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Abstract

The purpose of this study was to examine the cudemel of job satisfactions and factors
affecting the level of job satisfaction among & tade telephone counselors who are currently
working at Wegen AIDS Talk Line Center. In thisrjay it is tried to examine the Intrinsic and
Extrinsic characteristics to telephone counséltgsgel of job satisfaction and it has also tried
to map out the concept of job satisfaction by tebey@ counselors. In addition the study
determined the relationships between some selesttetb demographic variables and work
setting characteristics with the overall job saidion of toll free telephone counselors.
Participants included 61 Telephone counselors waykn Wegen AIDS Talk Line Center. Using
Minnesota Satisfaction Questionnaire (MSQ-shonrfpiKey informant Interviews, Focus group
discussion and observation the following researciestions were investigated: What is the
overall job satisfaction level of Wegen AIDS TailkelL.telephone counselors? How do telephone
counselors perceives the term ‘job satisfaction’atVare the most important Intrinsic and
Extrinsic values to telephone counselors job sattebn, What factors do affect telephone
counselors’ levels of job satisfaction? And what tiee relationship between selected
demographic variables and work setting charactarsstwith the overall job satisfaction of
Wegen AIDS Talk Line telephone counselors? As mehdly the Questionnaire, The analysis
examined thathe majority of the counselors were generally $@&iiswith (59%, n = 36), s with
their job. The counselors were comparatively feltigher level of satisfaction in intrinsic level
on the area of Achievement, Social status, andpeadgence, Extrinsic level on the area of
supervision-human relations with coworkers at thakTLine center and the counselors felt
satisfied comparatively lower level of satisfactlatrinsically, with Authority, Creativity, Moral
values, Recognition and extrinsically with compeiesa Responsibility, Advancement of
working condition Additionally, the study was conducted to know hie&vdounselors perceive
the term job satisfaction, and what factors affegttheir level of satisfaction. After getting the
counselors’ expression salary, permanency of the gareer prospects (promotion, supervision
and training), academic qualifications and the pbgkand social work setting characteristics
are found to be their mind to explain the term jedtisfaction and also factors for their
satisfaction and dissatisfaction at the job. Moregyto determine the relationship between socio
demographic and some selected work setting chaiatits to the overall job satisfaction the
data entered into SPSS and Measurement of Relatm(sChi-square analysis & correlation)
and measurement Difference (one way ANOVA)was ésetithe study indicated there was no
statistically significant difference on the overldlel of counselors’ job satisfaction among the
socio-demographic variables of Gender, Marital st Educational level difference, Job
experience. And salary, except Age and also amonte sselected work setting variables of
Organizational policy and structure, physical andcel working environment, promotion,
supervision and counselors intent remain in thairrent position and counselors’ intent to
remain in their current profession. Finally, to egeme Telephone counselors problems of
stress, burnout and high turnover, the study fooear important actions for effective
implementation of social welfare administrationliskand techniques appropriate to the social
work practice setting to improve the job performanand satisfaction level of telephone
counselors in the Center.

Vi






CHAPTER ONE

Introduction

This research is done to examine the current le@b satisfactions and factors affecting
the level of job satisfaction among a toll freeegdione counselors who are presently working
at wegen AIDS Talk Line Center. And In orderetosure that clients receive high quality
services from their toll free telephone counsetdfr¥Vegen aids talk line center Research is
needed to clarify weather professional counseloes satisfied with their jobs or not
(burnout). Presently, the level of job satisfactmmong a toll free telephone counselors
working in Wogen aids talk line is unknown theref. A research like would be useful to
the organization and generally to the health setonnderstand more about the working
scenario of the present work situation medic toromp their conditions since satisfied
workers are more motivated, productive and fuldill@’hey can also contribute to higher

guality service and client satisfaction and Comnadel measures then can be taken.

