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ABSTRACT 

Job satisfaction is the degree to which people like their jobs. Some people enjoy work and find it to be a central 

part of life while others work only because they must. Numerous studies have been done to understand this 

variable in organizations. Assessment of job satisfaction amongst employees has become a common activity in 

which the management is concerned with the physical and psychological well-being of the people. This study was 

undertaken to exam in the evils of satisfaction or dissatisfaction among the employees working in travel agencies 

and tour operating companies in Bangalore. In any sector of work , employee satisfaction is a factor that the 

management must take keen interest in, as the more dissatisfied 

the employees are with their job and work environment, the more likely they are to contribute little to the 

organization and also result in high employee turnover and absent concerns. This is especially important in the 

tourism and hospitality industry as in this service sector, the happier the employees are with their jobs, the more 

they are motivated to providing improvised services to their clients and in turn, enhance customer satisfaction. The 

study was therefore conducted with the purpose of understanding the level of job satisfaction among the 

employees, the factors contributing to the same, performance and personal growth and development, so that 

improvement may be effected as and when necessary. The findings in dictate that employees are generally 

dissatisfied with their salaries and growth opportunities. Additionally, the generally challenging nature of work 

and the employees. relationship with their co-workers and superiors are satisfying factors in their job. The study 

attempts to suggest measures at organizations can take to keep their employees happy, motivated and provide a 

conducive work environment that enhances their job satisfaction. 

Key words: employees, job satisfaction, customer satisfaction. 

I. INTRODUCTION 

In the field of tourism, travel agents play a vital role. Without travel agents, travel would be cumbersome and 

time consuming. The travel agent is a consultant, broker, tour counselor and travel bearer employee. Travel 
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agencies create, direct, maintain and operate a purposive organisation through systematic, coordinated and 

cooperative human efforts. Travel agencies are profit making business firms setup for the purpose of organising 

tours. They act as an intermediary between the tourist and the firm supplying services (transport companies, 

hotel, firms offering excursions or entertainment). Technically, a travel agent is the owner or manager of an 

agency, but other employees responsible for advising clients and selling tickets are also commonly referred to 

the travel agents. A travel agent's job involves not only making sales but also gathering information, researching 

travel products, analysing options and making recommendations. Tour operation is another important 

department of a travel agency. It plays an important part in the promotion of tourism. The main function of this 

department is to get tourists from abroad and make necessary arrangements for their accommodation, transport, 

sightseeing, according to the individual requirement of the tourist. The tour operator plays an important role in 

marketing and selling of a tourist product. They purchase separate elements of transport, hotel accommodation 

and other services and package these for subsequent sale to travel agents or to customers. A tour operator 

typically combines tour and travel components to 

create a holiday. The success of any organization is determined not just by the profits it earns but also by the 

extent to which it is able to satisfy the interests of its stakeholders. In light of the same, the concept of job 

satisfaction among employees has gained significant importance from both academicians and practitioners alike. 

With special reference to the service industry such as that of tourism, it is widely agreed that satisfied employees 

generate customer satisfaction by excellence in performance that leads to organizational success thus resulting 

in improved financial success. So there is a direct connection between employee satisfaction and customer 

satisfaction. There is a causeand- effect relationship between the customer satisfaction and 

employee satisfaction. It is unfeasible to uphold customer loyalty without employee loyalty. Customer service 

eventually depends on the community who provide that service. For that matter, employee loyalty and 

volunteerism are required especially for those employees who serve on front lines. Loyalty, devotion and 

volunteerism cannot be enforced on people. It can only be done by providing them encouraging and satisfying 

work environment. Employee satisfaction is essential to the success of any business. A high rate of employee 

contentedness is directly related to a lower turnover rate. Thus, keeping employees' satisfied with their careers 

should be a major priority for every employer. While this is a well known fact in management practices, 

economic downturns like the current one seem to cause employers to ignore it. There are numerous reasons why 

employees can become discouraged with their jobs and resign, including high stress, lack of communication 

within the company, lack of recognition,or limited opportunity for growth. Management should actively seek to 

improve these factors if they hope to lower their turnover rate. Even in an economic downturn, turnover is an 

expense best avoided. 

