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Satisfaction: Is Money Everything?

Abstract
When people are asked whether they are satisfied with their jobs or careers, the first item that comes to mind,
most of the time, is money. Then other factors such as advancement, work hours, autonomy, flexibility, etc. are
soon added to the total equation. In this study, 140 financial and technology professionals in the lodging
industry shared their satisfaction level and perceived importance of carious attributes of their career.
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Is money everything? 

by Agnes L. DeFranco and 
Raymond S. Schmidgall 

When m ~ l e  are asked whether thev are 
sat~stieb vvlm rhelrlobs or careers. me first 
Item that comes to m~nd, most of the tme, 
is money. Then other factors such as 
ahancement, w& hours, autonom)! f k i -  
bil& etc. are smn added to the total equa- 
tion. In this studx 140 financial and 
technology professionals in the lodging 
industry shared their satisfaction level and 
perceived importance of various affributes 
of their careeK 

W hen considering job satis- 
faction, there are two 
simple questions: 

Can money buy job satisfac- 
tion? 

What really affects job satis- 
faction? 

Although these two questions 
sound simple in nature, the 
answers are not that simplistic. 
When people are asked whether 
they are happy with their jobs or 
careers, the first item that comes to 
mind, most of the time, is money. 
Are we paid accordingly? Are we 
worth more? Then other fadors rise 

to the surface once individuals sit 
down and think about their careers. 
The first set of factors will normally 
be work or task related such as 
opportunity for advancement, work 
hours, bonuses, meaningful work, 
benefits, quality of work, training, 
relationships with colleagues, 
bosses, subordinates, and the like. 
Finally, other factors such as the 
amount of respect, stress, loyalty, 
job security, and even personal 
issues such as health will also enter 
into the equation. 

Job satisfaction weighed 
Garcia in 1988 and Caborn over 

10 years later linked certain job 
characteristics and benefits to job 
satisfaction,' In addition, with the 
importance of technology in today's 
economy, the turnover and demand 
for management information 
services personnel have been on the 
rise. Research by Shadur, et al., and 
Whitaker evaluated retention and 
perceptions of information tech- 
nology per~onnel.~ Yet, with the 
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exception of a Hospitality Valuation 
Services (HVS) salary survey, little 
research has been conducted 
regarding the controller and the 
technology/management informa- 
tion services (MIS) positions in the 
hospitality industry. Even less 
research has been conducted 
covering the job satisfaction of 
these two groups. 

Given the need for more 
descriptive research on the job 
satisfaction level in the financial 
and technological areas of the 
lodging industry, this study serves 
the following purposes: 

to detennine the level of job 
satisfaction of these two 
groups via 40 attributes of 
their current position in the 
company 

to determine the level of 
importance of these 40 job 
attributes 

to detennine if the satisfac- 
tion level and the perceived 
importance of these 40 attrib- 
utes are significantly different 
from the point of view of 
respondents' satisfaction with 
their current position as 
opposed to their satisfaction 
with their professional career 

One limitation of this study is 
the generalizability of the results. 
The study used the random 
sampling technique to select 500 
samples and yielded 140 responses, 
a 28 percent response rate. There 
might be respondents who belong to 
the same national chain and thus 
represent a set corporate culture. In 
addition, with the full service and 

luxury segments of the lodging 
industry totaling over 60.4 percent 
of respondents, the results would 
appear to be more useful for these 
two groups rather than the limited 
service segment. Since MIS 
personnel only represent 8.6 
percent of respondents, the applica- 
bility of the results to these individ- 
uals may be limited. Another 
limitation of this study is that it did 
not test for the honesty of the 
respondents. To the extent 
responses are less than totally 
truthful, accuracy is compromised. 

Satisfaction is researched 
Job satisfaction is not a new 

term. There have been in-depth 
studies due to the need to attract 
and retain good personnel. In 
management, the Herzberg's two- 
fador model about satisfiers and 
dissatisfiers, and motivational and 
maintenance fadors, has long been 
used to address the issues of job 
satisfaction. Some job characteris- 
tics can build high motivation and 
job satisfaction ifthey exist. Yet, the 
absence of such would not cause 
dissatisfaction. The factors that 
Herzberg included in this category, 
known as the satisfiers, are 
achievement, recognition, advance- 
ment, the work itself, the possibility 
of personal growth, and responsi- 
bility? Other job characteristics are 
known as dissatisfiers. The pres- 
ence of such factors does not 
increase motivation, but the 
absence of such would cause great 
dissatisfaction. These characteris- 
tics are also known as maintenance 
factors. Herzberg listed the 
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following charaderistics as dissat- 
isfiers: company policy and admin- 
istration, technical supervision, 
interpersonal relations with super- 
visors, peers, and subordinates, 
salary, job security, personal life, 
work conditions, and status.' 