1.1 Background of the study

HIV/AIDS has become one of the main agenda bothasibnal and international forums.
AIDS affects not just only the individual sufferiigpm the disease, but the entire family,
community and country. Its multifaceted effectsofgmmical, social, racial etc) have made it
the leading concern for countries including Etheogdtfforts to combat the disease since its
outbreak range from formulating policy frameworkstlie actual implementation of policies

and programs at grass-roots level.

According to the available data Ethiopian singleinpaHIV prevalence estimate, the
prevalence of HIV in the country in 2010 is estiethto be 2.4%, with an estimated 1.2
million people living with HIV, 79,871 of who arehitdren. During the same year, 28,073
HIV positive people have lost their lives becau$eAtDS. The report also shows that an
estimated of 137,494 people are newly infected By kh 2010. (Federal HIV/AIDS
Prevention & Control Office, July 2011). This shothat a significant number of people are
infected and also are affected by the epidemicti@rother hand, this implies the increasing
need for prevention and control services relatadIYWWAIDS.

In order to respond to the need of PLWHAs differgotvernmental, nongovernmental,
Community and faith- based organizations have ttiedrun different programs. Since

1



HIV/AIDS has no vaccine or cure yet, creating awass and disseminating information is
crucial for prevention and control of HIV/AIDs. Date argent efforts to bring about
awareness/information related to HIV/AIDS being mabtly governmental and non-
governmental agencies, the misconceptions reldongIV/AIDS continue to outpace the
efforts to educate people regarding the diseasas,Thow in the 21st century with our
technological advancements using effective comnatioic strategy to generate awareness
and disseminate information on HIV/AIDS has becanweasingly significant. Social case
Work and counseling (2009)

Today's technological advancement has been puhéontaximum utility by the social
workers. They have become well-versed with theed#ffit medium of spreading information,
be it the TV, Radio or the internet. Many socialrkers have opened websites discussing the
problems related to HIV and AIDS for PLHA who aneable to talk to anyone but can voice
their opinion and fears without anyone knowing theentity. Further a data base of hospitals
and clinics as well as good doctors have beeneniday some social workers as a reference
sites for those affected and infected with HIV #1BS; who wants to undergo treatment but
unsure where to go. The World Wide Web providesnstant connectivity for people all
over the world and one can have a discussion onistwes of HIV and AIDS whereby
unknowingly creating further awareness among pewople had little or no information about
HIV and AIDS. The social workers play an activeerahd try and break down the myths that
may arise providing the audience with valid anevaht information. Social case work
and counseling (2009)

In most developing countries Unlike TV prints, dRadio, telephone is also used to exchange
views and create awareness on public health. Agallkeabout communication strategies
designed to generate awareness and disseminatemation on a socially relevant issue like
HIV/AIDS, it goes without saying that telephoneaiso serves a very important function and
Social workers play a major role in putting intcagtice telephone counseling and other
different kinds of intervention meant for peopharig with HIV and AIDS or to bring about
the prevention and control of this deadly dised$erefore, it would be necessary to make a

study in the area of telephone counseling thatccbalresearched further.

On the other hand, human power is the back bonthéprovision of quality health care for
the population. High level of professional satisfat among health workers earns high

dividends. Such as, higher work forces retentiondl alient/ patients satisfaction. Job
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dissatisfaction resulting in burn out and turn owewuld exacerbate the current shortage and
results in serious under staffing of health camlifees. This has the potential to have a
negative impact on the delivery of services bec#luse is evidence to suggest that reduction
in health professional staff below certain levelrétated to poor client /patient outcomes
(Alemshet, 2009)

Worldwide, there is wide agreement that human nesodevelopment represents one of the
major challenges for public health service delivehyHO 2000, 2006; World Bank 2002).
The availability and participation of trained, gtiet, and motivated health workers is a
necessary condition for effective health servidevdey. (World Bank, 2010)