An employee who has no interest in his or her field, or the position in which he or she begins in a 

job, may initially put forth his or her best effort. However, this employee will often become bored with the work 

because there is no intrinsic motivation to succeed. Finding the daily job mundane reduces the individual's 

desire to show up to work and to do the job well. In this case, the employee may continue to come to work, but 

his or her efforts will be minimal. In contrast, an employee may be entirely too overwhelmed to handle the 

position; the responsibilities may prove to be too demanding. In an instance like this, the employee will search 
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for another position that offers the financial security he or she needs with job characteristics that challenge them 

appropriately; thus increasing the initial company's turnover rate 

 

II. MEANING OF JOB SATISFACTION 

Job satisfaction is defined as ―the extent to which people like (satisfaction) or dislike (dissatisfaction) their 

jobs‖. This definition suggests job satisfaction is a general or global affective reaction that individuals hold 

about their job. While researchers and practitioners most often measure global job satisfaction, there is also 

interest in measuring different facets or dimensions of satisfaction. Examination of these facet conditions is 

often useful for a more careful examination of employee satisfaction with critical job factors. Traditional job 

satisfaction facets include coworkers, pay, job conditions, supervision, nature of work and benefits 

Job satisfaction is not the same as motivation, although it is clearly linked. Job design aims to enhance job 

satisfaction and performance; methods include job rotation, job enlargement and job enrichment. Other 

influences on satisfaction include the management style and culture, employee involvement, empowerment and 

autonomous work groups. Job satisfaction has also been defined as a pleasurable emotional state resulting from 

the appraisal of one's job, an affective reaction to one's job, and an attitude towards one's job. This definition 

suggests that we form attitudes towards our jobs by taking into account our feelings, our beliefs, and our 

behaviours. It implies doing a job one enjoys, doing it well, and being suitably rewarded for one's efforts. Job 

satisfaction further implies enthusiasm and happiness with one's work. One of the biggest preludes to the study 

of job satisfaction was the Hawthorne studies. These studies (1924-1933), primarily credited to Elton Mayo of 

the Harvard Business School, sought to find the effects of various conditions (most notably illumination) on 

workers' productivity. These studies ultimately showed that novel changes in work conditions temporarily 

increase  productivity (called the Hawthorne Effect). It was later found that this increase resulted, not from the 

new conditions, but from the knowledge of being observed. This finding provided strong evidence that people 

work for purposes other than pay, which paved the way for researchers to investigate other factors in job 

satisfaction. 

Scientific management also had a significant impact on the study of job satisfaction. Frederick Winslow Taylor's 

1911 book, Principles of Scientific Management, argued that there was a single best way to perform any given 

work task. This book contributed to a change in industrial production philosophies, causing a shift from skilled 

labour and piecework towards the more modern approach of assembly lines and hourly wages. The initial use of 

scientific management by industries greatly increased productivity because workers were forced to work at a 

faster pace. However, workers became exhausted and dissatisfied, thus leaving researchers with new questions 

to answer regarding job satisfaction. The work of W.L. Bryan, Walter Dill Scott, and Hugo Munsterberg set the 

tone for Taylor's work. Some argue that Maslow's hierarchy of needs theory, a motivation theory, laid the 

foundation for job satisfaction theory. Maslow's hierarchy of needs theory states that people have a pyramid 

hierarchy of needs that they will satisfy from bottom to top. Starting from mere physiological subsistence the 

Maslow hierarchy of needs covers belonging to a social circle to pursuing your talent through self-actualization. 

Important to the hierarchy of needs theory is that Maslow felt that unfulfilled needs lower on the ladder would 
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inhibit the person from climbing to the next step. This model served as a good basis from which early 

researchers could develop job satisfaction theories. 

 

III. MEASURING JOB SATISFACTION 

There are many methods for measuring job satisfaction. By far, the most common method for collecting data 

regarding job satisfaction is the Likert scale. A Likert item is simply a statement which the respondent is asked 

to evaluate according to any kind of subjective or objective criteria; generally the level of agreement or 

disagreement is measured. Often five ordered response levels are used. The Job Descriptive Index (JDI) is a 

specific questionnaire of job satisfaction that has been widely used. It measures one's satisfaction in five facets: 

pay, promotions and promotion opportunities, co-workers, supervision, and the work itself. The scale is simple; 

participants answer either yes, no, or can't decide in response to whether given statements accurately describe 

one's job. The Job in General Index is an overall measurement of job satisfaction. It is an improvement to the 

Job Descriptive Index because the JDI focuses too much on individual facets and not enough on work 

satisfaction in general. 