Maslow's hierarchy of needs, 
whereby a person's basic physiolog- 
ical needs have to be satisfied first 
before he can attempt projects to 
achieve social status and self- 
esteem, also puts the "satisfaction" 
factor in the forefront." His theory 
contends that needs are ranked in a 
hierarchy of importance, and that 
people will seek to satisfy one level 
of need first before satisfying 
others. These levels are physiolog- 
ical, safety, social, esteem, and self- 
actualization." Strawser, Flagg, and 
Holmes divide Maslow's theory of 
human motivation into six cate- 
gories to measure six basic human 
needs. Compensation is added as 
the sixth factor.' In fact, several 
introductory texts in the hospitality 
discipline mention the importance 
of employee job satisfaction to 
increase retention of employees." 

The reason why job satisfaction 
is of particular importance in the 
hospitality industry is because the 
hospitality business is a people 
business. If the employee and 
management are not happy in a 
hospitality operation, it is readily 
reflected in their daily contact with 
guests. This can lead to a string of 
challenges for the organization, 
including incorrect work perfor- 
mance to make a guest's stay a very 
unsatisfactory experience. It is also 
well known that when people are 

not happy, they will leave the orga- 
nization," and that satisfaction is 
one variable in creating job loyalty.1° 
Unfortunately, turnover rate in this 
business is phenomenal. By under- 
standing the factors affecting job 
satisfaction, management can 
improve the effectiveness of job 
design and possibly increase posi- 
tive outcomes." 

The importance of job satisfac- 
tion can again be noted in the best 
practice study funded by the Atner- 
ican Hotel Foundation and Amer- 
ican Express, where 41 best 
practices were noted in the human 
resource areas. Topics such as 
"Internal Customer Satisfaction," 
'Employee Care Committees," 
"Sabbatical Leave Program for 
General Managers," "Comprehen- 
sive Diversity Initiative," and 
"Line Employee Empowerment" 
were included." 

lb this end, many studies have 
been performed on all levels of 
employees and many segments of 
the industry regarding job satisfac- 
tion and especially the compensa- 
tion issue. The Foodservice 
Equipment and  Supplies Specialist 
contains such surveys to inform 
interested parties of salary trends. 
In the study reported in 1996, it 
was noted that although food 
service professionals received 
higher salaries when compared to 
two years ago, they also felt that 
they were working harder and 
feeling more stress. 

It was also noted that pmfes- 
sionals were lookmg for more job 
satisfaction in the workplace." In 
this respect, in 1994, Jaffe, 
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Almanza, and Chen studied univer- 
sity food service employees and 
noted that higher paid employees 
were more satisfied than those who 
were earning lower pay." Patil and 
Chung also reported similar h d -  
ings in the restaurant business 
where over 85 percent of the 
respondents in their research had 
modified their general manager's 
compensation and incentive pack- 
ages with signing bonuses in 
certain cases.'"arker also 
discussed a study commissioned by 
the Denver Metro Convention and 
Visitors Bureau which stated 
restaurant and hotel jobs pay well 
and come with good henefits.16 On 
the hotel side, HVS surveyed 2,400 
North America hotels on 27 
managerial positions and reported 
that almost every position has 
salary in~~eases  that beat the rate 
of mflation, with a general manager 
earning an average base salary of 
$77,950." This research would seem 
to correlate job satisfaction in the 
hospitality industry to salary level. 

Considerable research has also 
been carried out to validate the link 
of certain non-salary job charader- 
istics and benefits to job satisfac- 
tion. As early as 1988, Garcia 
stated that profit sharing can 
increase employee productivity 
and thus job satisfa~tion.'~ Arecent 
article in Hotel and Motel Manage- 
ment also stated that other incen- 
tive awards such as recognition 
ceremony, party, items such as 
watches and plaques, dining privi- 
leges, gift certificates; personal 
time off, stock awards, and options 
are all used in an effort to increase 

job satisfaction.'* Other factors 
listed as having an impact on job 
satisfaction also include good facili- 
ties, uniforms provided, training, 
personal e-mail access, adequate 
security, and employee assistance 
programs. 

In addition to studies in the 
hospitality industry, with the 
importance of technology in today's 
economy, turnover and demand for 
MIS personnel have been on the 
rise. Research has also been 
conducted regarding retention 
fadors and job perceptions among 
information technology personnel.20 

Sample is 500 
A survey questionnaire was 

designed to incorporate the most 
cited attributes in a job, and was 
modified based on a pilot study. 
The final survey included three 
parts. Part I contained 12 ques- 
tions in an effort to collect demo- 
graphic data on respondents and 
their lodging operations. Parts I1 
and I11 each consisted of a list ofthe 
40 job-related attributes. Part I1 
asked the respondents to rate their 
level of satisfaction of each of the 
attributes, while Part 111 asked the 
respondents to rate the importance 
of each of them. ALikert scale, with 
"On being none, "1" being the 
minimum, and "5" being the 
maximum, was used in these two 
sections. At the end of the survey, 
two questions regarding overall 
satisfaction with respondents' 
current position and professional 
career were also included. 