In Ethiopia between 2005 and 2010, the Governmesigded and implemented the Third
Ethiopian Health Sector Development Program (HSIDRiuhich was aimed at improving all
aspects of health care provision in Ethiopia, idelg human resource development. One of
the key objectives of the Ethiopian HSDPIIl hasrbée increase ratio of health workers
population moreover, the programs have been highlcessful in achieving its original
goals. As a result of the programs the populatatio of the general practitioner and
specialists was to 1:53,642 , health officer22,387 , midwives 1:33,903 , nurses 1:2772
in 2010-11. Consequently, the national number aiftheprofessional’s distribution in public
sectors has increased to 70,370 (Ministry of He&i@ii.1).

Although there was an increase in the number dttheaofessionals registered in 2010-11, it
falls short of what is needed to ensure the prowisf effective and equitable health care
throughout the country.

In addition to the limited availability of quakdd and well-trained health workers, there are
at least three other challenges related to hunsourees and health in Ethiopia: the potential
for low levels of job satisfaction and motivatioh leealth workers. The World Bank’s
“Health Workers’ Career Choices arithrly Work Experience in EthiopigPrinted in May
2010 reported From gathering data on the job peefms of health workers and their
satisfaction with different job attributes, foutitht, Health workers tend to be unsatisfied
with most aspects of their jobs, especially salaagcess to training, and chances of
promotion. About 80% of the health professionale a&ither “unsatisfied” or “very
unsatisfied” with their current salary. And alsoaith workers’ satisfaction with their career

choice, their economic situation, and life in gexhéwas deteriorated between 2004 and 2007



Therefore, Ethiopian health sector faces a numbehallenges related to human resources
including geographical imbalances in the distribntof health workers, problems with job
satisfaction, and a high willingness to migratecabr To address these challenges with

appropriate policies, more empirical evidence isdeel.(World Bank, 2010)

Despite the fact thatJob satisfaction of the health workers is highlypartant in building
up employee motivation and efficiency and also ighdr job satisfaction determine better
employee performance and higher level of client®@pts’ satisfaction, and there is limited

amount of literature in the areas related to fac#dfecting job satisfaction

Accordingly, the purpose of this study is to speaify examine the level of job satisfaction
and factors affecting them among a toll free tetefghcounselors working in wegen aids talk

line of aids resource center (ARC) Ethiopia.

Moreover, Information on the job satisfaction ofodl free telephone counselors may have
Implications for a toll free telephone counseloecsunselor's supervisors; wegen Aids

alkaline center personnel and administrators. Afteé telephone counselors should be front
and center, taking an active role in their own easatisfaction. Based on the existing limited
research on job satisfaction toll free telephonanselors, should become advocates for
themselves in the areas of supervision and &lsadunselors collaborate with other staff
members within the same organization in order @oifgi roles. “By becoming more proactive

in defining their roles and counselors can redhe# stress levels and enhance their job” In
addition, if proper supervision is not readily dahble to a toll free telephone counselors, they

may need to actively seek support from coworkerstloer responsible bodies.

Wegen aids talk line personnel and administratoaly also benefit from information about
the level of job satisfaction among a toll freeeplone Counselors. For example, if research
continues to states low levels of job satisfactama high level of burn out of counselors,
administrators may want to explore, reevaluate, altehrly define requirements for
counseling and guidance programs. in order toseekfficient services A study conducted
may revealed several components necessary in uhaing of an effective relationship
between a toll free telephone Counselors and taéministrators s, including a clearly
defined counselor role, mutual trust and clear momication, and continual maintenance of

support strategies



Counselor Supervissrand Training programsnay also find information orpracticing
telephone counselors’ satisfaction useful in prieygaa toll free telephoneouncilors to enter
the work force. If studies continue to document lewel of job satisfaction, stress and burn
out of telephone counselorSupervisoramay want to emphasize techniques for councilors to
implementin the future when trying to determine employmesgponsibilities. Inaddition,
counselor Supervisors may also want to focus oasstreduction techniques their
programs to help counselors in training cope witturfe stressful situations thatay arise
due to emotionally charged and difficult calls thiegeive every day