 

IV. OTHER JOB SATISFACTION QUESTIONNAIRES INCLUDE 

The Minnesota Satisfaction Questionnaire (MSQ): measures job satisfaction in 20 facets and has a long form 

with 100 questions (five items from each facet) and a short form with 20 questions (one item from each facet). 

The Job Satisfaction Survey (JSS): It is a 36 item questionnaire that measures nine facets of job satisfaction The 

Faces Scale: One of the first scales used widely, it measured overall job satisfaction with just one item which 

participants respond to by choosing a face. 

 

V. IMPORTANCE OF JOB SATISFACTION 

Frequently, work underlies self-esteem and identity while unemployment lowers self-worth and produces 

anxiety. At the same time, monotonous jobs can erode a worker's initiative and enthusiasm and can lead to 

absenteeism and unnecessary turnover. Job satisfaction and occupational success are major factors in personal 

satisfaction, self respect and self development. To the worker, job satisfaction brings a pleasurable emotional 

state that often leads to positive work attitude. A satisfied worker is more likely to be flexible, innovative and 

loyal. For the organisation, job satisfaction of its employees means a workforce that is motivated and highly 

committed to high quality performance. Increased productivity—quantity and quality of output per hour 

worked—would seem to be almost an automatic by-product of improved quality of workmanship. 

Tangible ways in which job satisfaction benefits the organization include reduction in complaints and 

grievances, absenteeism, turnover, and termination, as well as improved punctuality and worker morale. Job 

satisfaction also appears to be linked to a healthier workforce and has been found to be quite a good indicator of 

longevity. Although only low correlation has been found between job satisfaction and productivity, some 

employers have found that satisfying or "delighting" employees is a prerequisite to satisfying or delighting 
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customers, thus protecting the "bottom line." Job satisfaction and occupational success can result not only in job 

satisfaction but also in complete personal satisfaction 

 

VI. REVIEW OF LITERATURE 

Manjunath & Kurian (2011), in their study titled 'Impact of quality work life of the hotel mployees in customer 

satisfaction – A study on star hotels in Bangalore' highlight poor pay structure and work culture in the hotel 

industry as the major contributors to low employee satisfaction and high attrition rates in the industry. The study 

suggests that most of the issues relates to Human Resource Management of the hotel employees could be solved 

if the employees are paid well. Mounting pressure of customer demand and competitiveness has changed the 

Indian hotel industry very much, not only in adoption of change but also to upgrade their quality of service. The 

emphasis is on providing the personalised service to improve the market share by gaining the customer's belief. 

In this study, the highest dissatisfaction reflected on salaries and other benefits followed by work vulture and 

decision making process. 

Lam, Terry, Zhang, & Baum (2001) in their investigation of employees' job satisfaction taking the case of hotels 

in Hong Kong, examined the relationship between demographic characteristics of hotel employees and job 

satisfaction, and also examine the importance of job variables. The study findings suggest that training and 

development programmes, particularly for newcomers and welleducated employees, and a total quality 

management approach may help improve job satisfaction with the job. 

Abuduaini Wubuli (2009) in a study on factors affecting job satisfaction amongst employees of fast food 

restaurants, suggest the study showed that organizational factors such as work conditions, pay, fairness and 

promotion significantly influenced employee job satisfaction in fast food restaurants. However, individual 

factors such as age and gender did not significantly influence employee job satisfaction in fast food restaurants. 

The research provided a better understanding regarding the factors affecting job satisfaction in fast food 

restaurants. It emphasizes that there is still a need to conduct additional research to filling the gaps that have not 

been solved in the current study. In the final chapter, some recommendations were provided for future use to 

any researcher in this academic field. 

George et al (2008) suggest that job satisfaction is the collection of feeling and beliefs that people have about 

their current job. People's levels of degrees of job satisfaction can range from extreme satisfaction to extreme 

dissatisfaction, in addition to having attitudes about their jobs as a whole. People also can have attitudes about 

various aspects of their jobs such as the kind of work they do, their co-workers, supervisors or subordinates and 

their pay. Job satisfaction is a worker's sense of achievement and success on the job. It is generally perceived to 

be directly linked to productivity as well as to personal well-being. Job satisfaction implies doing a job one 

enjoys, doing it well and being rewarded for one's efforts. Job satisfaction further implies enthusiasm and 

happiness with one's work. Job satisfaction is the key ingredient that leads to recognition, income, promotion, 

and the achievement of other goals that lead to a feeling of fulfilment (Kaliski, 2007). 