The simple random samplmg 
techmque was used in selecting the 
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sample from the population. A total 
of 500 financial and technology 
professionals were chosen h m  the 
2000 membership list of the Hospi- 
tality Financial and Technology 
Professionals who are associated 
with the lodging segment of the 
hospitality industry. 

The survey was sent in May 
2000 to each of the 500; data 
received were analyzed using SPSS 
for Windows. Descriptive statistics 
and chi-squares were calculated. 

Most are controllers 
A total of 140 responses were 

received, yielding a response rate of 
28 percent. The majority of the 
respondents (47.9 percent) held the 
title of hotel controller, while others 
reported assistant controller (12.1 
percent) and regional controller (7.9 
percent) as titles. In addition, 8.6 
percent reported a job title of 
director of information technology, 
and 4.3 percent, chief financial 
officer. 

If money is the answer to job 
satisfaction, the financial and tech- 
nology professionals may be quite 
satisfied with their jobs; close to 75 
percent of respondents had a base 
salary of $50,000 plus, with 41 
percent having $50,000 - $75,000 
and one-fourth, $75,001 - $100,000. 
Nearly 35 percent reported a 
$10,000 or higher bonus, but most 
(48.4 percent) received less than 
$10,000. The majority of respon- 
dents were 31 to 40 years of age 
(40.4 percent), with 41 to 50 (28.7 
percent) next. They also have a 
strong educational background. A 
vast majority (62.9 percent) 

reported having earned a bachelor's 
degree, and another 15 percent, a 
master's. Many also have industry 
professional certifications; 15.7 
percent are Certified Hospitality 
Accounts Executives, 6.8 percent, 
Certified Public Accountants, and 
4.3 percent, Certified Hospitality 
Technology Professionals. 

Regarding properties where 
they work, most were from larger 
hotels; 36.1 percent had 251-500 
room hotels, and 39.1 percent, over 
500. Most hotels are also full service 
in nature (60.4 percent). The sales 
level was also at the higher end, 
with the majority over the $15 
million mark (55 percent). As for 
&liation, the sample came in 
fairly even, with 31.3 percent asso- 
ciated with a national chain, 26.0 
percent independent, 23.7 percent 
management contracts, and 19.1 
percent corporate owned. 

Satisfaction is high 
Overall, both job and pmfes- 

sional career satisfaction were 
high. Just over half (50.7 percent) 
agreed that they were satisfied with 
their current positions; 23.2 percent 
strongly agreed. The mean 
response based on an assignment of 
"1" for strongly disagree to "5" for 
strongly agree was 3.95. 

Over half 152.9 percent) agreed 
that they were satisfied with their 
professional careers, while 23.9 
percent strongly agreed. Only four 
respondents disagreed. The mean 
response was also 3.95. 

Fkspondents were requested to 
indicate their satisfaction with 40 
job attributes on a scale of 0 to 5, 
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with "0" being none and "5" being 
the maximum. Of the 40 attributes, 
only one, the "opportunity to give 
assistance to others," received a 
rating of over 4 (4.09), with a stan- 
dard deviation of 0.76. This is also 
the lowest standard deviation 
recorded, signaling that respon- 
dents agreed, as a group, with the 
rating of this attribute. 

The other nine attributes 
ranked in the top 10; all received 
rating scores higher than 3.75. 
Interestingly, none of the top 10 had 
to do with monetary rewards. 

Those that received very low 
scores could be termed as the 
dissatisfiers. Three attributes 
received less than a score of 2.5: 
sabbatical leave, signing bonus, 
and stmk awards and options. It 
was also interesting to nok that the 
standard deviation scores of these 
three items were quite high, 
ranging from 1.23 to 1.16. Thus, it 
was obvious that some people were 
more satisfied than others with 
these three attributes (see Table 1). 

Importance is ranked 
While it was meaningful to 

gauge the present perception of 
satisfaction levels, it was also perti- 
nent to determine if such attributes 
were really important to the &an- 
cia1 and technology professionals. 
Respondents were once again asked 
to rate the same40 attributes based 
on their perceived importance 
rather than satisfaction level. Table 
2 summarizes the ranking, mean 
scores, and standard deviation of 
the 40 attributes. 

It was very interesting to 6nd 

that respondents rated more than 
half (21) of the attributes with 
scores of 4.00 and above, with four 
receiving scores over 4.30. The top 
five most important attributes to 
respondents were self-esteem, tied 
with independent thought and 
action for first, job security, 
personal growth, and responsibility 
given to the position. Salary, one of 
the attributes that has to do with 
compensation, was ranked seventh. 