Therefore, In order to ensure that clients recdiiggh quality services from their toll free
telephone counselors of wegen aids talk line. Rebe&s needed to clarify weather
professional counselors are satisfied with thdasjor not (burnout). Presently, the level of
job satisfaction among a toll free telephone selors working in wegen aids talk line is
unknown therefore, the purpose of this researctoigxamine the present level of job
satisfaction and factors affecting them among &ftek telephone counselors working in
wegen aids talk line of AIDS Resource Center (AE@)iopia.

1.2 Statement of the problem

The use of toll- free direct Telephone lines toyie counseling, information and referral
services focusing on HIV/AIDS and related healtb¢ial and economic problems is an
effective health communication approach in hightyplated countries like Ethiopia. Wegen
AIDS Talk line (952) is a state-of-the art toll éredirect line which reaches a wider
community throughout the nation by providing effort counseling and life-saving
information on HIV/AIDS and related issues. Butjremtly, there is a general assumption
that the present telephone Counselors who are mgrki wegen AIDS Talk Line center ,
face a very serious counselors stress that coroes flealing with the, abusive prank calls,
emotionally charged and difficult calls they reeeievery day. These results Stress and
burnout of Counselors and Counselors’ Turnover (#Wegewsletter aug.2009 & Dec.2010)

In order to settle the this problems the Talk lioeanizes Counselor Debriefing and
Constructive Feedback Sessions and burnout manageeteeats every six months Through
Debriefing, counselors support each other by shateir feelings, experiences, knowledge
and skills. It plays a fundamental role in builditng capacity of the counselors and improves
quality of service. And also Talk line supervis@@nducts a daily constructive feedback



sessions with counselors to identify their streagiihd gaps in call management, improve
counseling skills, acquaint them with latest infatron and help them properly manage the
large volume of abuse/prank calls. Additionally,drder to proactively prevent counselor
burnout, the Talk line organizes burnout managenmetnéats every six months. During these
sessions a mental health professional works witmselors individually and in groups to
help counselors manage the stress that comes weating with the emotionally charged and

difficult calls they receive every day. (Wegen nkaiter Aug.2009)

In addition, the situation became worse when thenselors had no time to review the
outcome of these clients because new cases warg teferred which required immediate
intervention. Also the councilors are unable toleate client feedbacks because of the time
constraints. This made the counselors feel incoempetnd dissatisfied with his/her job.
Research has shown that there is a significantioekhip between job satisfaction and

termination of therapeutic/counseling relationshiResnick.c, Dziegielewski sf, (1996).

Past research has linked job satisfaction to #&tyaof obstacles for both employer and
employees in many occupational settings. Despésetmegative correlations, however, only
limited research is available on the satisfactiérhelping professionals and even fewer
studies focus on professional health workers itiq@dar. And similarly, Toll- free telephone
counselors have a responsibility to provide supparteach clients/callers to ensure that
clients receive high quality services from thelepdone counselors, and research is needed
to clarify if telephone counselors are satisfiethwheir jobs. Presently, the job satisfaction of
professional toll- free telephone counselors wagkin Wegen Aids Talk line setting is

unknown.

A research is thus needed to find out if the pretal free telephone cancellers are satisfied
with their job or are they burnout. There is a needxamine if the individual / demographic
factors of these telephone cancellers affect flegels of job satisfaction. The results of this
research would be useful to the organization ameigdly to the health sector to understand
more about the working scenario of the present watkation medic to improve their
conditions since satisfied workers are more mogidiaproductive and fulfilled. They can also
contribute to higher quality service and clienisfattion and Commendable measures then
can be taken. In light of the above mentioned ljerol, the main purpose of the study is to

investigate the following basic questions:



1 How do toll free telephone counselors whoveoeking at wegerhids talk Line Center

perceive the term ‘job satisfaction?