Rahman et al., (2012) studied the effects of teamwork towards jobs satisfaction in the hotel industry in the 

Klang Valley, Malaysia. The study sought to identify factors which could lead to increased tenure, in addition, 

any linkage between employee satisfaction and teamwork was further investigated. The greater aim was that the 
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findings could be used by managers in the service industries in developing effective employee training 

programmes by placing emphasis on the four satisfaction variables which correlated strongly with the three 

loyalty variables. The findings indicate the existence of a correlation between employee satisfaction and 

teamwork. Four of the thirteen satisfaction variables, namely, relationship with supervisor, recognition and 

rewards, working conditions, teamwork and cooperation showed the strongest correlation with the three loyalty 

variables afore mentioned. 

Chen, Chang & Yeh (2006), say that women are considered as more suitable candidates for hospitality industry 

since their physical appearance is relatively preferable. However, they often encounter the so called ―glass 

ceiling‖ when they are about to be promoted to the top management. Female workers in lodging industry often 

face unfairness in terms of employment, job assignment, promotion, salary, etc. The purpose of their study was 

to identify the factors that affect job satisfaction of female mangers in lodging industry from the viewpoint of 

career capital. Having experienced managers working in well-known hotels in Taiwan as subjects of their case 

study, it was found that female workers' career in lodging industry is mainly affected by personal factors such as 

personality, physical traits, capability, and family. It could also be affected by social factors such as organization 

culture (organization structure, welfare policy), and social culture (stereotype). 

In a study in organisational changes and job satisfaction in the hospitality industry in Serbia conducted by 

Hadzic & Cerovic (2012), the factors influencing a high level of the service customer orientation of hotels 

employees under the conditions of the transition and a high rate of the unemployment were observed. One of the 

conclusions of the research is that management of the hotels in Serbia don't fully recognize the potentials of the 

knowledge of employees as a possible competitive advantage during organizational changes in a high 

competitive global environment. Since job satisfaction is one the most important factor which influences 

readiness for organizational changes of employees we investigate in the study the relationships between job 

satisfaction, perceptions of organizational customer climate, cultural dimensions and employees customer 

orientation among front-line employees in the hotel industry in a non-Western country in the transition. 

Job satisfaction is an important variable in organisation behaviour and sales management. Mulky (2011) 

explored the impact of person-job fit and person-organisation fit on the job satisfaction, organisation 

commitment and turnover intentions of salespersons in India as these constructs had not been explored in the 

emerging market contexts. The survey of pharmaceutical salespersons found that person-job fit had a strong 

positive relationship with job satisfaction and personorganisation fit had a positive relationship with 

organisation commitment. Job satisfaction had a positive influence on organisation commitment and a negative 

influence on turnover intentions. Also, although the differences in job satisfaction across age and experience 

categories were not significant, the salespersons with higher educational qualifications reported lower levels of 

job satisfaction in his study. It concluded that an implication for managers is the important if measuring fit and 

job satisfaction. 

Morgan (2009) opines that Men and women are both faced with daily decisions that affect their families and 

their work. His studied the impact of work-life balance and family-friendly human resource policies on 

employees' job satisfaction to look at the overall satisfaction of employees as it relates to work-life conflict. The 

concept has expanded as there are more responsibilities outside of the job setting that include volunteer 
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commitments, personal development, home life and elder care. Since lifestyles have changed and there are 

significant pressures that all employees are facing, work-life has become a significant benefit issue. Family-

friendly policies may help organizations to assist employees with balancing work and family. Conflict roles can 

spill over from the work domain to the family domain and from the family domain to the work domain. Time 

and technical connectivity are factors in work overload. Supporting employees could contribute to job 

satisfaction by offering alternative work schedules and family-friendly benefits. He concluded that organizations 

that offer flexible alternatives can engage employees and decrease job turnover. 