While many of the top attrib- 
utes were ranked similar in both 
the satisfaction and importance 
ratings, so also were many at the 
bottom. Although respondents 
were not satisfied with the sabbat- 
ical leave and signing bonus, they 
only ranked them with a 2.85 and 
3.02 in importance, respectively. 
Thus, while they were not satisfied 
with these factors, they also did not 
feel that these factors were 
extremely important. 

Salary and other monetary 
benefits were generally ranked 
higher in terms of importance than 
in satisfaction (see Table 3). 

This suggests firms should 
carefully consider these "tangiblen 
rewards for employee service and 
make efforts to improve their offer- 
ings to their financial executives. 

Satisfaction is key 
When the attributes in terms of 

satisfaction were cross tabulated 
with the overall satisfaction of the 
current position, 33 of the 40 
showed significance differences a t  
p<0.05 level (see Table 4). As the 
level of satisfaction of the current 
position increased, so did the satis- 
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Table 1 
Ranking of satisfaction in job attributes 

Rank Description Mean Std . Dev . 
1 Opportunity to give assistance to others . . . . . . . . . . . . .  4.09 . . . .  0.76 

. . . . . .  . . . .  2 Feeling of self-esteem obtained from my position 3.93 0.81 
. . . . . . . . . . . .  . . . .  3 Interpersonal relations with subordinates 3.91 0.76 

. . . . . . . . . . . . . . . . .  . . . .  4 Responsibility given to my position 3.90 0.80 
. . . .  5 Job security . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.88 0.81 

. . . . . . .  . . . .  6 Opportunity of independent thought and action 3.84 0.99 
. . . . . . . . . . . . .  . . . .  7 Interpersonal relations with supervisors 3.83 0.84 

8 Interpersonal relations with peers . . . . . . . . . . . . . . . . . .  3.81 . . . .  0.76 
9 Authority connected to my position . . . . . . . . . . . . . . . . .  3.81 . . . .  0.84 

10 Availability of company policies and procedures . . . . . . .  3.76 . . . .  1.00 
. . . . . . . . . . . . . . . .  . . . .  11 Creativity in daily tasks and projeds 3.64 0.87 

. . . .  12 Work conditions . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.64 0.93 
. . . . . . . . .  . . . .  13 Prestige of my position with my organization 3.61 0.94 

14 Enforcement of company policies and procedures . . . . . .  3.59 . . . .  0.93 
. . . .  15 Pension, 401k plan, etc . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.54 1.07 

16 Prestige of my position outside my organization . . . . . . .  3.51 .... 0.92 
17 Security of the property/facility . . . . . . . . . . . . . . . . . . . .  3.49 . . . .  0.83 
18 Opportunity of my position in settimg company goals . . .  3.40 . . . .  1.15 
19 Encouragement given to be in professional activities . . .  3.38 . . . .  1.05 
20 Opportunity for personal growth . . . . . . . . . . . . . . . . . . .  3.36 . . . .  1.08 
21 Flexible work time . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.34 . . . .  1.23 
22 Health benefits . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.33 . . . .  1.02 
23 Interaction with guests . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.27 . . . .  0.96 
24 Personal time off . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.25 . . . .  1.07 
25 Flexible benefits plan . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.23 . . . .  1.06 
26 Growth of personal life . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.22 . . . .  1.23 
27 Opportunity for advancement . . . . . . . . . . . . . . . . . . . . . .  3.21 . . . .  1.18 
28 Salary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.20 . . . .  0.97 
29 Recognition of time of service . . . . . . . . . . . . . . . . . . . . . .  3.19 . . . .  1.06 
30 Recognition of achievement . . . . . . . . . . . . . . . . . . . . . . .  3.19 . . . .  1.08 
31 Vacation time off . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.17 . . . .  1.20 
32 Company picnics and get togethers . . . . . . . . . . . . . . . . .  3.14 . . . .  1.06 
33 Bonus . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.12 . . . .  1.15 
34 Encouragement given to be in community activities . . . .  3.10 . . . .  1.11 
35 Quality of training . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  2.96 . . . .  0.95 
36 Training available . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  2.90 . . . .  1.02 
37 Technical supenision . . . . . . . . . . . . . . . . . . . . . . . . . . . .  2.78 . . . .  1.07 
38 Sabbatical leave . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  2.47 . . . .  1.23 
39 Signing bonus . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  2.28 . . . .  1.21 
40 Stock awards and options2.13 . . . . . . . . . . . . . . . . . . . . .  1.16 . . . . .  