2 What is the level of job satisfaction amongh free telephone counselors who are
currently working at wegen Aids talk Line of NatadnAids Resource Center (NARC) in
Addis Ababa, Ethiopia

3. What are the most important Intrinsic and Exigrvalues to telephone counselors who are
working at wegen Aids talk Line center?

4 What are the most important identified factorst thffect a toll free telephone counselors
levels of job satisfaction?

5 What are the relationship between some seleastbgraphic variables and work Setting
characteristics with the overall job satisfactidntall free telephone councilors of wegen

Aids talk line center.

The above questions are important because gilsfaction levels affect workers’
productivity, creativity and commitment. It alsdeadts their well being, the delivery of their

services to clients and eventually the efficientthe Organization.

1.3 Study Objectives

This study has the following general and specibifpotives
1.3.1 General objective
» The general objective of the study is to examireedberall level job satisfacticend
factors affecting the level job satisfactiamong a toll free telephone counselors

who are currently working at wegen Aids talk Lingé Mational Aids Resource
Center (NARC) in Addis Ababa, Ethiopia

1.3.2 Specific objectives

1. Toidentify how a Toll Free Telephone counselwso are working at Wegen

Aids Talk LineCenter perceives the term ‘job satisfaction’



2. To examine the overall level of job satisfactionwegen AIDS Talk Line Toll
Free Telephone councilors.

3. To examine the most important intrinsic and extdnsalues to Telephone
counselors who are currently working at Wegen AIRXK Line center.

4. To identify the most important factors affecting tlevel of job satisfaction of a
Toll Free Telephone counselors who are curremtyking at Wegen AIDS Talk
Line of National AIDS Resource Center (NARC) in Asldbaba.

5. To determine the relationship between some seleédet demographic and work
setting characteristics with the overall job satision of Toll Free Telephone

councilors of Wegen AIDS Talk Line Center.

1.4 Operational definitions

The operational definitions used in this study Wwél as follows:

1. Job Satisfaction:The term “job satisfaction” has been defined in ynaays. However,
for the purposes of this study, the term is defiaedh subjective quality that is measured in
the form of an overall job satisfaction score om Minnesota Satisfaction Questionnaire

2. A Toll Free Telephone Counselorsthose individuals serving caller clients primarity
and who are employed as telephone counselors inelivégds Talk line center Virginia
public middle school

3 Intrinsic satisfactions; Intrinsic satisfaction relates to how positive iadividual feels
about his or her job performance like ability wtiiion, opportunities for advancement,
recognition, and achievement, activity, authordsgativity .independence, and social status
etc.

4 Extrinsic satisfaction satisfaction relates to external to the worlelitssuch as
compensations, policies and practices, supervisiBromotion ,working conditions,
interpersonal relations, responsibility and seguett

4. Social environmentmeans Supervisor-counselor’s relationships, Masagéounselor’s
relationships and Inter-personal relationship amiyegcolleagues/counselors.

5 Physical environmentcoversinfrastructure of the building, room$emperature, Humidity,
Ventilation, Lighting Noise. Cleanliness of the WwdPlace, Toilets facilities etc and other

interior office facilities computer, telephone, faxHeadsets, furniture’s etc



6. Supervision An evaluative intervention extending over time grdvided by a senior
member of the profession to a junior member of phafession for the purpose of gate
keeping, as well as enhancing and monitoring theepsional functioning of the junior
member

7 Promotion: the advancement of a counselors rank or positioran organizational
hierarchy system of Wegen Aids Talk LINE Center.idt counselors reward for good
performance, i.e., positive appraisal

8. Role Conflict: A feeling of being pulled and pushed in multipleedtions from a variety
of authorities

9. Career prospect Career prospect is with recruitment and selegctipromotion,
supervision, training and transfer, as well asgiaent of employees in the organization

10. Job security: Job security is the assurance an employee hast dbeucontinuity of

gainful employment for his or her work life in artan organization.