Ikram & Anwar (2009) investigated the relationship between job satisfaction and work life balance among 

public and private sector employees from the cities of Rawalpindi and Islamabad. It revealed that employees' 

working in private sector organizations have more work life balance and are more satisfied with their jobs as 

compared to employees working in public sector organizations was supported by the results showing significant 

differences. Employees living in nuclear family system have more work life balance as compared to employees 

living in joint family systems. Significant differences were found on the job satisfaction of highly educated 

employees as compared to average and less educated employees with highly educated employees showing more 

satisfaction with their jobs than average and less educated employees. The study also revealed no significant 

differences in the work life balance and job satisfaction of older and younger employees, married and unmarried 

employees, and employees having more, average and less work experience. Results also found that employees 

having more work life balance are more satisfied with their jobs as compared to employees having low work life 

balance. The study suggested ways and means to the organizations to consider work life balance issues in 

defining strategies to make their employees satisfied with their jobs and enhance organizational competence. 

Modern organizational systems are moving towards more humanistic approach in dealing with their employees 

to make them satisfied with their work. The trend in organizations to make their employees satisfied is 

changing, by identifying several other factors and roles of workers' life than just the hours they spend in office. 

Satisfaction with the job is a part of life satisfaction that can only happen if employees can create a balance in 

their work and family/personal life. 

Aggarwal (2012) investigated the relationship between using work-life balance initiatives and employee's 

attitudes toward work-life conflict and the workplace in general. The study aimed to gain a greater 

understanding of employee's views towards work-life balance initiatives and identifying organizational factors 

that may be important for employees achieving a better balance between work and non-work life. The results of 

the study showed that there is a strong perception among the employees that it is important to achieve balance 

between work & personal life, and it enables people to work better & should be a joint responsibility of the 

employer and employee. To improve the organizational performance, work life balance should be properly 

communicated to the employees and awareness regarding policies should be generated among the employees. 

From the literature review, it can be seen that prolific research has been conducted on the drivers and various 

aspects of job satisfaction in almost all sectors of work but a paucity of studies exists in the travel and tourism 

industry. Of the ones that have been conducted, most focus on job satisfaction among employees in the hotel 

sector. Thus, this study was undertaken to understand and assess the level of job satisfaction among 

professionals working in travel agencies and tour operating companies. 
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VII. NEED FOR THE STUDY 

In today's fast paced economy, all organisations need to be aware of the needs of their employees, as satisfied 

employees are necessary for the growth and sustenance of the organisation. Also, employee turnover rate in the 

tourism industry is growing for reasons galore. While qualities like patience, good communication skills, 

leadership etc are vital for professionals in the industry, it is equally important that companies understand the 

various factors that contribute to keeping their employees happy and motivated and provide a conducive and 

healthy work environment that enhances their satisfaction with their work, in turn contributing to customer 

satisfaction.Organisations today strive to provide facilities and an environment that improves their satisfaction 

and reduce dissatisfaction and it is strongly believed that satisfied mployees are more productive employees. 

The study is undertaken in various travel agencies and tour operating company in Bangalore, to understand the 

level of job satisfaction among the employees, the factors contributing to the same, performance and personal 

growth and development, so that improvement may be effected as and when necessary. 

 

VIII. OBJECTIVES OF THE STUDY 

Major objectives of the study can be listed below: 

To identify areas of job satisfaction and dissatisfaction at work. 

To understand the employees' attitudes and opinions towards their work 

To identify the factors that motivate the employees 

To suggest recommendations in those areas where there is scope for improvement.     

 

IX. HYPOTHESES 

H1: There is no significant correlation between nature of work factors and personal expression factors of job 

satisfaction. 

H2: There is no significant correlation between communication factors and remuneration factors of job 

satisfaction. 

 

X. OPERATIONAL DEFINITIONS 

10.1 Job Satisfaction  

The extent to which people like (satisfaction) or dislike (dissatisfaction) their jobs. Job satisfaction facets 

include co-workers, pay, job conditions, supervision, nature of work and benefits among other factors. 

 

10.2 Employee Attitude 

Attitude is the way an employee feels from within towards various organizational and work-related factors like 

his coworkers, his position within the company, management, etc. This attitude can also influence how he 

performs. 
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10.3 Motivation 

It refers to the reasons the employee has for acting or behaving in a particular way and also the general desire or 

willingness to do something. 

