|erform|anc|e |ar|e ind|e|ed positiv|ely 

corr|el|at|ed (P|etty |et |al., 1984).  P |etty | et |al. (1984) |argu|e th|at th|e r|el|ationship b|etw|e|en 

motiv|ation, commitm |ent |and p|erform|anc|e (s|ervic|e qu|ality) is circul |ar |and st |arts by |a high 

p|erform|anc|e c|ausing s |atisf|action. According to th |em, wh|en th|e |employ| e|e p|erforms w|ell on |a 

p|articul|ar t|ask, s|atisf|action will occur. B|ec|aus|e of th |e int |ern|al s|atisf|action of th |e |employ| e|e, 

th|e |employ|e|e is motiv |at|ed to try to p |erform w|ell in th |e futur|e (Br|ass, 1981). Low qu |ality of 

h|e|alth s|ervic|e d|eliv|ery in th |e public/priv|at|e h|e|alth s|ector usu|ally occur |as |a r|esult of  l|abour 

forc|e or int|ern|al custom |ers who d|aily f|ac|e |a b|arr|ag|e of workpl|ac|e obst|acl|es th|at frustr|at|e |and 

d|e-motiv|at|e th|em. In |addition, som|e of th|e workpl|ac|e obst|acl|es such |as l |ack of |ess|enti|al tools 

|and |equipm|ent to work with |and poorly t |arg|et|ed in-s|ervic|e tr|aining in |and of th|ems|elv|es 

dir|ectly h|elp to low|er th|e t|echnic|al qu|ality of c|ar|e.  

Al Huss|ein |et |al. (1993) in |a study in th |e c|entr|al r| egion of Gh|an|a into f|actors l|e|ading to poor 

qu|ality of nursing c |ar|e m|ad|e simil |ar obs|erv|ations |about th|e l|ack of b|asic |equipm|ent |and 

suppli|es, |eff|ectiv|e sup|ervision |and in|ad|equ|at|e b|asic tr|aining |as w|ell |as d|el|ay|ed promotions 

|and in|ad|equ|at|e |allow|anc|es n|eg|ativ|ely influ|encing work p|erform|anc|e.  

B|enn|ett |and Fr|anco (2000) d|efin|e motiv|ation in th|e work cont|ext |as |an individu |al’s d|egr|e|e of 

willingn|ess to |ex|ert |and m|aint|ain |an |effort tow|ards org|aniz |ation|al go|als. Th|e d|aily unr|esolv|ed 

frustr|ations of work|ers in th |e h|e|alth s|ervic|e r|educ|e th|eir willingn|ess to |ex |ert |and m|aint|ain 

|efforts tow|ards |att |aining th|e st |at|ed org| aniz |ation|al go|al of providing high qu |ality c|ar|e. 

Mor|eov|er, th|ey p|ent up frustr|ations |ar|e som|etim|es turn|ed outw|ards onto cli |ents in th|e form of 

rud|en|ess, |ang|er, unfri|endly b|eh|avior |and r|es|entm|ent. Th|e probl|ems int |erconn|ect with |e|ach 

oth|er |and |ar| e not |alw|ays simpl |e lin|e|ar r|el|ationships. Improving st |aff motiv |ation in th|e Gh|an|a 
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h|e|alth s|ervic|e r|equir|es |an und|erst| anding of th |e int|er-r|el|at|ed n|atur|e of th |e probl|ems |and th|e 

n|e|ed to d|evis|e solutions th |at simult |an|eously |addr|ess multipl |e int |err|el|at|ed probl|ems. It is 

unlik|ely th|at th|e Gh|an|a H|e|alth S|ervic|e c|an provid|e high qu|ality of c|ar|e to its |end us|ers 

(|ext|ern|al custom |ers) if workpl |ac|e obst|acl|es th|at d|e-motiv|at|e st|aff (int|ern|al custom |ers) |and 

n|eg|ativ|ely influ|enc|e th|eir p|erform|anc|e |ar|e not prop|erly | acknowl|edg|ed |and |addr|ess|ed |as |a 

compl|ex of int|er-r|el|at|ed probl|ems producing |a common r|esult—diss|atisfi|ed poorly motiv|at|ed 

st|aff |and r|esulting poor qu|ality s| ervic|es.  

H|e|alth work|ers should b|e tr|e|at|ed |as int |ern|al custom|ers of th|e h|e|alth syst | em to |en|abl|e th|em to 

d|eliv|er good qu|ality c|ar|e to p|ati|ents (|ext|ern|al custom |ers). An |enh|anc|ed l|ev|el of st |aff 

s|atisf|action with th |e work |environm|ent is most lik |ely to spill ov |er, onto cli |ents |and incr|e|as|e 

s|atisf|action with s|ervic|e qu|ality.  
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CHAPTER THREE 

 METHODOLOGY  

  

3.1   INTRODUCTION  

This ch|apt|er pr|es|ents th |e r|es|e|arch m|ethodology which includ |es th|e r|es|e|arch d|esign, m|ethods 

|and proc|edur|es us|ed in conducting th |e study. It |also includ|es th|e subj|ect r|espond|ents, r|es|e|arch 

instrum|ent, r|es|e|arch |environm|ent or locus of th |e study |and m|ethod of |an|alysis of th |e d|at|a 

g|ath|er|ed. Th|e ch|apt|er h|as th|e following s|ections: r|es|e|arch d|esign, popul |ation of th |e study, 

s|ampl|e |and s|ampling t |echniqu|e, m|ethod of d|at|a coll|ection |and m|ethod of d|at|a  

|an|alysis.   

3.2      RESEARCH DESIGN  

According to S |aund|ers 2005, th|e r|es|e|arch d|esign is th|e g|en|er|al pl|an of how to go |about 

|answ|ering th|e r|es|e|arch qu|estions. H|e furth|er d|escrib|es it |as th|e ov|er|all pl |an of th|e proj|ect. Th|e 

r|es|e|arch d|esign |encomp |ass|es th|e m|ethodology |and proc|edur|e |employ| ed to conduct th |e 

r|es|e|arch. It s|erv|es |as th|e blu|e print for coll |ection, m |e|asur|em|ent |and |an|alysis of d|at|a. Th|e 

d|esign of |a study d|efin|es th|e study typ|e    

There are two types of research Quantitative research and Qualitative research. The former is 

a more logical and data-led approach which provides a measure of what people think from a 

statistical and numerical point of view. Quantitative research can gather a large amount of data 

that can be easily organised and manipulated into reports for analysis.  

Quantitative research largely uses methods such as questionnaires and surveys with set 

questions and answers that respondents tick from a predefined selection. Answers can be 

measured in strengths of feeling such as ‘strongly agree’ ‘disagree’ or numbers such as scales 

out of 10.Qualitative research on the other hand is more focused on how people feel, what they 

http://en.wikipedia.org/wiki/Research
http://en.wikipedia.org/wiki/Research
http://en.wikipedia.org/wiki/Research
http://en.wikipedia.org/wiki/Research
http://en.wikipedia.org/wiki/Research
http://en.wikipedia.org/wiki/Research
http://en.wikipedia.org/wiki/Research
http://en.wikipedia.org/wiki/Research
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think and why they make certain choices. For the purpose of this study the quantitative 

approach was utilized due to the amount of data to be gathered and statistical results required  

  

  

This r|es|e|arch us|es |explor|atory |as w| ell |as |expl|an|atory r|es|e|arch |appro|ach|es. Explor|atory 

|appro|ach, which by Robson 2002, is |a v|alu|abl|e m|e|ans of finding out wh|at is h|app|ening, 

s|e|eking n|ew insights, |asking qu|estions |and |ass|essing ph|enom|en|a in |a n|ew light. Th|e r|es|e|arch 

d| esign |also |encomp|ass|es th|e m|ethods |and m|ethodology |adopt|ed. R|es|e|arch m|ethods |ar|e th|e 

t|echniqu|es |and proc|edur|es us|ed to obt|ain |and |an|alys|e d|at|a (S|aund|ers 2005). In this r|es|e|arch, 

only qu|estionn|air|e w|as th|e m|ethod of obt|aining d|at|a to |addr|ess th|e r|es|e|arch obj|ectiv|es. 

R|es|e|arch m|ethodology on th |e oth|er h|and r|ef|ers to th |e th|eory of how th |e r|es|e|arch should b|e 

und|ert|ak|en (S|aund|ers 2005), b|asic|ally th|e r|es|e|arch proc|ess.  

  

 3.3     POPULATION OF THE STUDY  

Popul|ation is th|e full s |et of c|as|es from which |a s|ampl |e is t|ak|en (S|aund|ers, 2005). A group of 

p|eopl|e who |ar|e th|e subj |ect to |a pi|ec|e of r|es|e|arch is known |as th|e popul |ation (Coh|en, L |et |al 

2000). Th|e popul|ation of this study w|as hospit|al, clinics |and h|e|alth c|entr|es in th|e Gr|e|at|er Accr|a 

R|egion, both th|e public |and priv|at|e s|ector. How|ev|er, d|at|a w|as sought only from m |edic|al 

doctors.  

3.4   SAMPLE AND SAMPLING TECHNIQUE  

Coh|en, L |et |al (2000) s |ays th|at it is oft|en not f|e|asibl|e to inv|estig|at|e th|e |entir|e "popul|ation" - 

for r|e|asons of cost, tim |e, |acc|essibility, |etc. - r|es|e|arch|ers |ar|e oft|en oblig|ed to obt |ain d|at|a from 

|a sm|all|er group, known |as |a "subs|et" of th|e popul|ation.  Th|er|efor|e, r|es|e|arch|ers (usu|ally) s|e|ek 
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to d|efin|e th|e subs|et in such |a w|ay th|at th|e d|at|a obt|ain|ed will b|e r|epr|es|ent|ativ|e of th|e tot |al 

popul|ation. S |aund|ers 2005 id |entifi|es two m |ain typ |es of s|ampling t |echniqu|e, prob|ability or 

r|epr|es|ent|ativ|e s|ampling t |echniqu|e |and th|e non prob|ability or judg|em|ent|al s|ampling t|echniqu|e. 

S|aund|ers 2005 d|efin|es prob|ability s|ampling |as |a s|ampling t|echniqu|e in which |ev|ery m|emb|er 

of th|e popul|ation will h |av|e |a known non - z |ero prob|ability of s |el|ection, whil |e |a non - 

prob|ability s|ampling is |a s|ampling t|echniqu|e in which units of |a s|ampl |e |ar|e s|el|ect|ed on th|e 

b|asis of p|erson|al judg|em|ent or conv|eni|enc|e.  

Th|e study w|as conduct |ed on |a s|ampl|e siz |e of on|e hundr|ed |and fifty (150) m |edic|al doctors 

|across v|arious hospit |als |and h|e|alth c|entr|es within th |e Accr|a M|etropolis. This s |ampl|e w|as 

obt|ain|ed using th|e non - prob|ability s|ampling t |echniqu|e, sp|ecific|ally conv|eni|enc|e s|ampling. 

Conv|eni|enc|e s|ampling involv|es s|el|ecting h|aph| az |ardly thos|e c|as|es th|at |ar|e |e|asi|est to obt|ain for 

your s|ampl|e (S|aund|ers 2005). Th|e popul|ation of this study h |as littl |e v|ari|ation, thus th |e probl|em 

of m|aking fl|aw| ed g|en|er|alis|ations using this m |ethod is minimiz |ed. This proc|ess of s|el|ection 

w|as continu|ed until th|e r|equir|ed s|ampl|e siz |e w|as |att|ain|ed.  

Table 3:1  

Hospital  Est.  Dr Pop.  Sample size  Sample Process  

Afariwaa Medical Center  20 <  2  Convenience Sampling   

Romans Medical Center  10 <  1  Convenience Sampling   

Holy Cross Clinic  15 <  3  Convenience Sampling   

Kaneshi Polyclinic  10 <  7  Convenience Sampling   

Korle - bu Teaching Hospital  500 <  15  Convenience Sampling   
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Bennette Memorial Clinic  10 <  1  Convenience Sampling   

Cantoment Hospital  10 <  5  Convenience Sampling   

St Patrick Hospital  10 <  1  Convenience Sampling   

SDA Clinic  20 <  1  Convenience Sampling   

Adabraka Clinic  10 <  2  Convenience Sampling   

Yentumi Boayitey Clinic  10 <  1  Convenience Sampling   

Catholic Clinic  20 <  2  Convenience Sampling   

Ga South District Hospital  5 <  3  Convenience Sampling   

Nyaho Medical Center  30 <  10  Convenience Sampling   

Ridge Hospital  100<  1  Convenience Sampling   

Lister Hospital  10 <  2  Convenience Sampling   

Martins De Porres Hospital  5 <  1  Convenience Sampling   

Ascension Hospital  15 <  1  Convenience Sampling   

Methodist Hospital  10 <  2  Convenience Sampling   

Gloryve Medical Center  5 <  5  Convenience Sampling   
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Christ For us hospital  10 <  1  Convenience Sampling   

Faith Hospital  20 <  2  Convenience Sampling   

Fecty Hospital  15 <  7  Convenience Sampling   

37 Military Clinic  100 <  16  Convenience Sampling   

Police Hospital  30<  4  Convenience Sampling   

Legon Hospital  20 <  2  Convenience Sampling   

Family Health Hospital  10 <  1  Convenience Sampling   

Katherine Clinic  30 <  20  Convenience Sampling   

Elikem Herbal Center  10 <  1  Convenience Sampling   

 Total  1000<  120     

  

 3.5   METHOD OF DATA COLLECTION  

D|at|a c|an b|e coll |ect|ed from two m |ain sourc|es, th|e prim|ary sourc|e |and s|econd|ary sourc|e. 