1.5 limitation of the study

This study has the following limitations:

1. Although the respondents are defined as toll feéephone councilors some of them are
not professionally trained in this field. As sudhgy are not able to reflect their work

professionally.

2. This study cannot make a generalization thatfiridings represent the overall job
satisfaction levels of all telephone counselingisTis because the respondents are limited
only to a toll free telephone canceller working\Vifegen talk line of aids resource center of

Ethiopia. There might be other telephone cancellenking in some other area.

3. The acute problem the researcher will be fagnigck of reference materials and up to
date information source .To make up the lack okneice materials and up to date
information Web source will be intensively usedhwitue care and precautions. There are

also limitation of time and other resources thaitlithe study to be undertaken.



CHPTER TWO
Review of Related Literature

2.1. Review of Related Literature

AIDS Resource Center (ARC) in Addis Ababa was l&acin December of 2002. ARC
serves as Ethiopia’s Premier source of HIV/AIDSimifation. with the objective of Building
capacity and advance the field of health commuitioah Ethiopia The center (referred to as
CCP/ARC) serves as a hub for a host of user-drremources and services, such as a
comprehensive multimedia reference collection, tsgbed computer terminals with Internet
access, audiovisual equipment, databases of infmmpertaining to HIV/AIDS, and a toll-
free HIV/AIDS telephone hotline. In addition to wser driven services, the CCP/ARC also
supports local partners in developing strategiogeti'ed behavior change communication
(BCC) tools and approaches. Through both its usevies and BCC activities, the
CCP/ARC strives to build the capacity of its partnewith a particular emphasis on the
Ethiopian government’'s HIV/AIDS Prevention and GohtOffice (HAPCO).( ARC web-

source)

Under the National AIDS Resource Center (ARC) dii@tia Wegen AIDS Talk line was
established in September 2004 with technical supfpom the Johns Hopkins University
Bloomberg School of Public Health/Center for Comimation Programs (JHU/CCP) in
collaboration with the Ethiopia’s HIV/AIDS Preveoti and Control Office and the Ethiopian
Telecommunication Corporation. It is funded by Bresident’'s Emergency Plan for AIDS
Relief (PEPFAR), through the US Centers for Diséagetrol and Prevention (CDC). Wegen
AIDS Talk line serves the community with up-to-datéormation, counseling and referral
service on HIV/AIDS, STl and TB. The Talk line pidgs anonymous, confidential and
nonjudgmental service allowing callers to speakualsensitive and private issues without
embarrassment and empower Ethiopians to know tH&# status and help thosEIV
negative maintain their sero status; and suppoW/IRLY and their families adopt a healthy
life style. Wegen is a toll- free Talk line both fronmdaline and mobile phones and people

from all parts of the country can reach it by diglP52. (Wegen profile, 2012)
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In highly populated countries like Ethiopia, theeusf toll- free direct lines to provide

counseling, information and referral services faogison HIV/AIDS and related health,

social and economic problems is an effective headtihmunication approach. Wegen AIDS
Talk line (952) is a state-of-the art toll freedtit line which reaches a wider community
throughout the nation by providing effortful coulisg and life-saving information on

HIV/AIDS and related issues

The Talk line offers anonymous and confidential/mer which allows callers to speak freely
about sensitive issues without embarrassment.dhisxcellent means of disseminating up-
to-date and accurate HIV/AIDS information, high lityatelephone counseling, and referral
services. Information obtained from callers alsovpes feedback to government and other
agencies to quickly address service gaps. Withrtbeeased demand of callers (over 7,000
calls a day), Wegen Talk line has expanded itsieeto nationwide coverage, 24 telephone
lines, and 14 languages. The Talk line is operati@6 hours a day and is staffed by over 60
counselors including nurses, health officers, mubiiealth professionals, psychologists,
sociologist and other professionals. who can comaoat® with different local languages.
Such as Amharic, Oromogna, Tigregna, Afarigna, Sigma, Aderegna, Wolayitegna,
Guragegna, Awigna etc (Wogen newsletter Aug.2009)