 

10.4 Travel Agency 

A business entity that offers details of transportation, itinerary and transportation and other complimentary 

tourism products. 

 

10.5 Tour Operator 

A business entity that combines tour and travel components and offers them to customers directly or through 

intermediary agents. 

 

XI. SAMPLING SIZE AND TECHNIQUE 

Convenience sampling was used for this study whereby the researcher distributed the questionnaires to 

employees in different travel agencies and tour operating companies based on the convenient accessibility and 

proximity to the researcher. In this study, a sample size of 90 employees who work in travel agencies and tour 

operating companies in Bangalore city were considered for data collection. The sample size includes employees 

from different departments of the organization and also cut across all hierarchical levels in the organizations. 

 

XII. METHOD OF DATA COLLECTION 

To conduct this study, survey method of data collection was used where employees in the different travel 

agencies and tour operating companies were personally approached by the researcher and the paper based 

questionnaires were distributed. This was possible as the number of employees selected as sample for the study 

could be practically reached and covered by the researcher. 

 

XIII. SOURCES OF DATA COLLECTION 

For the study, both primary method and secondary method of data collection were used. In primary data 

collection, data is collected by the researcher himself using methods such as interviews, surveys and 

observations. The key point here is that the data collected is unique to the researcher and the research and that 

until this data is published, no one else has access to it. Primary data was collected by approaching the selected 

respondents under study and having them fill a questionnaire to administer the level of satisfaction on a five 

point Likert scale. 

Secondary data was referred to understand and fathom the results of other literatures like journal articles and 

previously conducted researches in the field of study or other industries to draw similarities and assess the 

research gap so as to justify the topic under study. 
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XIV. TOOLS USED FOR DATA COLLECTION 

Questionnaire method was used for the study. Questionnaire was administered to the respondents to elicit first 

hand information for the research and was handed over personally by the researcher after briefly explaining the 

concepts underlying the research. The questionnaire was prepared considering factors of job satisfaction that are 

relevant to all types of organisations and some factors that may be specific to the travel and hospitality industry. 

A list of twenty factors were chosen by referring the short version of the Minnesota Satisfaction Questionnaire 

and these questions were further classified, based on the nature of the factor, into categories like nature of work, 

communication, remuneration, personal expression and other factors. A five point liker scale of satisfaction 

level was used to categories and assess the responses of the sample units. 

 

XV. TECHNIQUES USED IN DATA ANALYSIS 

Data analysis is the process of finding the right data to answer research questions, understanding the processes 

underlying the data, discovering the important patterns in the data, and then communicating the results to have 

the biggest possible impact. 

A pilot study was conducted using a sample size of 30 employee selected at random and the data collected was 

put through a reliability test to validate the questionnaire. A Cronbach Alpha score of .906 was obtained using 

the SPSS software, confirming the validity and reliability of the adopted questionnaire. The study uses simple 

averages to represent the responses of the sample and determine their satisfaction levels. To test the hypotheses, 

the statistical tool correlation is used to determine if at all and whether a positive or negative correlation exists 

between the different categories of job satisfaction like nature of work, communication, remuneration, personal 

expression and other factors. For this, an average of the responses under each category was computed and these 

values were put through the Pearson's Correlation test. Hypotheses were accepted/rejected accordingly. 

Interpretation: The above table indicates that there exists a positive correlation (.392) between employees' 

average satisfaction with factors relating to nature of work (flexibility of work hours, workload, physical 

working environment and challenging nature of job) and their average satisfaction with factors relating to 

personal expression (degree of independence associated with work, feeling of personal accomplishment the 

work gives, value for views and participation and ability to maintain a balance between personal and work life). 

The p value .000 indicates a high significance level between the two variables at the 0.01 level. Hence the null 

hypothesis is rejected, and the alternative hypothesis, i.e. there is a significant correlation between nature of 

work factors and personal expression factors of job satisfaction, is accepted. 

H2: There is no significant correlation between communication factors and remuneration factors of job 

satisfaction. 