Prim|ary d|at|a is d|at|a coll |ect|ed sp|ecific|ally for th |e r|es|e|arch und|er study. It usu |ally t|ak|es th|e 

form of obs|erv|ations, int |ervi|ews |and qu|estionn|air|es. For this r|es|e|arch, coll |ecting d|at|a by 

obs|erv|ation, or int |ervi|ews w|as ignor|ed; qu|estionn|air|e w|as th|e prim|ary sourc|e of d|at|a. 

Qu|estionn|air|es w|er|e |administ |er|ed to m|edic|al doctors in hospit |als visit|ed. R|espons|es to th|e 

qu|estionn|air|es w|er|e th|er|efor|e th|e sourc|e of d|at|a for th|e study. S |econd|ary d|at|a |according to 
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S|aund|ers 2005, is d |at|a coll |ect|ed |alr|e|ady for som |e oth|er purpos|e, this study how |ev|er do|es not 

m|ak|e us|e of this typ| e of d|at|a.   

  

3.6   METHOD OF DATA ANALYSIS  

D|at|a th|at is not int |erpr|et|ed |and |an|alys|ed conv|eys littl |e or no m |e|aning to |end us|ers. Th|er|e is 

th|e n|e|ed to |an|alys|e d|at|a |aft|er coll |ection to m |ak|e conclusions |and m|e|aningful 

r|ecomm|end|ations. Th|er|e |ar|e v|arious d|at|a |an|alysis t |echniqu|es such |as v|arious typ|es of gr|aphs 

|and ch|arts, building mod |els |and r|el|ationships b|etw|e|en v|ari|abl|es to |est|ablish |a tr|end, writ|er’s 

judg|em|ent |and oth |er st |atistic|al |an|alysis tools. Th |e typ|e of |an|alysis t |echniqu |e will how|ev|er 

d|ep|end on th|e typ|e of d | at|a, qu|antit|ativ|e or qu|alit|ativ|e d|at|a.  Th|e St|atistic|al P |ack|ag|e for th |e 

Soci|al Sci|enc|es (SPSS) w|as us|ed in |an|alysing th |e qu|antit|ativ|e d|at|a. Among its f|e|atur|es |ar|e 

modul|es for st|atistic|al d|at|a |an|alysis, including d|escriptiv|e st|atistics such |as plots, fr|equ|enci|es, 

ch|arts, |and lists, |as w|ell |as sophistic|at|ed inf|er|enti|al |and multiv|ari|at|e st|atistic|al proc|edur|es lik|e 

|an|alysis of v|ari|anc|e (ANOVA), f|actor |an|alysis, clust |er |an|alysis, |and c|at|egoric|al d|at|a |an|alysis.   

  

  

3.7   ACCRA METROPOLIS  

Accr|a is th|e c|apit|al |and l|arg|est city of Gh|an|a, with |an |estim|at|ed urb|an popul|ation of 2.27 

million |as of 2012. It is |also th|e c|apit|al of th |e Gr|e|at|er Accr|a R|egion |and of th|e Accr|a 

M|etropolit|an District, with which it is cot |erminous. Accr|a is furth|ermor|e th|e |anchor of |a l|arg|er 

m|etropolit|an |ar|e|a, th|e Gr|e|at|er Accr|a M|etropolit|an Ar|e|a (GAMA), which is inh |abit|ed by |about 

4 million p|eopl|e, m |aking it th|e s|econd l|arg|est m|etropolit|an conglom |er|ation in Gh|an|a by 

popul|ation, |and th |e |el|ev|enth-l|arg|est m| etropolit|an |ar|e|a in Afric| a. Accr|a str|etch|es |along th|e 
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Gh|an|ai|an Atl|antic co|ast |and |ext|ends north into Gh|an|a's int |erior. Accr|a s|erv| es |as th|e Gr|e|at|er 

Accr|a r|egion's |economic |and |administr|ativ|e hub. It is furth |ermor|e |a c|entr|e of |a wid|e r|ang|e of 

nightclubs, r|est|aur|ants |and hot|els. Th|e c|entr|al busin|ess district of Accr|a cont|ains th|e city's 

m|ain b|anks |and d|ep|artm|ent stor|es, |and |an |ar|e|a known |as th|e Ministri|es, wh|er|e Gh|an|a's 

gov|ernm |ent |administr|ation is conc|entr|at|ed. Economic | activiti|es in Accr|a includ|e th|e fin|anci|al 

|and |agricultur|al s|ectors, Atl |antic fishing, |and th|e m|anuf|actur|e of proc|ess|ed food, lumb|er, 

plywood, t|extil|es, clothing |and ch| emic|als.  

3.7.1   Popul|ation |and Popul |ation Tr|end   

With |a popul|ation of |about 1,695,136 million p|eopl|e (2000 N|ation|al Popul |ation C|ensus),  

Accr|a, Gh|an|a’s c|apit |al sinc|e 1877, is tod|ay on| e of th|e most popul|at|ed |and f|ast growing  

M|etropolis of Afric|a with |an |annu|al growth r| at|e of 3.36%. It is |estim|at|e th|at th|e city  

|accommod|at|es b|etw|e|en 2.5 million to 3 million p |eopl|e in t|erms of socio-|economic |activiti|es 

|asid|e th|e r|esid|enti |al dim|ension c|aptur|ed by th |e 2000 N|ation|al Popul |ation C |ensus.  Th|e 

prim|acy of th |e Accr|a M|etropolit|an Ar|e|a |as |an |administr|ativ|e, |educ|ation|al, industri|al |and 

comm|erci|al c|entr|e in |attr|acting p|eopl|e from |all ov|er Gh|an|a, continu|es to b|e th|e m|ajor forc| e 

for r|apid popul|ation growth, with migr |ation contributing to ov |er 35% of th |e popul|ation 

incr|e|as|e.   

Th|e p|eriod b|etw|e|en 1960 |and 1970 s|aw r|apid industri |alis|ation |and |exp|ansion in Accr|a's 

m|anuf|acturing |and comm |erci|al s|ectors. This contribut |ed to high rur|al-urb|an migr|ation to th |e 

city, |and cons|equ|ently | a high popul|ation growth r|at|e. Th|e st|agn|ation of th |e Gh|an|ai|an |economy 

during th|e 1970s slow|ed th|e growth of Accr|a’s popul|ation, |as shown by th |e f|alling growth r|at|e 

of th|e 1970-1984 int |erc|ens|al y|  e|ars. L|at|er, how|ev|er, th|e d|eclin|e in |agricultur|e in rur|al 

communiti|es in Gh|an|a |and rising industri|alis|ation in urb|an r|egions, coupl |ed with th|e l|at|e-

1980s boom in th|e s|ervic|e s|ector, onc|e |ag|ain prop|ell|ed immigr|ation to Accr|a. Th|e prim|acy of 
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th|e Accr|a M|etropolit |an Ar|e|a |as th|e Gr|e|at|er Accr|a r|egion's |administr|ativ|e, |educ|ation|al, 

industri|al |and comm |erci|al c| entr|e continu|es to b|e th|e m|ajor forc|e for its popul |ation growth, 

with immigr|ation contributing to ov |er 35% of th|e Accr|a's popul|ation growth.   

3.7.2  Distribution |and d |ensity  

Th|e gross d|ensity of popul |ation for th |e Accr|a M|etropolit|an Ar|e|a in 2000 w|as 10.03 p|ersons 

p|er h|ect|ar|e, comp|ar|ed to 6.23 p|er h|ect|ar|e in 1970. Th|e high|est d|ensiti|es w|er|e r|ecord|ed in th|e 

Accr|a M|etropolit|an Ass|embly, with |an ov|er|all |av|er|ag|e of 69.3 p|ersons p|er h|ect|ar|e. At th|e 

community l |ev|el, d|ensiti|es |exc|e|eding 250 p|ersons p|er h|ect|ar|e occurr|ed mostly in th |e 

immigr|ant |and d|epr|ess|ed |ar|e|as in th |e old|est p|arts of Accr|a, such |as Accr|a N|ew Town, Nim |a, 

J |am|es Town |and Ussh|er Town. In high|er-incom|e |ar|e|as, d|ensiti|es r|ang|ed b|etw|e|en 17.5 |and 40 

p|ersons p|er h|ect|ar|e.  

  

  

3.7.3   Popul|ation distribution by |ag|e |and g|end|er   

Accr|a’s popul|ation is |a v|ery youthful on|e, with 56% of th |e popul|ation b|eing und|er 24 y|e|ars of 

|ag|e. This pr|edomin|anc|e of young p|eopl|e is not |exp|ect|ed to d|eclin|e in th |e for|es|e|e|abl|e futur|e. 

Fifty-on|e p|erc|ent (51%) of th |e popul|ation |ar|e f|em|al|es, |and th|e r|em|aining 49% m |al|es. This 

giv|es |a m|al|es-to-f|em|al|es r|atio of 1:1.04. Th|e gr|e|at|er numb|er of f|em| al|es is |a r|efl|ection of th |e 

n|ationwid|e tr|end, wh|er|e th|e |estim|at|ed r|atio of m|al|es to f|em|al|es is 1:1.03.   
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CHAPTER FOUR  

DATA ANALYSIS, FINDINGS, AND DISCUSSIONS  

4.1  Introduction  

Th|e r|esults |and th|e findings of th |e study |ar|e pr| es|ent|ed in this ch|apt|er. R |el|ev|ant discussions of 

th|e findings |ar|e pr|es|ent|ed in light of th|e study’s obj |ectiv|es |and p|ertin|ent lit|er|atur|e.   

Th|e pr|es|ent|ations in th |e ch|apt|er st|art with |an ov|ervi|ew of d|at|a coll |ect|ed |and d|emogr|aphic 

profil|e of th|e r|espond|ents, |and th|en d|escriptiv|e summ |ary of th |e k|ey issu |es (motiv|ation, 

commitm|ent, |and s|ervic|e qu|ality) b|eing inv|estig|at|ed into within th|e r|es|e|arch cont|ext.   

Th|e subs|equ|ent s|ections focus on pr|es|enting th |e st|atistic|al t|echniqu|es |and proc|edur|es |employ|  

ed in |estim|ating th |e study’s propos|ed fr|am|ework, th |e r|esults, |and discussions of th |e findings 

th|er|eof.   

4.2  Ov|ervi|ew of study |and d |at|a coll|ect|ed  

This study w|as c| arri|ed to prim|arily |ex |amin|e th|e |eff|ects of |employ|e| e motiv|ation |and 

commitm|ent on s|ervic|e qu|ality in h|e|althc|ar|e d|eliv|ery in Gh|an|a. Sp|ecific|ally, th|e t|arg|et 

inform|ants consid|er|ed in th |e study w|er|e doctors. Qu|estionn|air|es w|er|e us|ed to c|aptur|e th|e 

r|el|ev|ant d|at|a.   

In |all, 150 qu|estionn|air|es w|er|e |administ |er|ed. 130 w|er|e r|ec|eiv|ed. Insp|ections through th |em 

r|ev|e|al|ed |a lot of missing d |at|a v|alu|es on 2 of th |em |and h|enc|e r|ej|ect|ed. 128 w|er|e thus us|ed for 

|an|alysis purpos|es, which r|epr|es|ent|ed |an |eff|ectiv|e r|espons|e r|at|e of 85.33%. Th |e d|emogr|aphic 

profil|e of th|e r|espond|ents |ar|e pr|es|ent|ed |as follows:   

4.3  D|emogr|aphic profil |e of r|espond |ents  

To g|et  r|epr|es|ent|ativ|e r|espons|es for th|e study, th | e r|es|e|arch|er coll |ect|ed d|at|a from thr|e|e k|ey 

typ|es of h|e|alth f|aciliti |es in th|e country. Th|e r|esults |as shown in t|abl|e 4.1 show th |at d|at|a for th|e 
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study w| er|e coll |ect|ed from 43.3%, 45.7%, |and 11.0% doctors in Public, Priv |at|e, |and Missions 

hospit|als. Simil |arly, f|air r|espons|es w|er| e coll |ect|ed from m|al|e (61.4%) |and f|em|al|e (38.6%) 

doctors.  