Scale: '1" is the minimum, and "5" the maximum 
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Table 2 

Rank Description Mean Std . Dev . 
1 Feeling of self-esteem obtained from my position . . . . . .  4.36 . . . .  0.66 

. . . . . . .  . . . .  2 Opportunity of independent thought and action 4.36 0.64 
. . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3 Job security 4.35 0.79 
. . . .  . . . . . . . . . . . . . . . . . . .  4 Opportunity for personal gmwth 4.31 0.81 

. . . . . . . . . . . . . . . . .  . . . .  5 Responsibility given to my position 4.30 0.66 
. . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  6 Work conditions 4.29 0.69 
. . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  7 Salary 4.25 0.73 

. . . . . . . . . . . . .  . . . .  8 Opportunity to give assistance to others 4.20 0.64 
. . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . .  9 Pension, 401k plan, etc 4.20 0.84 
. . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  10 Health benefits 4.18 0.75 
. . . .  . . . . . . . . . . . . . . . . . . . . . .  11 Opporhmity for advancement 4.16 0.90 

12 Opportunity for my position in setting company goals . .  4.14 . . . .  0.75 
. . . . . . . . . . . . . . . . . . . . . . . . . . .  13 Growth of personal life 4.14 . . . .  0.88 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  14 Bonus 4.11 . . . .  0.88 
15 Authority connected to my position . . . . . . . . . . . . . . . . .  4.07 . . . .  0.80 
16 Enforcement of company policies and procedures . . . . . .  4.07 . . . .  0.79 

. . . . . . . . . . . . . . . . . . . . . . .  17 Recognition of achievement 4.07 . . . .  0.78 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  18 Vacation time 4.07 . . . .  0.78 

19 Creativity in daily tasks and projects . . . . . . . . . . . . . . . .  4.05 . . . .  0.79 
20 Personal time off . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  4.01 . . . .  0.95 
21 Prestige of my position with my organization . . . . . . . . .  4.00 . . . .  0.79 
22 Interpersonal relations with supervisors . . . . . . . . . . . . .  3.99 . . . .  0.77 
23 Interpersonal relations with subordinates . . . . . . . . . . . .  3.93 . . . .  0.79 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  24 Flexible work time 3.88 . . . .  0.99 
25 Availability of company policies and procedures . . . . . . .  3.88 . . . .  0.89 
26 Quality of training . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.86 . . . .  0.78 
27 Interpersonal relations with peers . . . . . . . . . . . . . . . . . .  3.85 . . . .  0.77 
28 Flexible benefits plan . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.83 . . . .  0.80 
29 Security of the propertylfacility . . . . . . . . . . . . . . . . . . . .  3.79 . . . .  0.88 
30 Recognition of time of service . . . . . . . . . . . . . . . . . . . . . .  3.79 . . . .  0.92 
31 Prestige of my position outside my organization . . . . . . .  3.78 . . . .  0.76 
32 Training available . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.73 . . . .  0.83 
33 Encouragement given to be in professional activities . . .  3.64 . . . .  0.85 
34 Stock awards and options . . . . . . . . . . . . . . . . . . . . . . . . .  3.53 . . . .  1.09 
35 Technical supervision . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.33 . . . .  0.93 
36 Encouragement given to be in community activities . . . .  3.24 . . . .  0.93 
37 Signing bonus . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  3.02 . . . .  1.20 
38 Company picnics and get togethers . . . . . . . . . . . . . . . . .  2.87 . . . .  1.04 
39 Sabbatical leave . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  2.85 . . . .  1.10 
40 Interaction with guests . . . . . . . . . . . . . . . . . . . . . . . . . . .  2.82 . . . .  1.03 

Scale: "1" is the minimum, and "5" the maximum 
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faction level of these 33 attributes. 
For the remaining seven attributes, 
encouragement to be in community 
activities, flexible work time, health 
benefits, interaction with guests, 
security of the property, signing 
bonus, and stock awards, there does 
not appear to be a strong relation- 
ship. wk!n the 40 attributes in 
terms of importance were cross 
tabulated with the overall satisfac- 
tion of the current position, only 2 
of the 40 showed a significance 
difference at ~ 4 . 0 5  level (see Table 
4, health benefits and sabbatical 
leave. As the level of satisfaction of 
the current position increased, so 
did the importance of these two 
attributes.When the 40 attributes 
in terms of satisfaction were cross 
tabulated with the overall satisfac- 
tion of the professional career of 
the respondents, 25 of the 40 
showed significance difference at 
p<0.05 level (see Table 5). As the 
level of satisfaction with the 
respondents' professional careers 
increased, so did satisfaction level 
with these 25 attributes. 

When the 40 attributes in terms 
of importance were cross tabulated 
with the overd satisfaction of the 
professional career of the respon- 

dents, only seven of the 40 showed a 
significance difference at p<0.05 
level (see Table 5). As the level of 
satisfaction with one's professional 
career increased, so did the impor- 
tance of these seven attributes. 

The current labor market is 
very competitive and tight and the 
unemployment rate is relatively 
low. It is difficult to find qualified 
candidates, especially in techmeal 
areas such as financial manage- 
ment and technology. 