 

XVI. INTERPRETATION 

The above table indicates that there exists a positive correlation (.322) between employees' average satisfaction 

with factors relating to communication (communication with superior, recognition for work accomplished, 
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relationship with peers and team spirit in work environment) and their average satisfaction with factors relating 

to remuneration (salary, benefits, relationship between pay and performance and job security). The p value .002 

indicates a high significance level between the two variables at the 0.01 level. Hence the null hypothesis is 

rejected, and the alternative hypothesis, i.e. there is a significant correlation between communication factors and 

remuneration factors of job satisfaction, is accepted. 

 

XVII. FINDINGS, SUGGESTIONS & CONCLUSION 

The prominent findings of the study are presented and it makes reference to relevant research to support the 

findings of the current study. The discussion bring out the major factors that contribute to satisfaction and 

dissatisfaction among the employees, results obtained from the percentage analysis of the dimensions of job 

satisfaction and the correlations between the dimensions of job satisfaction. Conclusions are drawn based on the 

obtained results and recommendations for future research that may be of worth are put forth. 

 

XVIII. FINDINGS 

More than half the respondents feel satisfied with the flexibility of their working hours, challenging nature of 

job and the physical environment. This indicates that the working environment in thetravel agencies and tour 

operating companies meet the expectations of the employees and contribute to their satisfaction. Although 

workload attribute shows a relatively greater variance, the employees feel satisfied with the overall nature of 

their jobs, thereby not touching high levels of stress. This keeps employee grievances and absenteeism in check. 

Employees share very satisfying, friendly and cordial relations with their superiors and peers, which is 

supported by open expression and communication of information. Good communication is also reflectd in the 

high number of employees that express high satisfaction with the team spirit they share among team members in 

the work environment. A considerable number of the respondents refrain from expressing satisfaction with 

recognition for the work they accomplish and feel that their effort and contribution to the organisation is not 

satisfactorily recognised. Pay related attributes show highest degree of variation in response. Less than one-tenth 

of the respondents exhibit high degree of satisfaction with their salary and feel that employees are paid purely 

on the basis of their performance. A considerable percent of the respondents express dissatisfaction with regard 

to their salary and other benefits, maybe monitory or non monitory.The nature of the job gives most employees 

a sense of personal accomplishment which boosts their morale and loyalty to the work they do, more than the 

organization they work for. 

 

The travel agencies and tour operating companies have a generally participative and interactive environment 

where employees' views and opinions are valued, giving them a feeling of belongingness to their respective 

organisations. Although a fair number of employees claim to be able to strike a balance between their personal 

lives and work, a considerable number seems to find difficulties with the same and may need help through 

programs on work-life balance. The management of the concerned organisations have well communicated the 
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mission and goals of the organisation to its employees and they are given ample opportunities to use their skills 

in achieving the same. The training needs of most employees are satisfactorily met, although some 

areas of work may require additional support as supported by about one-tenth of the respondents who are 

dissatisfied with the support they receive for additional training to pick up more competitive skills in using 

technology and other unique resources to deliver better to customers and improve their satisfaction with work. 

Factors relating to communication emerged as the area that employees working in travel agencies and tour 

operating companies in Bangalore are most satisfied with. Their communication with superiors and colleagues is 

highly cordial and they feel extremely comfortable in interacting with all members in their workplace. 

Employees feel that they receive due recognition for the work they accomplish and are extremely satisfied with 

the team spirit in the work environment. Employees feel a sense of personal accomplishment with their work as 

they believe that it is fairly challenging in nature and helps them utilize their skills and talents. They have a 

positive attitude towards teamwork and strive to maintain amicable relationships with their peers. From the 

comments many of the employees penned, there is a general opinion that it is best to be committed and loyal to 

the work and the accompanying responsibilities than the organization one is associated with.The challenging 

nature of work and feeling of personal accomplishment and belongingness the employees have stand out as 

motivating factors that make them want to contribute their best to the work they do. Many of the respondents are 

also motivated by the opportunity for professional growth in the field and their management's support for 

additional training to better their skills and improve their efficiency. 

 

The hypothesis that there is no significant relationship between factors relating to nature of work and those 

relating to personal expression was rejected as Pearson's correlation test indicated that there exists a significant 

positive correlation (r=.392**) between the two variables with a significant p value of .000 at the 0.01 level.The 

hypothesis that there is no significant relationship between factors relating to communication and those relating 

to remuneration was rejected as Pearson's correlation test indicated that there exists a significant positive 

correlation (r=.322**) between the two variables with a significant p value of .002 at the 0.01 level. 