  

T|abl|e 4.1: D|emogr|aphic br|e|akdown of inform| ants   

   Fr|equ|ency  P |erc|ent  

F|acility typ|e  

Public  

Priv|at|e  

55  

58  

43.3%  

45.7%  

 Missions  14  11.0%  

  

V|alid N  

  

127  

  

  

  

G|end|er  

M|al|e  

F|em|al|e  

78  

49  

61.4%  

38.6%  

  

V|alid N  

  

127  

  

  

  

Y|e|ars of s|ervic|e  

Und|er 5 y|e|ars 6 

to 10  

11 to 15 y|e|ars  

33  

36  

32  

27.0%  

29.5%  

26.2%  

 16 to 20 y|e|ars  13  10.7%  

 
Mor |e th|an 20 y|e|ars  8  6.6%  

 V|alid N  122    

Sourc|e: Fi|eld study (2015)  

L|astly, |ad|equ|at|e knowl|edg|e |and |exp|eri|enc|e of th|e inform|ants in th|eir prof|ession on th|e issu|es 

b|eing inv|estig|at|ed into in th |e study w|er|e k|ey to th |e r|es|e|arch|er.  D| at|a on th |e y|  e|ars of s|ervic|e 

of th|e inform|ants in th |eir f|aciliti|es w|er|e thus coll |ect|ed. Th|e r|esults |as shown in t |abl|e 4.1 

indic|at|e th|at 27.0%, 29.5%, 26.2%, |and 6.6% r|esp|ectiv|ely h|av|e b|e|en in th|eir r|esp|ectiv|e h|e|alth 
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f|aciliti|es for l|ess th |an 5 y|e|ars, 6 to 10 y|e|ars, 11 to 15 y| e|ars, 16 to 20 y|e|ars, |and mor| e th|an 20 

y|e|ars.   

Giv|en th|at most of th |e r|espond|ents h|av|e sp|ent | at l|e|ast 5 y|e|ars in th |e prof|ession g|av|e th|e 

r|es|e|arch|er th|e hop|e th |at th|ey poss|ess good |exp|eri|enc|e in th|e job |and could provid|e r|espons|es 

th|at |ad|equ|at|ely r|efl|ect th| e issu|es b|eing und|erstudi|ed.  

G|en|er|ally, it c|an b|e s|e|en th|at |at l|e|ast |ad|equ|at|e numb|er of r|espons|es w|er|e coll |ect|ed from |e|ach 

c|at|egory of th |e st|affing structur|e of doctors in th |e country. Notwithst |anding this, |any pot|enti|al 

|eff|ects of th|es|e d|emogr|aphic f|actors on th|e m|ain conc|epts of th|e study w|er| e |ex |amin|ed |and 

controll|ed prior to |estim|ating th|e propos|ed mod|el for th|e study. Th|e subs|equ|ent s|ections 

|ex |amin|e th|eir p|erc|eptions on s|ervic|e qu|ality in th |e h|e|alth f|aciliti|es, th |eir motiv|ation |and 

commitm|ent l|ev|el.   

4.4  L|ev|el of motiv|ation |among doctors   

Th|e first sp|ecific obj|ectiv|e of th|e study w|as to |ex |amin|e th|e l|ev|el of motiv |ation |among doctors. 

Motiv|ation w|as conc|eiv|ed in th|e study |as |a bi-dim|ension|al construct, comprising of intrinsic 

|and |extrinsic f|actors. A fiv|e point sc|al|e, m|e|asuring from 1=strongly dis |agr| e|e, 2=dis |agr| e|e, 

3=n|eutr| al, 4=|agr|e|e, to 5=strongly |agr|e|e w|as us|ed to m|e|asur|e th|em. In |all, 13 it |ems |e|ach w|er|e 

us|ed to | ass|ess intrinsic |and |extrinsic motiv |ation. Th|e summ |ary of th |e r|esults obt|ain|ed |ar|e 

pr|es|ent|ed |as follows:  

  

4.4.1  L|ev|el of intrinsic motiv| ation |among doctors  

At th|e workpl|ac|e, Am|abil|e (1993) points out th |at intrinsic motiv |ation is pr|es|ent wh|en 

individu|als s|e|ek |enjoym | ent, int |er|est, s|atisf|action of curiosity, s |elf-|expr|ession, or p|erson|al 

ch|all|eng|e in th|e work.   
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T|abl|e 4.2: L|ev|el of intrinsic motiv|ation |among doctors  

ITEMS  N  Min  M|ax  M|e|an  SD  

1.  
I |enjoy working on n |ew h|e|alth c|as|es  

127 
 1  5  3.64  1.029  

2.  I f|e|el |an inn|er s |atisf |action wh|en I’m p|art of |an 128 outr|e|ach 

t|e|am  

2  5  3.98  .827  

3.  I |enjoy contributing to h|e|althc|ar|e r|es|e|arch  121  1  5  3.86  .986  

4.  I |enjoy h|elping p|ati|ents r|ecov|er  127  1  5  3.87  .891  

5.  Th|e m|ajor s|atisf|action in my lif |e com|es from my job  
127  1  5  3.87  .951  

6.  Pursuing my c |ar|e|er is import |ant to my s|elf-im|ag|e  126  1  5  3.84  .958  

7.  I’m motiv|at|ed wh|en I g|et r|ecogniz|ed by p|e|ers  
127  1  5  3.98  .873  

8.  I |am notic|ed wh|en I do |a good job  122  1  5  3.94  .939  

9.  
I f|e|el v|alu|ed wh|en r|ecogniz|ed by s|enior m|an|ag|em|ent 

128 
 1  5  3.84  .986  

 10. I’m |excit |ed wh|en I g|et full cr |edit for th|e work I do  
126 

 1  5  3.91  .886  

 11. I f|e|el |a p|erson|al oblig|ation to giv|e out my b|est  
127 

 1  5  3.88  .956  

12. I don’t n|e|ed to b|e told wh|at I |alr|e|ady know I h|av|e to 127 

do  

1  5  3.98  .864  

 13. I work h|ard b|ec|aus|e I w|ant to b|e th|e b|est  
126 

 1  5  4.06  .874  

Ov|er|all m |e|an scor|e  109  2.62  4.85  4.01  .569  

Sourc|e: Fi|eld study (2015)  

Among th|e doctors consid|er|ed in th|e study, th|e r|esults |as shown in t|abl|e 4.2 g|en|er|ally indic|at|e 

th|at th|ey h|av|e |an |ad|equ|at |e l|ev|el of this inn|er driv|e n|ec|ess|ary to c|arry out this work, giv |en th|at 

th|e ov|er|all m|e|an scor|e (M=4.01; SD=.569; n=109) obt |ain|ed on th|e 5 point sc|al|e |employ| ed 

w|as f|ar |abov|e th|e mid-point (i.|e. 3.00) of th |e sc|al|e which r|epr|es|ents |a l |ev|el of indiff|er|enc|e in 

th|e r|espond|ent’s scor|es.   

In ord|er of high|er m|e|an scor|es, |an |av|er|ag|e r|espond|ent indic|at|es th|at h|e/sh |e works h|ard b|ec|aus|e 

h|e/sh|e w|ant to b| e th|e b|est, f|e|els |an inn|er s|atisf|action in working, do|es not n|e|ed to b|e told wh|at 

h|e/sh|e know h|as to b |e don|e, |and f|e|els motiv|at|ed wh|en r|ecognis| ed by oth |ers.   
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4.4.2  L|ev|el of |extrinsic motiv|ation |among doctors  

Am|abil|e (1993) |also indic|at|es th|at individu|als |ar|e |extrinsic|ally motiv |at|ed wh|en th|ey | eng|ag|e 

in th|e work in ord|er to obt |ain som|e go|al th|at is |ap|art from th|e work its |elf. Th|e r|esults shown 

in t|abl|e 4.3 provid|e th|at th|e doctors consid|er| ed in th|e study |ar|e |also p|artly motiv |at|ed 

|extrinsic|ally in th|eir job |and thus work to obt|ain som|e b|en|efits oth|er th|an th|e work its|elf, giv|en 

th|at |an ov|er| all m|e|an scor|e obt|ain|ed on th|e 13 it |ems w|as 3.94 (SD=.551; n=120) |and w|as |abov|e 

3.00 |and could b|e |approxim |at|ed to 4.00.  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

T|abl|e 4.3: L|ev|el of |extrinsic motiv|ation |among doctors  

ITEMS  N  Min  M|ax  M|e|an  SD  

 1. I f|e|el motiv|at |ed wh|en my p| ay /s|al|ary incr |e|as|es  
128 

 1  5  3.66  1.053  

2. I chos|e this job b|ec|aus|e of th|e r|esp|ect giv|en to th|e 128 

prof|ession  
1  5  3.73  .984  

3. I’m mor |e lik|ely to giv|e out my b|est if oth|er work 128  

b|en|efits (i.|e |allow|anc|es) |ar|e p|aid on tim|e)  

1  5  3.82  1.007  

 4. I b|eli|ev|e in |equ|al p|ay for |equ|al work  
128 

 1  5  3.82  .817  

5. Work |environm|ent h|as |a gr|e|at imp|act on my 126 

productivity  

1  5  3.80  .867  
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6. I do w|ell wh|en I know th|e st|and|ards of work 127  

|exp|ect|ed of m|e.  

1  5  3.98  .854  

7. I will do b|ett|er if I h |av|e |a cl|e|ar und|erst |anding of my job 

r|esponsibiliti |es |and wh|at is |exp|ect|ed of 
126 

m|e.  

1  5  3.86  .986  

8. I do f |ar b|ett|er if my imm| edi |at|e sup|ervisor giv|es 125 m|e 

f|e|edb|ack on my job  

1  5  3.94  .836  

9. H|aving |a cl |e|ar c |ar|e|er p|ath would motiv|at|e m|e to 127 giv|e 

out my b|est  

1  5  3.85  .926  

 10. I lov|e working with minim|al sup|ervision  
128 

 1  5  3.87  .908  

11. L|e|ad|ership styl |e of my sup|ervisor c|an |aff|ect my 127 

output  
1  5  3.97  .806  

12. I b|eli|ev|e h|e|alth work|ers should b|e |accord|ed much 128 

r|esp|ect if th|ey n|e|ed to giv|e out th|eir b|est  

1  5  3.93  .941  

13. Diff|er|ent r|ew|ard syst |ems should b|e d|ev|elop|ed for 

diff|er|ent c|at|egory of h|e|alth work|ers if th|ey n|e|ed 
128 

to 

giv|e out th|eir b|est  

2  5  4.11  .806  

Ov|er|all m |e|an scor|e  120  2.46  4.85  3.94  .551  

Sourc|e: Fi|eld study (2015)  

Sp|ecific|ally, |among th |e 13 it |ems, it found th |at r|ew|ard syst |ems th|at r|efl|ect work p|erform|anc|e 

is wh|at is s|e|en |as mor|e motiv|ating to |an |av|er|ag|e doctor who p|articip|at|ed in th|e study. Furth|er, 

|a comp|arison b|etw|e|en th|e ov|er|all m|e|an scor|es obt|ain|ed on |e|ach dim |ension of motiv |ation show 

th|at th|es|e doctors |ar|e mor|e motiv|at|ed intrinsic|ally, giv|en Intrinsic motiv |ation = (M=4.01; 

SD=.569; n=109) |and Extrinsic motiv |ation =3.94, SD=.551; n=120)  

4.5  L|ev|el of commitm|ent |among doctors  

Th|e study |also sought to |ex |amin|e th|e l|ev|el of commitm |ent |among doctors. R |el|ev|ant lit|er|atur|e 

sugg|est th|at commitm |ent is both th|e willingn|ess to p|ersist in |a cours|e of |action |and r|eluct|anc|e 

to ch|ang|e pl|ans, oft|en owing to |a s|ens|e of oblig|ation to st|ay th|e cours|e (V|anc|e, 2006). In 

|ass|essing this |among th |e doctors, 14 it |ems w|er|e |ad|apt|ed from lit |er|atur|e which b|asic|ally 

m|e|asur|e both job commitm |ent |and org|anis|ation|al commitm |ent. Th|e |ass|essm|ent w|as don|e 

using |a 5 point sc|al|e, which m|e|asur|ed from 1=strongly dis |agr|e|e to 5=strongly |agr|e|e. Th|e 

r|esults of th|e |ass|essm |ent |ar|e shown in t|abl|e 4.4.   
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Conc|erning commitm |ent, th|e ov|er|all m|e|an scor|e (M=3.74; SD=.674; n=123) on th |e 14 it |ems 

|as shown in t |abl|e 4.4 r|ev|e|als th|at |an |av|er|ag|e r|espond|ent in th|e study is som |ehow committ |ed 

to his/h|er job |and th|e org|anis|ation. Th|e scor|es on th|e sp|ecific it|ems |also show th|at th|e doctors 

who p|articip|at|ed in th |e study som |ehow h|av|e littl |e commitm |ent, giv|en th |at non|e of th|e it |ems 

w|as scor|ed by | an |av|er|ag|e r|espond|ent to b|e 4.0 or mor|e, | and with som|e scor|es |ev|en closur|e to 

th|e mid-point of th|e sc|al|e r|epr|es|enting l|ev|el of indiff|er|enc|e. Comp|aring th |es|e scor|es to th|at of 

motiv|ation, it c|an b|e s|aid th|at th|e r|espond|ent’s commitm |ent l|ev|el is low|er th|an th|eir l|ev|el of 

motiv|ation |at th|e workpl|ac|e.  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

T|abl|e 4.4: L|ev|el of commitm| ent |among doctors  

ITEMS  N  Min  M|ax  M|e|an  SD  

1.  It would b|e v|ery h|ard for m|e to l|e|av|e my org|aniz|ation 

right now.  