Five of the top six attributes 
that generate job satisfaction also 
coincide with five of the top eight 
attributes that are considered 
important to the respondents; thus, 
it appears that the industry is 
taking care of its human resources. 
However, this can most definitely 
be improved. First, the importance 
ratings of the attributes are higher 
than the satisfaction ratings. Thus, 
hospitality companies may want to 
seize this opportunity to narrow 
the gaps. Second, the fact that the 
top five most important job attrib- 
utes were not related to money 
signals that hospitality companies 
might want to spend more time to 
provide such opportunities to their 
managers. 

Table 3 
Satisfaction vs importance 

Satisfaction ranking Importance ranking 
Salary. . . . . . . . . . . . . . . . . . . . . . . . . .  .28. . . . . . . . . . . . . . . . . . . . .  . 7  
Pension, 401K plan, etc. . . . . . . . . . . . .  15. . . . . . . . . . . . . . . . . . . . .  .9  
Health benefits . . . . . . . . . . . . . . . . . .  .22. . . . . . . . . . . . . . . . . . . . .  10 
Bonus.. . . . . . . . . . . . . . . . . . . . . . . . .  . 3 3 . .  . . . . . . . . . . . . . . . . . .  . I4  
Flexible benefits plan . . . . . . . . . . . . .  .25. . . . . . . . . . . . . . . . . . . .  .28 
Stock awards and options. . . . . . . . . .  .40. . . . . . . . . . . . . . . . . . . .  .34 
Signing bonuses. . . . . . . . . . . . . . . . . .  .39.  . . . . . . . . . . . . . . . . . . .  . 3 7  

DeFranco and Schmidgall 9 

Contents © 2001 by FIU Hospitalilty Review. The reproduction of any artwork, editorial or other
material is expressly prohibited without written permission

 from the publisher, excepting that one-time educational reproduction is allowed without express permission.



Table 4 
Cross-tabulations between degree of satisfaction with current 

Attributes Satis . Imp . 
pvalue pvalue 

. . . . . . . . . . . . . . . . .  . .  1 . Authority connected to my psition O.OOOX 0.271 
. . . . . . . . . . . . . . . . . . . .  . .  2 . Availability of company policies 0.002* 0.272 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  . .  3 . Bonus 0.003* 0.173 
. . . . . . . . . . . . . . . . .  .. 4 . Company picnics and get togethers O.W5* 0.470 
. . . . . . . . . . . . . . . .  . .  5 . Creativity in daily tasks and projects O.OOIX 0.361 

. . . . . . . . .  . . .  6 . Encouragement to be in community activities 0.333 0.259 
. . . . . . . .  . .  7 . Encouragement to be in professional activities 0.003* 0.465 

8 . Enforcement of company policies and procedures . . . . . .  0.000* .. 0.482 
. . . . . .  . .  9 . Feeling of self-esteem obtained from my position 0.000* 0.147 

.. . . . . . . . . . . . . . . . . . . . . . . . . . . . .  10 . Flexible benefits plan 0.000* 0.535 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  . . .  11 . Flexible work time 0.169 0.942 

. . . . . . . . . . . . . . . . . . . . . . . . . . .  12 . Growth of personal life 0.000* .. 0.865 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  13 . Health benefits 0.158 . . .  0.048* 

. . . . . . . . . . . . . . . . . . . . . . . . . . .  14 . Interaction with guests 0.054 . . .  0.190 
. . . . . . . . . . . . . . . . . .  15 . Interpersonal relations with peers 0.007* . .  0.118 

16 . Interpersonal relations with subordinates . . . . . . . . . . . .  0.030* . .  0.836 
17 . Interpersonal relations with supervisors . . . . . . . . . . . . .  0.000* . .  0.510 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  18 . Job security 0.000* . .  0.200 
19 . Opportunity for advancement . . . . . . . . . . . . . . . . . . . . . .  0.000* . .  0.844 

. . . . . . . . . . . . . . . . . . .  20 . Opportunity for personal gmwth 0.000* . .  0.804 
21 . Opportunity for independent thought and action . . . . . .  0.000' . .  0.120 
22 . Opportunity of my position in setting company goals . . .  0.000* .. 0.978 
23 . Opportunity to give assistame to others . . . . . . . . . . . . .  O.OOO* . .  0.243 
24 . Pension 401k plan . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.003* . .  0.712 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  25 . Personal time off 0.004* . .  0.529 
26 . Prestige outside my organization . . . . . . . . . . . . . . . . . . .  0.000* . .  0.174 
27 . Prestige with my organization . . . . . . . . . . . . . . . . . . . . .  O.OOO* .. 0.411 
28 . Quality of training . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  O.OOO* . .  0.903 
29 . Recognition of achievement . . . . . . . . . . . . . . . . . . . . . . .  0.000* .. 0.513 