 

XIX. SUGGESTIONS 

Some improvement opportunities have been identified, particularly in the areas related to workload, salary and 

benefits and balancing personal and work life. After reviewing the written comments provided by employees 

and potential issues identified in the survey results and analysing the issues underlying these results, the 

following recommendations have been developed: Develop a recognition and reward program: Receiving 

recognition and reward was identified as an area for improvement. Effective reward and recognition in an 

organisation largely depends on the supervisors and managers. Training in understanding and appreciating the 

value of the same is likely to be required. Positive feedback should be given as promptly, sincerely, personally, 

positively and proactively as possible and should be suited to the needs of the individual. 
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Review compensation packages: Through the study of the responses to the questionnaires, it is understood that 

employees are most dissatisfied with the salary and benefits when compared to other facets that determine job 

satisfaction. It should therefore be carefully reviewed to ensure that deserving employees are appropriately 

compensated. Also, connection between performance and pay should be looked into and justified with a more 

transparent compensation and benefits plan. 

 

Work life balance programs: A considerable percentage of respondents feel either neutrally or dissatisfied with 

their ability to maintain a balance between their work and personal lives. It is therefore recommended that their 

working hours and workload be reviewed and programs related to time management, focusing skills and stress 

management be conducted. 

Training and Development: Training programs should be conducted to develop interpersonal and soft skills of 

the employees so their ability to communicate with customers and suppliers can improve and presentation skills 

enhance. Emphasis must also be laid on constantly and regularly upgrading the employee's knowledge and 

ability to adapt to changing technology and othr software used in everyday operations. 

 

XX. IMPLICATIONS 

The increasing pressure to accomplish more within existing or even shrinking resources –has created a new 

challenge for management in the tourism industry. This challenge can be met through creating work 

environments in tourism organizations that remove dissatisfaction by way of providing expected facilities and 

factors like pay, conducive working conditions, supervisory practices and enhancing motivation and job 

satisfaction through factors like recognition, promotion opportunities, and increased employee participation in 

the progress of the organization. 

 

XXI. CONCLUSION 

Research shows that satisfied, motivated employees create higher customer satisfaction and in turn positively 

influence organizational performance. Opportunities for promotion and career prospects, fair salary, 

appreciation for work, communication with peers and working environment are few attributes which are 

critically important from the view point of most of the employees. The findings of the survey suggest that 

professionals of travel agencies and tour operating companies show high levels of satisfaction in the areas of 

communication/peer relations and nature of work, contributing to high motivation levels and low stress levels. 

However, the industry may need to review the employee compensation packages in order to help maintain low 

retention level and job hopping.  Overall, the employees feel that their work in the business of travel agency and 

tour operations makes for an excellent industry to work in, providing them with a stimulating platform for 

learning. Moreover, their association with the field helps them develop holistically. 

 

XXII. LIMITATIONS OF THE STUDY 
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The Job Satisfaction Survey among professionals of the tourism industry was conducted under some constraints 

and limitations: As the subject was delicate, respondents were slight hesitant to answer the questions honestly. 

The study was restricted to only some travel agencies and tour operators within Bangalore city. A small 

percentage of responses may be biased or ambiguous. 

 

XXIII. SCOPE FOR FUTURE STUDY 

The research findings reported in this study make a valuable contribution to the awareness of understanding the 

concept of job satisfaction and the effect the underlying variables work, supervision, co-workers, 

communication and pay have on job satisfaction. However, additional research is needed to further investigate 

the potential relationship and effect these variables and other extraneous variables, such as role ambiguity, job 

level, contingent rewards and working conditions have on job satisfaction. Further research is possible with a 

much larger sample size taken to account for a more considerable representation of the population. Furthermore, 

the job satisfaction levels in specific organisations can be assesses such that precise and more effective 

improvement measures can be adopted to enhance their satisfaction in the workplace.  

 

Finally, future research of this nature may assist personnel managers and operational managers on all levels to 

be aware of the status of job satisfaction and allow them to pro-actively put mechanisms in place to enhance job 

satisfaction of employees and ultimately, improve service delivery. Being aware of the job satisfaction of 

employees afford personnel managers the opportunity to be proactive and decide on interventions that will 

ensure commitment and involvement from employees. 
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