127  1  5  3.42  1.003  

2.  I s|e|e mys|elf |as p|art of this org|aniz|ation.  127  2  5  3.68  .815  

3.  I f|e|el |emotion|ally |att|ach|ed to this org|aniz|ation.  
126  1  5  3.92  .873  

4.  I f|e|el bond|ed to this org|aniz|ation.  127  1  5  3.80  .960  

5.  This is th|e b|est org|aniz|ation to work for.  
127  1  5  3.87  .858  

6.  I |am not thinking of ch |anging to |anoth|er 125 org|aniz|ation.  1  5  3.78  .932  

7.  I will lik|e to sp |end gr|e|at|er p|art of my working lif |e 126 in 

this org|aniz|ation.  

1  5  3.81  .936  
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8.  I |am proud to t|ell oth|ers |about my work in this 127 

org|aniz|ation.  

1  5  3.83  .924  

9.  I b|eli |ev|e th|at this org|aniz|ation h|as my int |er|ests |at 127 

h|e|art.  
1  5  3.72  .906  

10. My org|anis|ation g|en|er|ally h|as |employ|e|e int|er|est |at 127 

h|e|art.  

1  5  3.80  .903  

11. My sup|ervisor’s visibly d |emonstr|at|es |a 127 commitm|ent to 

qu|ality.  
1  5  3.44  .905  

12. Top m|an|ag|em|ent |ensur|es th|at tools n|e|ed|e work 

|ar|e |av|ail|abl|e.  

d for 127  1  5  3.60  1.049  

13. Top m|an|ag|em|ent visibly d|emonstr |at|es 

commitm|ent to |employ|e|e w|ellb|eing.  
th|eir 127  1  5  3.58  1.123  

14. Top m|an|ag|em|ent visibly d|emonstr |at|es 

commitm|ent to custom|er s|atisf |action.  

th|eir 127  1  5  3.69  1.082  

Ov|er|all m |e|an scor|e  123  2.21  4.71  3.74  .674  

Sourc|e: Fi|eld study (2015)  

  

4.6 N|atur|e of s|ervic|e qu |ality in h |e|alth f|aciliti|es |as p |erc|eiv|ed by doctors  

Th|e study furth|er |explor|ed into th |e doctors’ p|erc|eptions on th |e n|atur|e of s |ervic|e qu|ality in 

h|e|alth f|aciliti|es. In c| arrying out this |ass|essm|ent, th|e r|es|e|arch|er r|eli|ed on P |ar|asur|am|an |et |al.’s 

(1988) conc|eptu|aliz |ation of s|ervic|e qu|ality |and |accordingly op|er|ation|aliz |ed it |as |a 5 

dim|ension|al constructs, th|at is, r|eli|ability, |assur|anc|e, t|angibl|es, |emp|athy, | and r|esponsiv|en|ess. 

R|esp|ectiv|ely, 4, 4, 6, 5, |and 4 it |ems w|er|e us|ed to m | e|asur|e th|es|e subcompon|ents of s|ervic|e 

qu|ality. Th|e r|espond|ents w|er|e |ask|ed to us|e |a 5 point sc|al|e, m|e|asuring from 1=not s|atisf|actory 

to 5 |extr|em|ely to indic|at|e wh|at th|ey think p |ati|ents p|erc|eiv|e f|acility’s s |ervic|es to b|e. Th|e 

summ |ary of this |ex |amin|ation is pr|es|ent|ed |as follows:  

T|abl|e 4.5: Doctors p |erc| eptions on s|ervic|e qu |ality  

N  Min  M|ax  

1. R|eli|ability  127  1.25  5.00  3.91  .776  

2. Assur|anc|e  125  1.75  5.00  3.80  .859  

3. T|angibl|es  112  1.83  5.00  3.86  .752  

Dim 
| ensions   M 

| e 
| an   SD   
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4. Emp|athy  124  1.80  5.00  3.76  .761  

5. R|esponsiv|en|ess  123  1.75  5.00  4.10  .777  

Intrinsic motiv|ation  109  2.62  4.85  4.01  .569  

Extrinsic motiv|ation  120  2.46  4.85  3.94  .551  

Commitm|ent   123  2.21  4.71  3.74  .674  

Sourc|e: Fi|eld study (2015)  

Th|e r|eli|ability dim |ension of s|ervic|e qu|ality r|ef|ers to |as th|e |employ| e|es’ | ability |and willingn|ess 

to und|ert|ak|e th|e |exp|ect|ed s|ervic|e consist |ently |and pr|ecis|ely (B|erry |et |al., 1991). From th |e 

t|abl|e 4.5, it c|an b|e obs|erv|ed th|at r|espond|ents t|end to b|e s|atisfi|ed with |all th|e st|at|em|ents und|er 

r|eli|ability; this is shown by m | e|an scor|es |abov|e 3.0 (th|e midpoint of th |e sc|al|e). This r|efl|ect|ed 

in th|e ov|er|all |av|er|ag|e of [M |e|an=3.91; |and SD=0.776], implying th |at th |e |av|er|ag|e p|articip|ant 

h|e|alth work|er in this study p| erc|eiv|e to |a l|arg|e |ext|ent th|at hospit|als in Gh|an|a provid|es r|eli|abl|e 

s|ervic|es.  

Th|e |assur|anc|e qu|ality dim |ension of |a s|ervic|e |expl|ains th|e d|egr|e|e of fri |endlin|ess, cr|edibility, 

trustworthin|ess |and comp |et|enc|e of st |aff to inspir|e custom |ers to h|av|e confid|enc|e in th|em, th|e 

s|ervic|e provid|ed (P|ar|asur|am|an |et |al., 1988; |and B|erry |et |al., 1991). As shown in t |abl|e 4.5, |an 

|av|er|ag| e scor|e of 3.798 (SD=0.859], sugg|ests th |at, ov|er|all, m|edic|al st|aff who p|articip|at|ed in 

th|e study on |av|er|ag|e p|erc|eiv|e |a high |assur|anc|e qu|ality in th|e Gh|an|ai|an h|e| alth s|ervic|es.  

Th|e t|angibl|es |asp|ect of qu |ality of |a s|ervic|e m|e|asur|es th|e |app|e|ar|anc|e of s |ervic|e f|aciliti|es, 

|equipm|ent, provid|ers/st |aff |and s|ervic|e |ambi|enc|e, which |augm|ents th|e s|ervic|e provid|ed |and 

h|enc|e critic|al in s|ervic|e qu|ality |ev|alu|ation of custom |ers (Schn|eid|er |et | al 2004). It c|an b|e 

obs|erv|ed from t|abl|e 4.5 th|at th|e |av|er|ag|e m|e|an scor|e of 3.855 (SD=0.752) impli |es |a g|en|er|al 

p|erc|eption of high t |angibl|e qu|ality in Gh|an|ai|an hospit |als.  
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Th|e |emp|athy |asp|ect of qu|ality |encomp|ass|es th|e c|aring |and sp|eci|al |att|ention |accord|ed to 

custom |ers by | employ|e|es (B|erry |et |al 1991), which |assist custom |ers to und|erst|and th|e 

r|el|ationships, proc|ess|es |and proc|edur|es in s|ervic|e provision. R|espons|es |as shown in t|abl|e 4.5, 

th|e ov|er|all m|e|an scor|e obt|ain|ed on |emp|athy w| as 3.76 (SD= .761), which indic |at|e th|at |av|er|ag| 

e doctor cont|act|ed for th|e study p|erc|eiv|e |a high |emp|athy qu|ality in th|e Gh|an|a h|e|alth s|ector.  

R|esponsiv|e qu|ality is s | aid to str|ess th|e signific|anc|e of fl|exibility |and |ability within th |e 

org|aniz |ation in th |e fi|eld of custom |er s|ervic|e d|eliv|ery for custom |er n|e|eds, |and is s|aid to 

incr|e|asingly b| ecom|e |a pr|e-r|equisit|e in s|etting st |and|ards of s |ervic|e d|eliv|ery for 

comp|etitiv|en|ess (N|argundk|ar |et |al., 2006). From t |abl|e 4.5, th|e ov|er|all m |e|an scor|e obt|ain|ed 

(M|e|an=4.098; |and SD=0.777) sugg|ests th|at r|espond|ents on th|e whol|e p|erc|eiv|e |a high|er 

r|esponsiv|e qu|ality of h|e|alth c|ar|e s|ervic|es in th|e Gh|an|ai|an h|e|alth s|ervic|e.  

In |all, ov|er|all m|e|an scor|e on th|e fiv|e dim |ension of s|ervic|e qu|ality g|en|er|ally show th |at th|e 

r|espond|ents p|erc|eiv|e s|ervic|e qu|ality in h|e|alth f|aciliti |es |as mor|e s|atisf|actory, giv |en th|at |all th|e 

dim|ensions h|ad scor|e |abov|e 3.00.  

  

  

Not|e   
Sc|al|e: 1=not s|atisf|actory 3=s|atisf|actory, 5= |extr|em|ely s|atisf|actory  

Figur|e 4.1   
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Figur|e 4.1: N|atur| e of s|ervic|e qu |ality in h |e|alth f |aciliti|es |as p |erc|eiv|ed by doctors Sourc|e: 

Fi|eld study (2015)  

Th|e r|esults |also show th |at, |among th|e dim |ensions of s |ervic|e qu|ality, th |e r|espond|ents think 

p|ati|ents most p|erc|eiv|e th|at th|eir h|e|alth f|aciliti |es |ar|e r|esponsiv|e in |att |ending to th|eir (i.|e. 

p|ati|ents) n|e|eds. This is follow|ed by s|ervic|e r|eli|ability, |and th|en t|angibl |es. Comp|ar|ed to th|e 

oth|er scor|es, th|e doctors b |eli|ev|e th|at p|ati|ents p|erc|eiv|e th|e doctors to b|e l|ess |emp|ath|etic, th|at 

is, und|erst|anding p|ati|ents, giv|en th|em individu|al |att|ention, listing to th|em, |etc.  

Th|e n|ext s|ections of th |e ch|apt|er focus on |estim|ating th|e propos|ed th|eor|etic|al fr|am|ework |and 

|ev|alu|ating th|e hypoth |esiz |ed r|el|ationships b|etw|e|en th|e conc|epts discuss |ed |abov|e.   

4.7  M|e|asur|em|ent mod |el |ev|alu |ation |and r|esults  

B|efor|e |estim|ating th |e study’s propos |ed mod|el, v|arious st|eps w|er|e t|ak|en to purify th |e it |ems 

|ad|apt|ed to m|e|asur|e th|e r| esp|ectiv|e constructs. Th|e propos|ed mod|el h|ad thr| e|e m|ain constructs: 

motiv|ation, commitm |ent, |and s|ervic|e qu|ality. As |alr|e|ady discuss|ed |abov|e, motiv|ation w|as 

op|er|ation|aliz |ed |as |a two dim |ension|al constructs (i.|e. intrinsic |and |extrinsic motiv |ation), |and 

13 it |ems w|er|e us|ed to m |e|asur|e |e|ach sub-construct. In th |e c|as|e of s |ervic|e qu|ality, it w|as 

op|er|ation|aliz |ed |as |a fiv|e dim |ension|al constructs: r|eli|ability, |assur|anc|e, t |angibl|es, |emp|athy, 

|and r|esponsiv|en|ess; |and 4, 4, 6, 5, |and 4 it |ems w|er|e r|esp|ectiv|ely us |ed to m |e|asur|e |e|ach 

subcompon|ent. Commitm |ent w|as how|ev|er op|er|ation|aliz|ed |as |a unidim|ension|al construct, with 

14 it|ems |ad|apt|ed to m |e|asur|e it.   