. . . . . . . . . . . . . . . . . . . . . .  30 . Recognition of time of service 0.000* . .  0.347 
31 . Responsibility . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  O.OOO* . .  0.692 
32 . Sabbatical leave . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.011* .. 0.002* 
33 . Salary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  O.OOO* . .  0.364 
34 . Security of the property . . . . . . . . . . . . . . . . . . . . . . . . . .  0.051 . . .  0.164 
35 . Signing bonus . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.360 . . .  0.233 
36 . Stock awards and optiom . . . . . . . . . . . . . . . . . . . . . . . . .  0.259 . . .  0.287 
37 . Technical supenision . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.021* . .  0.834 
38 . Training available . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.000* .. 0.418 
39 . Vacation time . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.000* . .  0.126 
40 . Work conditions . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.000* .. 0.511 

* 0.05 sigmticance 
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Table 5 
Cmss-tabulations between degree of satisfaction with career 
and level of satisfaction in the importance of job attributes 

Attributes Satis . Imp . 
pvalue pvalue 

. .  1 . Authority connected to my position . . . . . . . . . . . . . . . . .  0.000* 0.002* 

. .  . . . . . . . . . . . . . . . . . . . .  2 . Availability of company policies 0.001* 0.029 
3 . Bonus . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.050* .. 0.396 

. . . . . . . . .  . .  . 1 LOl]@ L ~IIA g J  Lgekers 0.259 0.079 
5 . Creativitv in daily tasks and projects . . . . . . . . . . . . . . . .  0.002* . .  0.057 . . 
6 . Encouraeement to be in communitv activities . . . . . . . . .  0.078 ... 0.043* 

u 

7 . Encouragement to be in professional activities . . . . . . . .  0.053 ... 0.109 
8 . Enforcement of company policies and procedures . . . . . .  0.002* .. 0.141 

. . . . . .  .. 9 . Feeling of self-esteem obtained from my position 0.000* 0.026* 
. .  10 . Flexible benefits plan . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.005* 0.316 

. . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  11 . Flexible work t i e  0.739 0.978 
. . . . . . . . . . . . . . . . . . . . . . . . . . .  ... . 12 Growth of personal life 0.149 0.882 

. . .  13 . Health benefits . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.923 0.037* 

. . .  14 . Interaction with guests. . . . . . . . . . . . . . . . . . . . . . . . . . .  0.564 0.204 

. . .  15 . Interpersonal relations with peers . . . . . . . . . . . . . . . . . .  0.203 0.061 
. . . . . . . . . . . .  ... 16 . Interpersonal relations with subordinates 0.698 0.630 

. . . . . . . . . . . . .  . .  17 . Interpersonal relations with supelyisors 0.000* 0.207 
... 18 . Job security . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.137 0.099 

19 . Opportunity for advancement . . . . . . . . . . . . . . . . . . . . . .  0.001* . .  0.638 
. .  . . . . . . . . . . . . . . . . . . .  20 . Opportunity for personal growth 0.001* 0.517 

21 . Opportunity for independent thought and action . . . . . .  0.000* . .  0.014* 
. . .  . .  22 . Opportunity of my position in sett'hg company goals 0.002* 0.062 

23 . Opportunity ta give assistance to othem . . . . . . . . . . . . .  0.001* .. 0.172 
24 . Pension 401k plan . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.034* .. 0.843 

. . .  25 . Personal time off . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.185 0.440 
26 . Prestige outside my organization . . . . . . . . . . . . . . . . . . .  0.000* .. 0.435 
27 . Prestige with my organization . . . . . . . . . . . . . . . . . . . . .  0.000* . .  0.056 
28 . Quality of training . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.000* . .  0.382 
29 . Recognition of achievement . . . . . . . . . . . . . . . . . . . . . . .  0.000* . .  0.074 

.. 30 . Recognition of time of service . . . . . . . . . . . . . . . . . . . . . .  0.000* 0.430 
31 . Fkspansibility . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.000* .. 0.016* 
32 . Sabbatical leave . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.167 ... 0.059 

.. 33 . Salary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.001* 0.504 
34 . Security of the property . . . . . . . . . . . . . . . . . . . . . . . . . .  0.001* . .  0.189 
35 . Signing bonus . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.200 . . .  0.598 
36 . Stoek awards and options . . . . . . . . . . . . . . . . . . . . . . . . .  0.577 . . .  0.238 
37 . Technical supervision . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.090 . . .  0.498 
38 . Training available . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.002* . .  0.686 
39 . Vacation time . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  0.010* . .  0.628 
40 . Work conditions . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  O.W* . .  0.892 

* 0.05 significance 
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Is money everything? From the 
results, perhaps not. Nonetheless, 
salary, health benefits, pension, 
401K, and bonuses were all in the 
top half of the "importance" list. 
Thus, it is imperative that compa- 
nies be aware of the competition in 
market and value and reward their 
associates accordingly. 