Two m|ain st|atistic|al t|echniqu|es w|er|e us|ed to |ass|ess th|es|e constructs |and th|eir r|esp|ectiv|e 

m|e|asur|es, in t|erms of r| eli|ability |and v|alidity. Th|es|e t|echniqu|es w|er|e r|eli|ability t |est |and 

|explor|atory f|actor |an|alysis. Also, giv |en th|e st |atistic|al t|echniqu|e (i.|e. ordin |ary l|e|ast squ|ar|e 

r|egr|ession |an|alysis) |employ| ed to |estim|at|e th|e structur|al mod|el, it b|ec|am|e n|ec|ess|ary to p|erform 
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multi-collin|e|arity t |ests to h|elp improv|e th|e qu|ality of th|e study. Th|e r|esults |and th|e discussions 

|ar|e |as follows:  

4.7.1  R|eli|ability  T |est  

Cronb|ach |alph|a v|alu|es w|er|e us|ed to |ass|ess th|e r|eli|ability of th |e sc| al|es |and th|e it |ems |employ| 

ed in th|e study. Th|e r|esults of this |an|alysis |ar|e shown in t |abl|e 4.6. Th|e t |est r|ev|e|als th|e l|e|ast 

|alph|a v|alu|e of .782 on th |e R|eli|ability construct, which is |abov|e th|e r|ecomm |end|ed minimum 

cut-off point of .700 (Bog|azzi |and Yi, 2012), |and thus indic|at|es th|at th|e sc|al|es |and th|e m|e|asur|es 

|employ|ed to m|e|asur|e th|e r|esp|ectiv|e constructs h |av|e good int|ern|al consist |ency (Fi |eld, 2009).  
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e 4.6: R|eli|ability t|est r|esults  

Construct  Numb|er of it|ems  Alph |a  

1. R|eli|ability  4  .782  

2. Assur|anc|e  4  .848  

3. T|angibl|es  6  .834  

4. Emp|athy  5  .809  

5. R|esponsiv|en|ess  4  .851  

6. Intrinsic motiv |ation  13  .907  

7. Extrinsic motiv|ation  13  .891  

8. Commitm|ent   14  .932  

Sourc|e: Fi|eld study (2015)  

  

dim|ension|al constructs (i. |e. intrinsic |and |extrinsic motiv |ation), |and 13 it |ems w|er|e us|ed to 

m|e|asur|e |e|ach sub-construct. In th |e c|as|e of s |ervic|e qu|ality, it w|as op|er|ation|aliz|ed |as |a fiv|e 

dim|ension|al constructs: r|eli|ability, |assur|anc|e, t|angibl|es, |emp|athy, |and r|esponsiv|en|ess; |and 4, 

4, 6, 5, |and 4 it|ems w|er|e r|esp|ectiv|ely us|ed to m|e|asur|e |e|ach sub-compon| ent. Commitm|ent w|as 

how|ev|er op|er|ation|aliz |ed |as |a unidim|ension|al construct, with 14 it |ems |ad|apt|ed to m|e|asur|e it.   

4.7.2  Explor|atory f |actor |an|alysis  

Furth|er, |explor|atory f|actory |an|alysis (EFA) w |as us|ed to |ass|ess th|e dim |ension|ality of th |e 

m|e|asur|es |and th|eir und|erlying conc|epts. Giv|en th|e num|erous it |ems |employ|ed |and th|e m|any 

sub-compon|ents of th|e constructs, it b |ec|am|e n|ec|ess|ary to p|erform s|ep|ar|at|e EFAs in ord|er not 

to unn|ec|ess|arily d|el| et|e it|ems. In |all, thr|e|e EFAs w| er|e p|erform|ed, | according to th |eir th|eor|etic|al 

b|asis. Th|at is, th|e it |ems on th|e fiv|e sub-compon|ents of s|ervic|e qu|ality w|er|e run tog|eth|er, whil|e 

th|e it |ems m|e|asuring intrinsic |and |extrinsic motiv |ation w|er|e run tog|eth|er, |and th|e it |ems on 

commitm|ent w|er|e run tog|eth|er.   
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Th|e f|actor |an|alytic t |echniqu|e |employ| ed for |all th |e EFAs w|as Princip|al Compon |ent An|alysis 

(PCA) with K|ais|er Norm |aliz|ation |and Dir|ect Oblimin for rot |ation. In |e| ach c|as|e | also, th|e 

syst|em w|as s|et to suppr|ess lo|adings b|elow .50. Th|e r|esults |ar|e |as follows:  

4.7.2.1 EFA_ Motiv|ation   

Initi|al EFAs w|er|e run for |e|ach sub-compon|ent of motiv |ation. Compon |ents |extr|act|ed with 

high|est tot |al v|ari|anc|e |expl|ain|ed |and h|ad it |ems which did not cross lo |ad on oth |er compon|ents 

w|er|e r|et|ain|ed. Th|e r|et|ain|ed it|ems from |e|ach |an|alysis w|er|e run tog|eth|er. Th|e syst|em |extr|act|ed 

two compon|ents, which tog|eth|er |expl|ain|ed |a v|ari|anc|e of 62.482%. 5 out of th |e 13 it |ems on 

|e|ach constructs w|er|e r|et|ain|ed |aft|er th|e |an|alysis. Th|es|e it |ems |and th|eir r|esp|ectiv|e 

commun|a8liti |es, v|ari|anc|e |expl|ain|ed, |and KMO |and B|artl|ett’s t|est of Sph |ericity r|esults |ar|e 

shown in t|abl|e 4.7.   
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e 4.7: EFA _ Motiv|ation   

Construct/m |e|asur|es [KMO=.896; X2(df)= 518.559 (45), p < . 001]  Extr |action   V|ari |anc|e 

|expl|ain|ed  

Intrinsic motiv |ation   

IM4: I |enjoy h|elping p |ati|ents r |ecov|er  

IM6: Pursuing my c |ar |e|er is import|ant to my s|elf-im|ag|e  

  

.692  

.520  
12.128%  

 IM8: I |am notic|ed wh|en I do |a good job    .585   

IM11: I f|e|el |a p |erson|al oblig|ation to giv|e out my b |est  .673   

IM12: I don’t n|e|ed to b |e told wh |at I |alr|e|ady know I h|av|e to do  .554   

Extrinsic  

EM5: Work |environm|ent h|as | a gr|e|at imp |act on my productivity  

EM7: I will do b |ett|er if I h|av|e |a cl|e|ar und |erst|anding of my job   

EM8: I do f|ar b|ett|er if my imm|edi|at|e sup |ervisor giv|es m|e f|e|edb |ack on my job  

  

.568  

.694  

.642  

50.354%  

EM10: I lov|e working with minim|al sup |ervision  .695   

EM12: I b|eli|ev|e h|e|alth work|ers should b |e |accord |ed much r |esp |ect if th|ey 

n|e|ed to giv|e out th|eir b |est  
.625   

Not|e:   

1. Extr|action m|ethod: Princip |al Compon|ent An|alysis (PCA)  
2. Rot|ation m|ethod: Oblimin with K |ais|er Norm|aliz|ation   
3. Extr|action b |as|ed on Eig|env|alu|es gr|e|at|er th|an 1  
4. Co |effici|ents displ|ay suppr |ess|ed b |elow ǀ 0.500 ǀ  
5. Rot|ation conv|erg|ed in 7 it|er|ations Sourc|e: Fi|eld study (2015)  

4.7.2.2 EFA_ Commitm|ent   

Th|e EFA on commitm |ent w|as p|erform|ed on 14 it | ems. Two compon|ents w|er|e |extr|act|ed. Th|e 

first compon|ent |expl |ain|ed |a v|ari|anc|e of 53.096% whil |e th|e oth|er |expl |ain|ed 10.291%. Only 

it|ems on th|e first compon|ent w|er|e r|et|ain|ed in th|e study. R |ef|er to t|abl|e 4.8 for th |e r|et|ain|ed 

it|ems |and th|eir r|esp|ectiv|e commun|aliti |es, |and KMO |and B|artl|ett’s t|est of Sph|ericity r|esults.  
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e 4.8: EFA _ Commitm| ent   

Construct/m |e|asur|es [KMO=.896; X2(df)= 518.559 (45), p < . 001]  Extr |action   V|ari |anc|e 

|expl|ain|ed  

COM1: It would b |e v|ery h|ard for m|e to l|e|av|e my org|aniz|ation right now.  .626   

COM 2: I s|e|e mys|elf |as p |art of this org|aniz|ation.  

COM 6: I |am not thinking of ch |anging to |anoth|er org|aniz|ation.  

COM 8: I |am proud to t |ell oth|ers |about my work in this org |aniz|ation.  

COM 11: My sup |ervisor’s visibly d |emonstr |at|es |a commitm| ent to qu|ality.  

.523  

.596  

.680  

.598  
53.069%  

COM 12: Top m|an|ag|em|ent |ensur|es th|at tools n|e|ed |ed for work |ar|e |av|ail|abl|e.  .705   

COM 13: Top m|an|ag|em|ent visibly d |emonstr |at|es th|eir commitm|ent to |employ|e|e 

w|ellb |eing.  
.731  

 

COM 14: Top m|an|ag|em|ent visibly d |emonstr |at|es th|eir commitm|ent to 

custom|er s|atisf|action.  
.648   

Not|e:   Extr|action m|ethod: Princip |al Compon|ent An|alysis (PCA)  

1. Rot|ation m|ethod: Oblimin with K |ais|er Norm|aliz|ation   
2. Extr|action b |as|ed on Eig|env|alu|es gr|e|at|er th|an 1  
3. Co |effici|ents displ|ay suppr |ess|ed b |elow ǀ 0.500 ǀ  
4. Rot|ation conv|erg|ed in 5 it|er|ations Sourc|e: Fi|eld study (2015)  

4.7.2.3 EFA_ S|ervic|e qu |ality  

For s|ervic|e qu|ality, |all th|e 23 it |ems w|er|e subj |ect|ed to EFA. Giv |en th|e m |any subcompon |ents, 

th|e syst|em w|as s|et to |extr|act 5 compon|ents. Th|e 5 compon|ents |extr|act|ed tog|eth|er |expl|ain|ed |a 

v|ari|anc|e of 64.584%. All it |ems w|er|e r|et|ain|ed on th |eir r|esp|ectiv|e compon |ents, |exc|ept for on|e 

it|em on |emp|athy which could not lo|ad on its compon|ent, |and w|as |accordingly | elimin|at|ed. Th|e 

r|et|ain|ed it |ems |and th |eir r|esp|ectiv|e commun|aliti |es, v|ari|anc|e |expl|ain|ed, |and KMO |and 

B|artl|ett’s t|est of Sph|ericity r|esults |ar|e shown in t|abl|e 4.9.   
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e 4.9: EFA _ S |ervic|e qu |ality   

Construct/m|e|asur|es [KMO=.857; X (df)= 1276.144 (253), p < 

. 001]  

Extr|action   V|ari|anc|e 

|expl|ain|ed  

R|eli|ability   

REL1:Th|e provision of |accur|at|e di|agnosis of p|ati|ent’s 

probl|ems    

REL2: B|eing |eff|ectiv|e |at h|andling p|ati|ents’ probl|ems    

  

.746  

.629  9.545%  

REL3: Pr|escribing |effici|ent |and r|eli|abl|e m|edicin|es  .516   

REL4: T|aking tim |e to |advic|e p|ati|ents |about h|e|althy 

lif|estyl|es   
.615  

 

Assur|anc|e  

ASS1: B|eing court|eous |and fri|endly  to p|ati |ents   

ASS2: Inspiring trust |and confid|enc|e in p|ati |ents   

ASS3: T|aking tim |e to |expl|ain p|ati|ents’ m|edic|al condition |and 

tr|e|atm|ent     

  

.751  

.657  

.744  5.080%  

ASS4: Cr|e|ating |an |atmosph|er|e for p|ati|ents to f|e|el s|af|e |and 

r|el|ax |ed   
.694  

 

T|angibl|es  

TAN1: Looking prof|ession|al |at |all tim|es   

TAN2: Av|ail|ability of mod|ern m|edic|al |equipm |ent    

TAN3: Th|e us|e of visu|ally |attr|activ|e |and comfort|abl|e 

physic|al f|acility   

  

.489  

.616  

.775  35.834%  

TAN4: Th|e us|e of |app|e|aling m|at|eri|als to |eng|ag|e p|ati|ents |as 

th|ey w|ait.   
.678  

 

TAN5: Using dir|ection|al signs to h|elp p|ati|ents with |e|asy 

n|avig|ation     
.622  

 

TAN6: H|aving hospit |al structur|es th|at |ar|e dis|ability fri|endly   .460   

Emp|athy  

EMP1: R |e|assuring p|ati|ents |about th|eir m|edic|al tr|e|atm|ent    

EMP2: M|aking tim |e to list|en to p|ati|ents      

  

.599  

.648  7.928%  

EMP3: R |esponding to p |ati|ents’ qu|estions |and worri|es  .599   

EMP5: M|aking follow-ups to ch|eck on p|ati |ents (i.|e phon|e 

c|alls)  
.724  

 

R|esponsiv|en|ess  

RES1: K|e|eping to tim |e giv|en for |appointm|ent   

RES2: W|aiting tim |e to m|e|et doctors     

  

.734  

.587  6.197%  

RES3: Acc|essibility of Doctors by phon |e    .716   
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2 

Not|e:   

1. Extr|action m |ethod: Princip|al Compon|ent An|alysis (PCA)  

2. Rot|ation m |ethod: Oblimin with K|ais|er Norm|aliz |ation   

3. Extr|action b|as|ed on fix |ed f|actors: s|et |at 5  

4. Co|effici|ents displ |ay suppr|ess|ed b|elow ǀ 0.500 ǀ  

5. Rot|ation conv|erg|ed in 17 it |er|ations  

RES4: Acc|essibility during |em|erg|ency c|as|es  .774   
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Sourc|e: Fi|eld study (2015)  

For furth|er |an|alysis, only th | e r|et|ain|ed it|ems |aft|er th|e EFA w|er|e us|ed. Th|e it|ems r|et|ain|ed und|er 

|e|ach compon|ent w|er|e |av|er|ag|e to obt|ain |a singl|e indic|ant v|ari|abl|es. In th |e c|as|e of th|e 

multidim|ension|al constructs, th |e it |ems on th|e sub-constructs w|er| e first of |all |av|er|ag|ed, |aft|er 

which composit |e v|ari|abl|es w|er|e cr|e| at|ed for th | em. Th|e int |er|action t |erms (i.|e. intrinsic 

motiv|ation*commitm |ent; |and |extrinsic motiv |ation*commitm |ent) w|as cr|e|at|ed by following th|e 

r|esidu|al c|entring |appro|ach in ord|er to |att|enu|at|e for multicollin|e|arity (T|ab|achnick |and Fid|ell, 

2013). This r|equir|ed th |e cr| e|ation of |a product t |erm, which w|as pr|edict|ed by both constructs. 

Th|e unst|and|ardiz |ed r|esidu|al v|alu|es (ɛ) w|er|e s|av|ed |as th|e ‘pur|e’ int|er|action t |erms, which w|as 

subs|equ|ently us|ed to pr|edict s|ervic|e qu|ality.   

4.7.3  Corr|el|ation |al |an|alysis |and multicollin |e|arity t|ests  

This s|ection of th|e ch|apt|er |ex |amin|es |and pr|es|ents r|esults on th|e biv|ari|at|e r|el|ationships b|etw|e|en 

th|e v|ari|abl|es us|ed to pr|edict s|ervic|e qu|ality |and |also th|eir r|el|ationships |and s|ervic|e. Th|e 

corr|el|ation|al r|esults w|er|e |also us|ed to v|erify th |e pr|es|enc|e of multicollin |e|arity |among th|e 

v|ari|abl|es.   

Authors such |as P|all |ant (2007) |and H|air |et |al. (2014) indic|at|e th|at th|e qu|ality of ordin|ary l|e|ast 

squ|ar|e r|egr|ession |an|alysis |estim|at|es d|ep|ends on th|e qu|ality of d|at|a on th|e v|ari|abl|es us|ed, |and 

|as such pr|elimin|ary ch|ecks should b|e m|ad|e to m |ak|e sur|e th|at c|ert|ain |assumptions |ar|e not 

viol|at|ed. On|e of such |assumptions |ass|ess|ed in th |e study is multicollin |e|arity. This |assumption 

w|as |ass|ed using corr|el|ation|al |an|alysis.   

P|all|ant (2007) sugg|ests th|at corr|el|ation co|effici|ents |abov|e .70 for r|el|ationships b|etw|e|en 

ind|ep|end|ent v|ari|abl|es indic|at|e th|e pr|es|enc|e of multicollin |e|arity. Th|e t|est r|esults |as shown in 
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t|abl|e 4.10 r|ev|e|al co|effici|ents b|elow th|e cut-off limit of .70 |and thus sugg|esting th |at th|e 

|assumption of multicollin |e|arity w|as not viol |at|ed in th|e study.   



 

 

  

T|abl|e 4.10: Corr|el|ation|al |an|alysis r|esults |and d |escriptiv|e st|atistics  

  1  2  3  4  5  6   7  8  9  

1. G|end|erd  

2. F|acility typ|ed  

  

.048  

  

  

  

  

  

  

  

  

  

  

      

      

3. Y|e|ars of s|ervic|e  -.110  -.063                

4. Intrinsic motiv|ation  -.037  
.403**  

.011              

5. Extrinsic motiv|ation   -.006  .329**  .011  .631**            

6. Commitm|ent   -.035  .339**  .004  .505**  .423**          

7. Intrinsic motiv|ation*commitm |ent   .098  .024  .099  .000  .078  .000        

8. Extrinsic motiv|ation*commitm |ent   .017  .026  .015  .006  .000  .000  .402**      

9. S|ervic|e qu|ality   -.060  .293**  .257**  .432**  .522**  .498**  .128  -.021  -  

Not|e:  

1. d represents dummy variable; facility type coded as 1= “public 

facility” and 0= “others”, and gender coded as 1= “male” and 0=   | | | | | | | | | | | | | | | | | | | | | 

“f|em|al|e”  

2. **. Corr|el|ation is signific|ant |at th|e 0.01 l|ev|el (1-t|ail|ed). Sourc|e: 

Fi|eld study (2015)  
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4.7.3.1 R|el|ationship b |etw |e|en th|e m|ain |eff|ect v|ari|abl|es |and th|e crit|erion   

Th|e r|esults of th |e corr| el|ation|al |an|alysis | also show th |at th|er|e |exist st |atistic|ally signific|ant 

positiv|e |associ|ation b|etw|e|en th|e m|ain outcom|e v|ari|abl|e, i.|e. s|ervic|e qu|ality |  and |all th|e m|ain 

|eff|ect v|ari|abl|es, i.|e. intrinsic motiv |ation (r=.432, p < .01); |extrinsic motiv |ation (r= .522, p < 

.01); commitm |ent (r= .498, p < .01). Th|es|e biv |ari|at|e r|esults indic|at|e th|at s|ervic|e qu|ality 

improv|es wh|en |employ|  e|es (i.|e. doctors) |ar|e mor|e intrinsic|ally motiv |at|ed, |extrinsic|ally 

motiv|at|ed, |and committ|ed.   

4.7.3.2 R|el|ationship b |etw |e|en th|e int|er|action t|erms |and th|e crit|erion  

Furth|er, th|e r|esults point out th |at, n|eith|er th|e int |er|action b|etw|e|en commitm |ent |and intrinsic 

motiv|ation (r= .128, p > .05) nor commitm |ent |and |extrinsic motiv|ation (r= -.021, p > .05) is 

signific|antly r|el|at|ed to s |ervic|e qu|ality. Th|es|e imply th |at, th|e |eff|ect of n |eith|er intrinsic 

motiv|ation nor |extrinsic motiv |ation on s|ervic|e qu|ality is not st |atistic|ally conting|ent upon th|e 

l|ev|el of |employ| e|e commitm |ent.   

4.7.3.3 R|el|ationship b |etw |e|en th|e control v|ari|abl|es |and th|e crit|erion   

For th|e control v|ari|abl|es, it is s|e|en th|at th|er|e |exist st|atistic|ally signific|ant positiv|e r|el|ationship 

b|etw|e|en s|ervic|e qu|ality |and f|acility typ|e (r= .293, p < .01) |and s|ervic|e qu|ality |and y| e|ars of 

s|ervic|e (r= .257, p < .01). Th|es|e r|esults m|e|an th|at doctors who |ar|e in public f|aciliti|es |ar|e mor|e 

lik|ely to improv|e s|ervic|e qu|ality th |an thos|e in oth |er f|aciliti|es (i.|e. priv|at|e |and missions). 

Furth|er, th|e r|esults indic|at|e th|at th|e mor|e tim |e doctors sp|end on th|eir job, th|e mor|e lik|ely th|ey 

|ar|e to improv|e s|ervic|e qu|ality.   

L|astly, th|e r|esults indic|at|e th|at g|end|er (r= -.060, p > .05) is not |a signific|ant d|et|ermin|ant of  

|employ| e|e’s |ability to improv |e s|ervic|e qu|ality, i. |e. m|al|e doctors do not signific |antly m|ak|e 

|efforts to improv|e s|ervic| e qu|ality mor|e th|an th|eir f|em|al|e count|erp|arts.    
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Notwithst|anding th|e |abov|e corr|el|ation|al |an|alysis r|esults, th|e |ev|alu|ation of th |e propos|ed p|aths 

w|er|e don|e using r|egr|ession |an|alysis |estim|at|es.   

4.8  Structur|al mod |el |estim| ation, r|esults |and hypoth |esis |ev|alu|ation  

In |estim|ating th|e propos|ed mod|el, ordin|ary l |e|ast squ|ar|e r|egr|ession |an|alysis w|as us|ed. Four 

hi|er|archic|al mod|els w|er|e d|ev|elop|ed. Mod|el 1 w|as pr|edict|ed by thr|e|e control v|ari|abl|es (f|acility 

typ|e, g|end|er, |and y| e|ars of s|ervic|e). This signific|antly pr| edict|ed 15.3% v |ari|ations in s|ervic|e 

qu|ality; giv |en F (89) = 5.348; p < .01.   

In Mod|el 2, intrinsic motiv |ation |and |extrinsic motiv |ation w|er|e |add|ed. This r|esult |ed in |a 

significant change in R2 by 19.0%; given F (87) = 12.560; p < .01. Model 3 had commitment  

| | | | | | | added to Model 2. This led to a significant change in R2 by 4.8%; F (86) = 6.749; p < .01.   

| | | | | | | | 

In th|e l|ast mod|el (Mod|el 4), th|e int |er|action t |erms (intrinsic motiv |ation*commitm |ent |and 

|extrinsic motiv|ation*commitm |ent) w|er|e |add|ed to th|e |an|alysis. This did not r |esult in |a 

significant ch|ang|e in R2, giv 2 =.18%; F (84) = 1.243, p > .05. The evaluation of the  

 | |en ∆R | | | | | 

hypoth|es|es |ar| e pr|es|ent|ed |and discuss|ed |as follows b|as|ed on th|e st|and| ardiz |ed co|effici|ent r|esults 

shown in t|abl|e 4.11.  
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T|abl|e 4.11: Ordin|ary l|e|ast squ|ar|e r|egr|ession |an|alysis r|esults  
S|ervic|e qu|ality [St|and|ardiz|ed co|effici |ents]  

VARIABLES    Mod|el 1    Mod|el 2  Mod|el 3    Mod|el 4   

  

Control p|aths  
G|end|erd  

F|acility typ|ed  

Β   t  Sig.  VIF  β  T   Sig.  VIF  β  t  Sig.  VIF  β   t  Sig.  VIF  

  

.004  

.252  

    

.036  .971  

2.579  .012  

  

1.016  

1.005  

  

.038  
.085  

  

-.435  

.904  

   

.665  

.368  

  

1.037  

1.169  

  

-.037  

.048  

  

-.434  

.517  

  

.665  

.606  

  

1.037  

1.198  

  

-.053  

.044  

  

-.620  

.482  

  

.537  

.631  

  

1.053  

1.199  

Y|e|ars of s |ervic|e  

  

.291  2.967  .004  

  

1.013  .246  

  

2.796   .006  

  

1.024  .241  

  

2.828  .006  

  

1.025  .221  

  

2.565  .012  

  

1.050  

Hypoth|esiz|ed p|aths  
M|ain |eff|ects  

Intrinsic motiv|ation  

   

   

   

  

.206  1.928  

   

  

.057  1.506  

  

  

.115  1.054  

  

  

.295  1.678  

  

  

.117  1.075  

  

  

.285  1.682  

Extrinsic motiv|ation       .328  3.125   .002  1.461  .313  3.069  .003  1.466  .322  3.151  .002  1.478  

Commitm|ent                 .249  2.598  .011  1.298  .253  2.641  .010  1.301  

  

Int |er|action |eff|ect 

Intrinsic  
motiv|ation*Commitm|ent   

  

  

  

  

  

  

   

  

    

   

  

    

  

  

  

  

  

  
  

  

.121  

  

1.323  

  

.189  

1.178  

Extrinsic  

motiv|ation*Commitm|ent  
    

 
    

 
            

-.115  -1.274  .206  1.162  

  

FIT INDICES  

R2  

∆R2  

Adjust |ed R2  

   

  

.153  

  

.124  

    

  

.343  

.190  

.305  

    

  

.390  

.048  

.348  

    

  

.408  

.018  

.352  

 



 

 

F st |atistics   5.348    12.560    6.749    1.243   

DF   89    87    86    84   

Sig.   .002    .000  .011    .294   

Not|e:  
1. d represents dummy variable; facility type coded as 1= “public facility” and 

0= “others”, and gender coded as 1= “male” and 0= “female”   | | | | | | | | | | | | | | | | | | | | | | | | 

2. Hypoth|esiz|ed p|aths |ev|alu|at|ed |at 5% (1-t|ail|ed t|est: t-v|alu|e =1.645)  Sourc|e: 

Fi|eld study (2015)  
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In r|el|ation to th |e study’s propos |ed mod|el, thr|e|e hypoth|es|es w|er|e |adv|anc|ed. Their |ev|alu|ations 

b|as|ed on th|e r|esults in t |abl|e 4.11 |ar|e |as follows:  

Hypoth|esis on|e (H1) |argu|ed th|at motiv|ation is positiv |ely r|el|at|ed to th |e s|ervic|e qu|ality in 

h|e|althc|ar|e s|ervic|es in Gh|an|a. This hypoth|esis w|as |ev|alu|at|ed from two dim |ensions: th|at is, th|e 

r|el|ationships b|etw|e|en s|ervic|e qu|ality |and intrinsic motiv|ation |and |extrinsic motiv |ation.   

Th|e study provid|ed r|esults th|at indic|at|e th|at intrinsic motiv |ation h|as |a positiv|e |associ|ation with 

s|ervic|e qu|ality, how|ev|er, th|e r|el|ationship w|as not signific|ant |at 5%,  giv |en β= .117; t= 1.075. 