References 

' A. Cabom, "Just for you," Employee 
Benefits 34 (1999): 38-39: M. Garcia. "Aorofit- 
jhanng plan fur restaurant*.' Cnnwll Hok.1 
and H ~ s t o u m n ! . ~ n ~ r ~ z ~ ~ t r v ~ l o n  Ouartdrlv 29, 
no. l(1988): 13-17, 

M. A. Shadur, R. Kienzle and J. J. 
RodweU, T h e  relationship between organiza- 
tional climate and employee perceptions of 
involvement." G r o u ~  and  Oreanization 
~ a n a ~ e m e n t  24, no.' 4 (1999): 479-503; A. 
Whitaker, W h a t  causes IT workers to leave," 
Management Review 88, no. 9 11999): 8. 

J .  H. DonneUy, Jr., J. L. Gibson, and J. 
M. Ivancevich, Fundamentals of Manage- 
ment, 4th ed. (Plano, Ten.: Business Publica- 
tions, Inc., 1981). 

F. Herzberg, B. Mausner, and B. 
Snyderman, The motiuation to work (New 
York: John Wiley and Sons, 1959). 

A H. Maslow, Motivation and Person- 
ality (New York: Harper and Brothers, 1954). 

DomeUy, Gibson, and Ivancevich. 
" J. A Strawser, J. C. Flagg, and S. A 

Holmes, "A look a t  accountants' job satisfac- 
tion," unpublished manuscript (2000). 

K Chon and R. T. Spanowe, Welcome 
to Hospitality 2nd ed. (New York: Delmar 
2000; T. Powers and C. Barrows, Intmduction 
to Management in the Hospitality Industry, 
6th ed. (New York: John Wiley and Sons, 
1999); H. B.Van Hoof, M. E. McDonald, L. Yu 
and, G. K Vallen, A host of opportunities: An 
introduction to hospitality management i.E- 
nois: Irwin, 1996); J. Walker, Intmdrtctwn to 
Hospitality (New Jersey: Prentice Hall, 
1996). 

J. A Femsten and D. C. Bremer, 
"Copmg with turnover: Astrategic approach," 
Hosprtalrty Education and Research Journnl 
11, no. 2 (1987): 85-94. 

lo B. Yovles. "Are satisfied emnlovees 
loyal employeksl';~otentials in ~ a r k e i i G  32, 
no. 9 (1999): 69-70. 

" J. Sneed, "Job characteristics and job 
satisfaction of school foodservice emplayees," 
S c h l  F w d  Service Research Review 12. no. 
20 (1998): 65-68. 

l 2  L. Dube, C. Enz, L. M. Renaghan, and 
J.  A. Siguaw, American lcdging excellence: 
The key to best practices in the kdgzng 
indushv (Washindon. D. C.: American Hotel 
~oun&tion, 199$. 

l3 R. L. Bean. TE&SS 1996 iob and 
salaries survey: E&S pros e m  mire but 
enjoy work less," Fwdserviee Equipment and 
Supplies Specialist 49, no. 12 (1996): 48-50, 
52. 

W. F. JafTe, B. A Almanza, and C. 
Chen, "A study of factors affecting job satis- 
faction among university foodservice 
employees," Journal of College and Univer- 
sity Foodseruice 2, no. 2 (1994): 3549. 

" P. Patil and B. G. Chung, "Changes in 
multiunit restaurant compensation packages 
-what, why, and whether they work," Cornell 
Hotel and Restaumnt Administration Quar- 
terly 39, no. 3 (1998): 45-53. 

P. Parker, "Center backers tout salary 
data industry pay supports expansion, they 
s a ~ '  The Denver Post, Business Section, July 
1999, C-01. 

http:llwww.hotel-online.com/Neol 
trends1 HVSKefgen/Nov-98SalaryRise.html. 

M. G a i a ,  "A profit-shafmg plan for 
restaurants," Cornell Hotel and Restaumnt 
Admrnistration Quarterly 29, no. l(1988): 13- ." 
11. 

A Cabom, "Just for you," Employee 
Benefits 34 (1999): 38-39; M. Malley, 
"Surveying the surveys," Hotel and Motel 
Management (March 16,1998): 2425. 

Shadur, Kienzle, and Rodwell. 

Agnes L. DeFranco is assocrate dean of the 
Conrad N. Hilton College of Hole1 and Restau- 
rant Management at Uniwrsty of Houston and 
Raymond S. Schmidgall is a CPA and 
professor of Hospitalty Financial Management 
at the Eli Broad Graduate School of Manage- 
ment at Mlchigan State Univelsity 

12 FIU Hospitality Review 

- - -  -- - -- - 

Contents © 2001 by FIU Hospitalilty Review. The reproduction of any artwork, editorial or other
material is expressly prohibited without written permission

 from the publisher, excepting that one-time educational reproduction is allowed without express permission.


	Hospitality Review
	January 2001

	Satisfaction: Is Money Everything?
	Agnes L. DeFranco
	Raymond S. Schmidgall
	Recommended Citation

	Satisfaction: Is Money Everything?
	Abstract


	tmp.1363885970.pdf.EtxWu