Th|e r|esults |also show th|at th|er|e |exist st |atistic|ally signific|ant positiv|e |associ|ation b|etw|e|en 

|extrinsic motiv |ation |and s|ervic|e qu|ality, giv |en β= .322; t= 3.151, p < .01. B |as|ed on th|es|e two 

r|esults, it c|an b|e s|aid th|at H1 w|as p|arti|ally support |ed. Th|es|e findings g|en|  er|ally indic|at|e th|at, 

high|er l|ev|els of motiv |ation corr|el|at|es with high|er l |ev|els of s|ervic|e qu|ality within h |e|althc|ar|e, 

how|ev|er, |extrinsic motiv |ation|al f|actors |ar|e mor|e lik|ely to c|aus|e |employ| e|es to improv|e s|ervic|e 

qu|ality th|an intrinsic motiv |ation|al f|actors.   

This finding of th|e study is in lin |e with th|eory. For |ex |ampl|e |as |expl|ain|ed by th |e H|erzb|erg’s 

two f|actor th|eory, |employ|  e|e p|erform|anc|e, in this c|as|e, |as it would m|anif|est in th|em giving out 

th|eir b|est in improving th |e s|ervic|e d|eliv|ery proc|ess, is d|ep|end|ent on both th |e l|ev|el of 

motiv|ators |and hygi |en|e f| actors. Intrinsic driv|es |en |abl|e th|e |employ|e|e to giv |e out his/h|er b|est. 

Simil|arly, th|e n|atur|e of p|ay |and oth|er b|en|efits, for |ex|ampl|e, influ|enc|e |employ|e|e p|erform|anc|e 

|at work, to th|e |ext|ent th|at, |employ|e| es who p|erc|eiv|e th|at th|eir fin|anci|al r|ew|ards comm |ensur|at|e 

th|eir |efforts |ar|e mor|e lik|ely to improv|e on his/h|er p|erform|anc|e (S|aiy| ad|ain, 2009).  

Furth|er, in |a typic|al work |environm|ent, wh|en th|er|e is l|ack of motiv|ation, work|ers t|end to shirk 

th|eir duti|es, |abs|ent th|ems|elv|es from work, |ar|e impolit |e, |etc. For |ex |ampl |e, it is not|ed th|at, l|ack 

of motiv|ation p|artly | expl|ains why h|e|alth work|ers in most third world countri |es lik|e Gh|an|a, 
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migr|at|e to W |est|ern countri |es. Poor working |environm|ent, |abs|enc|e of opportunities for 

prof|ession|al d|ev|elopm |ent |and promotion l |e|av|e work|ers diss |atisfi|ed, usu|ally pushing th |em 

|aw|ay from th |eir hom |e countri|es to s|e|arch for gr|e|en|er p| astur|es |els|ewh|er|e (B|ach, 2003) which 

|aff|ect th|e p|erform|anc|e of org|anis|ations, in this c|as|e s|ervic|e qu|ality. In this lin |e, P |et|ers |et |al. 

(2010) not|e th|at motiv |ation is import|ant if h|e|alth work|ers |ar|e to b|e r|et|ain|ed |and |eff|ectiv|ely 

d|eliv|er h|e|alth s|ervic|es.   

  

Hypoth|esis two (H2) st|at|ed th|at |employ|e|e commitm |ent is positiv|ely r|el|at|ed to s|ervic|e qu|ality 

in h|e|althc|ar|e s|ervic|es in Gh|an|a.Th|e study provid|ed r|esults: β= .253; t= 2.641, p < .01; th |at 

st|atistic|ally support this hypoth |esis. Th|e study finds th |at wh|en |employ| e|es |ar|e mor|e committ|ed 

|at th|e workpl|ac|e, th |ey |ar|e mor|e lik|ely to |enh|anc|e s|ervic|e qu|ality, which is lin |e with th|eory |and 

|ext|ant findings in lit|er|atur|e.   

For |ex |ampl|e P |ayn|e |et |al. (2003) not |e th|at |employ| e|es who |ar|e committ |ed constitut |e |a v|alu|e 

|ass|et in org|anis|ations |and will giv |e th|e org|anis|ation th|e n|ec|ess|ary support n |e|ed|ed to |achi|ev|e 

corpor|at|e go|als (R|ashid |et |al., 2003) such |as improving s|ervic|e p|erform |anc|e (|e.g. s|ervic| e 

qu|ality |and custom |er s|atisf|action).   

Also, |authors such |as Kim |and M|auborgn|e (1998) r|eport th|at commitm |ent |aff|ect |employ| e|e 

b|eh|aviour |and |attitud|e tow|ards work |and p|erform|anc|e, to th|e |ext|ent th|at, low l|ev|els of 

commitm|ent m|ak|es org| anis|ations l|ess productiv|e r|esulting in |a d|eclin|e in product |and s|ervic|e 

qu|ality (Johns, 2005).   

Th|e third hypoth|esis (H3) |adv|anc|ed th|at th|e int|er|action |eff|ect of |employ| e|e’s commitm |ent |and 

motiv|ation is positiv |ely r|el|at|ed to s|ervic|e qu|ality in h |e|althc|ar|e s|ervic|es in Gh|an|a. Th|e r|esults 

obt|ain|ed in th|e study did not provid|e st|atistic|ally signific|ant support for this hypoth |esis, giv|en 

th|e int |er|action b|etw|e|en intrinsic motiv |ation |and commitm |ent yi|elding th |es|e r|esults: β= .121; 
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t= .1.323, p > .05; |and th|at of |extrinsic motiv |ation |and commitment yi | elding th|e following r|  

esults: β= -.115; t= -.1.274, p > .05.   

Although it w|as |exp|ect|ed th|at th|e positiv|e r|el|ationship b|etw|e|en motiv|ation |and s|ervic|e qu|ality 

would b|e |enh|anc|ed wh|en th|e l|ev|el of commitm |ent is high|er, th|e r|esults obt |ain|ed, |although 

positiv|e, it w|as not signific|ant |at 5%.   

Sh|arm|a |et |al. (1981) indic|at|e th|at wh|en mod|er|ator v|ari|abl|es, in this c|as|e, commitm |ent, is 

signific|antly r|el|at|ed to th|e crit|erion (i.|e. s|ervic|e qu|ality) |and or th|e pr|edictor (i.|e. motiv|ation), 

but h|as no signific|ant int |er|action |eff|ect on th|e crit|erion, it should b|e r|eg|ard|ed |as |a pr|edictor or 

|an |ant|ec|ed|ent. It c|an b|e s|e|en from th|e corr|el|ation|al |an|alysis r|esult shown in t |abl|e 4.11, 

commitm|ent p|er d|at|a coll|ect|ed is both st|atistic|ally signific|ant with both intrinsic motiv|ation (r 

= .505, p < .01) |and |extrinsic motiv |ation (r = .423, p < .01) |and s|ervic|e qu|ality (r = .498, p < 

.01). Giv|en this, it c|an b|e s|aid commitm|ent do|es not signific|ant mod |er|at|e th|e r|el|ationship 

b|etw|e|en motiv|ation |and s|ervic|e qu|ality.   

4.9  Ch|apt|er summ|ary  

This ch|apt|er focus|ed on pr|es|enting th|e r|esults of th|e study. Th|e ch| apt|er st |art|ed with pr|es|enting 

|an ov|ervi|ew of d|at|a coll |ect|ed |and th|e d|emogr|aphic profil |e of th|e r|espond|ents. D|escriptiv|e 

st|atistic|al r|esults |and discussions on k |ey conc|epts: motiv|ation, commitm |ent, |and s|ervic|e 

qu|ality in h|e|althc|ar|e s|ervic|es w|er|e pr|es|ent|ed |aft|erw|ards. Th|e subs|equ|ent s|ections focus|ed on 

how th|e m|e|asur|es |employ|ed in m |e|asuring th |e constructs w|er|e |ex |amin|ed |and purifi|ed to 

improv|e v|alidity |and r|eli|ability. Th|e structur|al mod|el |an|alysis, r|esults |and |ev|alu|ation of th |e 

propos|ed r|el|ationships b|etw|e|en v|ari|abl|es w|er|e pr|es|ent|ed |and discuss|ed.   

Th|e summ |ary of th |e findings |as w|ell |as th|e conclusion of th |e study |and th |e r|ecomm|end|ations 

|ar|e pr|es|ent|ed in th|e n|ext ch|apt|er.   
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CHAPTER FIVE  

SUMMARY OF FINDINGS, CONCLUSION, AND RECOMMENDATIONS  

5.1  Introduction  

Th|e summ |ary of th |e study’s findings |ar|e pr| es|ent|ed in this ch|apt|er. In |addition, th |e ch|apt|er 

pr|es|ents th|e conclusion of th |e study |and th|e r|el|ev|ant r|ecomm|end|ations.   

5.2  Summ|ary of findings   

This study prim|arily focus |ed on |ex |amining th |e |eff|ects of motiv |ation |and commitm |ent on 

s|ervic|e in h|e|althc|ar|e d|eliv|ery in Gr|e|at|er Accr|a R|egion (GAR). 127 r|espons|es w|er|e coll |ect|ed 

using qu|estionn|air|es from doctors working in h |e|  alth f|aciliti|es in GAR. Th |e findings of th |e 

study |ar|e pr| es|ent|ed in lin |e with th|e obj|ectiv|es of th|e study |and th|e hypoth |es|es formul|at|ed.  

5.2.1  Th|e l|ev|el of motiv|ation |among doctors in th |e GAR  

Th|e study finds th |at th|e l|ev|el of motiv|ation |among doctors within th |e r|es|e|arch cont|ext is 

|ad|equ|at|e. How|ev|er, |a comp|arison b|etw|e|en th|e ov|er|all m|e|an scor|es obt|ain|ed on |e|ach 

dim|ension of motiv |ation show th |at th|es|e doctors |ar|e mor|e motiv |at|ed intrinsic|ally, giv|en 

intrinsic motiv|ation = (M=4.01; SD=.569 |and |extrinsic motiv |ation  (3.94, SD=.551)  

5.2.2  Doctors’ p|erc|eptions of s|ervic|e qu |ality in th|e h|e|althc|ar|e s|ervic|es in th|e GAR  

It w|as |also found th|at doctors p|erc|eiv|e s|ervic|e qu|ality in h|e|alth f|aciliti|es |as mor|e s|atisf|actory. 

Th|e r|esults |also show th|at, |among th|e dim |ensions of s|ervic|e qu|ality, th | e r|espond|ents think 

p|ati|ents most p|erc|eiv|e th|at th|eir h|e|alth f|aciliti|es |ar|e r|esponsiv|e in |att |ending to th|eir n|e|eds. 

This is follow|ed by s|ervic|e r|eli|ability, |and th|en t|angibl|es.   
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5.2.3  Th|e l|ev|el of commitm|  ent |among doctors in th |e GAR  

Th|e study finds th |at doctors who p |articip|at|ed in th|e study som |ehow h|av|e littl |e commitm |ent, 

giv|en th|at non|e of th|e it|ems w|as scor|ed by |an |av|er|ag|e r|espond|ent to b|e 4.0 or mor|e, |and with 

som|e scor|es |ev|en closur|e to th|e mid-point of th|e sc|al|e r|epr|es|enting l|ev|el of indiff|er|enc|e  

5.2.4  Th|e mod |er|ation rol|e of doctors’ commitm| ent in th|e link b |etw|e|en motiv|ation  

|ands|ervic|e qu |ality  

Also, th|e study’s r|esults indic|at|e th|at commitm |ent do|es not signific|antly mod |er|at|e th|e 

r|el|ationship b|etw|e|en motiv |ation |and s|ervic|e qu|ality. It w|as how|ev|er found th |at commitm |ent 

is |and should b|e tr|e|at|ed |as |an |ant|ec|ed|ent to s|ervic|e qu|ality.  

5.2.5  Hypoth|esis r|esults |and findings  

Th|e findings of th |e study indic|at|ed th|at |extrinsic motiv |ation |and commitm |ent |among doctors 

signific|antly h|av|e positiv |e |eff|ects on s|ervic|e qu|ality. It w|as |also found th |at |although intrinsic 

motiv|ation h|as positiv |e |eff|ect on s|ervic|e qu|ality, it w|as not signific|ant |at 5%. Th|e findings 

g|en|er|ally indic|at|ed th |at doctors who |ar|e highly motiv |at|ed |and committ |ed |ar|e mor|e lik|ely to 

work h|ard to improv|e th|e s|ervic|e d|eliv|ery in h|e|alth f|aciliti|es.   

Th|e study’s findings |also indic|at|e th|at |extrinsic motiv|ation (β = .322) h|as strong|er |associ|ation 

with s|ervic|e qu|ality th |an commitm|ent (β = .253). In |all, it w|as found th|at intrinsic motiv|ation, 

|extrinsic motiv |ation |and commitm|ent signific|antly |expl|ain 23.7% v|ari|ation in s|ervic|e qu|ality. 

Th|e summ|ary of th|e hypoth|es|es r| esults |ar|e shown in t|abl|e 5.1 b|elow:  
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T|abl|e 5.1: Summ|ary of hypoth |esis findings Hypoth |esis  R|esults  Conclusion  

H1 |ab  Intrinsic motiv |ation is positiv|ely 

r|el|at|ed to th|e s|ervic|e qu|ality in 

h|e|althc|ar|e s|ervic|es in Gh| an|a  

β= .117; t= 1.075  

  

P|arti|ally support|ed  

Extrinsic motiv |ation is positiv |ely 

r|el|at|ed to th|e s|ervic|e qu|ality in 

h|e|althc|ar|e s|ervic|es in Gh| an|a  

β= .322; t= 3.151  

Employ| e|e commitm |ent is positiv|ely  

H2  r|el|at|ed to s |ervic|e qu|ality in  β= .253; t= 2.641  Support|ed  

h|e|althc|ar|e s|ervic|es in Gh| an|a  

H3 |ab  Int|er| action |eff|ect of |employ|  e|e’s 

commitm|ent |and intrinsic motiv|ation 

is positiv|ely r|el|at|ed to s|ervic|e qu|ality 

in h|e|althc|ar|e s|ervic|es in Gh|an|a  

β= .121; t= .1.323  Not support|ed  

Int|er| action |eff|ect of |employ|  e|e’s 

commitm|ent |and intrinsic motiv|ation 

is positiv|ely r|el|at|ed to s|ervic|e qu|ality 

in h|e|althc|ar|e s|ervic|es in Gh|an|a  

β= -.115; t= -.1.274  

Sourc|e: Fi|eld study (2015)  

5.3  Conclusion   

Ov|er th|e p|ast d|ec|ad|es, improving h|e|althc|ar|e d|eliv|ery h|as b|ecom|e |a glob |al conc| ern. Workforc|e 

d|ev|elopm|ent in th|e h|e|alth s|ector h|as p|artly b|e|en |a focus of gov|ernm|ents |and policy m |ak|ers to 

|achi|ev|e improv|em|ents in qu|ality h|e|althc|ar|e d|eliv|ery. Within th |e cont |ext of Gh|an|a, m|any 

conc|erns h|av|e l|at|ely b|e|en r|ais|ed on th|e l|ev|el of motiv|ation |and commitm |ent |among h|e|althc|ar|e 

p|ersonn|el, p|articul|arly, doctors, which lit |er|atur|e provid|es th|at in|eff|ectiv|e m|an|ag|em|ent of th|es|e 

issu|es could n|eg|ativ|ely | aff|ect qu|ality h|e|althc|ar|e s|ervic|es. To g|et |empiric|al |evid|enc|e on th|es|e 

issu|es, this study w|as c|arri|ed out within th|e Gr|e|at|er Accr|a R|egion (GAR) of Gh|an|a.   

Th|e study’s findings indic |at|e th|at doctors who p|articip|at|ed in th|e study h |av|e mod|er|at|e l|ev|el 

of commitm |ent in th |eir job |and |ar|e mor|e motiv |at|ed intrinsic|ally. Th|ey |also p|erc|eiv|e th|at 
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s|ervic|e qu|ality in h |e|althc|ar|e within GAR is mor |e s|atisf|actory. Th|e study | also finds, th|at 

intrinsic motiv |ation |and commitm |ent h|av|e signific|ant positiv|e |eff|ects on s |ervic|e qu|ality, |and 

thus improving motiv |ation |and commitm |ent |among doctors is k |ey to |enh|anc|e th|eir 

p|erform|anc|e tow|ards improving qu|ality h|e|althc|ar| e d|eliv|ery within th |e r|es|e|arch cont|ext.   

5.4  R|ecomm|end |ations    

In r|el|ation to th |e findings |and th|e limit |ations of th |e study, th |e r|es|e|arch m |ak|es two bro|ad 

r|ecomm|end|ations:  

5.4.1  M|an|ag|eri|al implic|ations |and sugg|estions   

Th|e r|esults of th |e study, first of |all, indic|at|e th|at th|e l|ev|el of motiv |ation |among doctors who 

p|articip|at|ed in th|e study |ar|e l|ess on th|e p|art of |extrinsic f|actors. Th|at is, th |e study finds th |at 

th|e doctors som |ehow p|erc|eiv|e work b|en|efits such |as r|emun|er|ation, r|ecognition, |etc. |as l|ess 

|ad|equ|at|e. How|ev|er, lit |er|atur|e sugg|ests th|at som |e |employ| e|es |ar|e mor|e lik|ely to work h |ard|er 

wh|en th|es|e b|en|efits |ar|e |ad|equ|at|ely pr|es|ent within th |e org|anis|ation. Sp |ecific|ally, it w|as 

indic|at|ed th|at, |eff|ectiv|e r|ew|ard syst |em is |a driv|e to g|etting th|e b|est out of th |e doctors. It is 

|accordingly sugg|est |ed th|at, th|e gov|ernm|ent, m|an|ag|em|ent of th|e f|aciliti|es, |and oth|er 

st|ak|ehold|ers |eff|ectiv|ely d|esign r|emun|er|ation syst | em th|at would b|e p|erc|eiv|ed by th |e doctors 

|as |equit|abl|e |and comm |ensur|at|e th|eir |efforts to |en|abl|e th|em to giv|e out th |eir b|est in th|e 

prof|ession.   

R|el|at|edly, th|e study finds th|at, commitm|ent |among th|es|e doctors is not th |at much. Pot |enti|al 

r|e|ason for this could b |e |attribut|ed to th|eir p|erc|eiv|e l|ev|el of poor r|emun|er| ation syst |em in th| e 

prof|essions. This |ass|ertion is support|ed by th |e study’s r|esults. It w|as found th |at th|er|e |exist 

signific|ant |associ|ation b| etw|e|en |extrinsic motiv|ation |and commitm|ent (i.|e. r=.423; p < .01).  

H|enc|e, it is hop|ed th |at improving r|ew|ard syst |em |as discuss|ed |abov|e could p|artly |addr|ess this 

issu|e.   
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L|astly, th|e study finds th |at qu|ality h|e|althc|ar|e d| eliv|ery is signific|antly d |ep|end|ent on both 

motiv|ation |and commitm |ent, |and th|er|efor| e st |ak|ehold|ers’ |efforts to |eng|aging in pr|actic|es th|at 

would improv|e doctors’ motiv|ation |and commitm|ent would not b|e w|ast |ed.   

5.4.2  Ar|e|as for furth |er r|es|e|arch  

First of |all, |although th |e study focus|ed on h| e|althc|ar|e work|ers, d|at|a coll |ect|ed, |an|alysis 

p|erform|ed, |and discussions m |ad|e w|er|e don|e from th |e p|ersp|ectiv|e of doctors, |and not |all 

h|e|althc|ar|e work|ers. This |appro|ach w|as t|ak|en to h|elp th|e r|es|e|arch|er d|elv|e d|e|ep into |and 

provid|e |anoth|er |angl|e to und|erst|anding th|e issu|es b|eing inv|estig|at|ed into, du |e to th|e critic|al 

rol|e th|at doctors pl |ay in improving qu|ality h|e|althc| ar|e s|ervic|es.   

Th|e r|es|e|arch|er |acknowl|edg|es th|at th|e scor|es provid |ed by th |e st|aff on s | ervic|e qu|ality could 

diff|er from th|e p|ersp|ectiv|e of th|e |actu|al s|ervic|e r|ecipi|ents. To |addr|ess this limit |ation, it is 

sugg|est|ed th|at futur| e r|es|e|arch|ers |ev|alu|at|e s|ervic|e qu|ality from th |e p|ersp|ectiv|e of p|ati|ents 

whil|e th|e st|aff provid|e r|espons|es on th|e oth|er two conc|epts. How|ev|er, t |aking this |appro|ach 

would r|equir|e m|any h|e|alth f|aciliti|es with f|ew r|espond|ents, s|ay 3 to 4 h|e|alth p|ersonn|el |and l|ess 

th|an 10 p|ati|ents. It is th |er|efor|e r|ecomm |end|ed th|at futur|e studi |es coll | ect l|arg|er d|at|a (|as 

sugg|est|ed |e|arli|er, r|es|e|arch|ers c|an includ|e r|espons|es from oth|er h|e|alth work|ers oth|er th|an 

doctors) |and r|e-|ex |amin|e this r|el|ationship.   
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APPENDIX – 

DATA COLLECTION INSTRUMENT   

As part of measures toward improving health care service delivery in Ghana, this study seeks 

to examine your perceptions about the quality of health care services provided by hospitals in 

Ghana. This questionnaire requires respondents to answer questions relating to staff 

motivation and commitment and their effect on service quality levels. Respondents are 

assured that all information given shall be treated as highly confidential.   

  

Kindly select by ticking [√] the box or column that best describes your opinion; also fill in 

the spaces provided where applicable.   

  

  

  

PART A: DEMOGRAPHICS    

 

  

1. Which of the following hospitals do you work with?     [  ]Public,    [  ] Private,   [  ]Missions   

2. Gender    [  ] Male,    [  ]Female  

3. How long have you worked with the hospital?   

[  ] under 5 years    [  ] 5-10yrs    [  ] 10-15yrs    [  ] 15-20yrs    [  ] more than 20yrs  

  

  

  

  

  

PART B: PERCEPTION ABOUT SERVICE QUALITY  

 

This section requires respondent to use a 5point Likert scale in indicating what they think 

patients’ overall perception are about the hospital’s services.  
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i.  PERCEPTION: What do you think patients PERCEIVE the hospital’s services to 

be?  

  

PERCEPTION  

1= Not satisfactory , 2= Somehow satisfactory, 3=satisfactory, 4= 

Very satisfactory , 5=Extremely satisfactory  

PERCEPTION   

To what extent 

do you think 

patients are 

satisfied with 

these items  

RELIABILITY     1  2  3  4  5  

  The provision of accurate diagnosis of patient’s problems              

  Being effective at handling patients’ problems              

  Prescribing efficient and reliable medicines            

  Taking time to advice patients about healthy lifestyles             

ASSURANCE     1  2  3  4  5  

  Being courteous and friendly  to patients             

  Inspiring trust and confidence in patients             

  Taking time to explain patients’ medical condition and treatment               

  Creating an atmosphere for patients to feel safe and relaxed             

  

  

TANGIBLES   1  2  3  4  5  

  Looking professional at all times             

  Availability of modern medical equipment               

  The use of visually attractive and comfortable physical facility 

(i.e chairs, beds, table).     

          

  The use of appealing materials (i.e brochures, magazines, 

newspapers etc) to engage patients as they wait.   

          

  Using directional signs to help patients with easy navigation               
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  Having hospital structures that are disability friendly             

Empathy    1  2  3  4  5  

  Reassuring patients about their medical treatment              

  Making time to listen to patients               

  Responding to patients’ questions and worries            

  The hospital should be willing to take feedback from patients             

  Making follow-ups to check on patients (i.e phone calls)            

Responsiveness    1  2  3  4  5  

  Keeping to time given for appointment             

  Waiting time to meet doctors               

  Accessibility of Doctors by phone              

  Accessibility during emergency cases            
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PART C: STAFF MOTIVATION AND COMMITMENT   

 

This section requires respondents to use a 5 point Likert scale (strongly disagree1, 2, 3, 4, 5, 

strongly agree) in assessing their level of motivation and commitment  To what extent do 

you agree with the following statements?  

INTRINSIC MOTIVATION  1  2  3  4  5  

1. I enjoy working on new health cases             

2. I feel an inner satisfaction when I’m part of an outreach team            

3. I enjoy contributing to healthcare research             

4. I enjoy helping patients recover             

5. The major satisfaction in my life comes from my job             

6. Pursuing my career is important to my self-image            

7. I’m motivated when I get recognized by peers               

8. I am noticed when I do a good job            

9. I feel valued when recognized by senior management            

10. I’m excited when I get full credit for the work I do            

11. I feel a personal obligation to give out my best             

12. I don’t need to be told what I already know I have to             

13. I work hard because I want to be the best             

  

  

  

  

EXTRINSIC MOTIVATION  1  2  3  4  5  
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1. I feel motivated when my pay /salary increases               

2. I chose this job because of the respect given to the profession              

3. I’m more likely to give out my best if other work benefits             

4. I believe in equal pay for equal work              

5. Work environment has a great impact on my productivity             

6. I do well when I know the standards of work expected of me.            

7. I will do better if I have a clear understanding of my job 

responsibilities and what is expected of me.  

          

8. I do far better if my immediate supervisor gives me feedback on my 

job  

          

9. Having a clear career path would motivate me to give out my best            

10. I love working with minimal supervision             

11. Leadership style of my supervisor can affect my output             

12. I believe health workers should be accorded much respect if they 

need to give out their best   

          

13. Different reward systems should be developed for different category 

of health workers if they need to give out their best   

          

  

  

  

  

  

  

  

  

  

  

COMMITMENT   1  2  3  4  5  



 

97  

  

It would be very hard for me to leave my organization right now.            

I see myself as part of this organization.            

I feel emotionally attached to this organization.            

I feel bonded to this organization.              

This is the best organization to work for.            

I am not thinking of changing to another organization.            

I will like to spend greater part of my working life in this organization.            

I am proud to tell others about my work in this organization.            

I believe that this organization has my interests at heart.            

My organisation generally has employee interest at heart.            

My supervisor’s visibly demonstrates a commitment to quality.            

Top management ensures that tools needed for work are available.            

Top management visibly demonstrates their commitment to employee 

wellbeing.  

          

Top management visibly demonstrates their commitment to customer 

satisfaction.  
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