The researcher made library and social welfar@@ge survey and visitations to related
bureaus. He found some local research materiatsatkasomehow related to this study.
And few foreign studies which are found from web search are alsluded to show the
empirical evidence related to this study. Theseistuare considered and presented only
because they somehow deal with the issues of jobfazion. As far as this search is
concerned, there is no M.A thesis that tried td deth job satisfaction which specifically

concentrates on the area of toll free telephonadatars or anything related to it.

Accordingly, the works Alemshet YarS8ebsibe Yilma andklog, Fenot Berharare some
of the research papers found somehow relevatttisostudy and which served for the

researcher to have a glimpse on job satisfactidtthiopia.

Alemshet Yami, (2009), the study, entitlel’ satisfaction and its determinants among
health workers in jimma university specialized hosjtal southwest, Ethiopia” The study tried to

determine the job satisfaction of health professi®nworking in Jimma University
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Specialized Hospital and factors affecting theweleof satisfaction.During the study a total
of 145 health professionals have responded fosélfeadministered questionnaire. The result
showed that sixty seven (46.2%) of the health warlere dissatisfied with their job. The
major reasons reported for their dissatisfactiomewack of motivation, inadequate salary,
insufficient training opportunities and inadequatember of human resources. Only sixty
(41.4%) health professionals were satisfied witirtliob, the major reasons given were
getting satisfaction from helping others and prei@sal gratification. Suggestion given by
the respondents to improve job satisfaction ancease retention rate included motivation of
staff through different incentives such us bonusude allowance, salary increment,
establishing good administration management systechimproving hospital facilities and
infrastructure. The study concluded that Job satigin of health professionals in Jimma
University Specialized Hospital was found to be .low

Theses by Sebsibe Yilma entitlédome major determinants of job satisfaction among
employees of Oromia head and zonal cooperative gunotion offices Addis Ababa
University (2009.) The study focused on some majeterminants of employees’ job
satisfaction of Oromia head and zonal cooperatik@mption offices. In this study the
researcher considered three specific job facetsatfact overall job satisfaction. These are
satisfaction with the work itself, satisfaction vppayment, and satisfaction with promotional
opportunities. Moreover, personal variables assediaith job satisfaction were considered
and the study found among the demographic charstiterof employees indicated, males
were found to be more satisfied than females andiedeemployees were more satisfied than
unmarried ones with respect to satisfaction with thork itself. And the variability of
employees overall job satisfaction of Oromia head aonal cooperative promotion were to
the extent of 30.3% only by the two independentaldes (the work itself and promotional
opportunities). And Relatively, the variable ,thert itself is most important, promotional
opportunity follows, and payment has almost waregligible effect on the variability of
overall job satisfaction.

The other research pepper is by Aklog, Fenot Berkatitled “Teacher job satisfaction and
dissatisfaction: An empirical study of urban teaches in Ethiopia” Columbia University
Teachers College, 2005, This study sought to ifletiie sources of job satisfaction and
dissatisfaction of teachers in urban primary schaoEthiopia, and to examine how personal
and school characteristics mediate teachers' sentintowards their profession. During the

study Teachers identified aspects intrinsic totdsk of teaching, such as their interactions
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with students and their capacity to influence stidachievement as major sources of
satisfaction. Satisfaction with extrinsic school district levels facets showed the greatest
variation in both degree and kind. Teachers wemngosd uniformly dissatisfied with wider

system and societal levels facets of their worlke difference between overall dissatisfied
and overall satisfied teachers was found in tregisfaction with intrinsic aspects of teaching,

but not in their satisfaction level with extringispects of their work.

Several researches have been done locally on eg®|op satisfaction and work motivation.
Among these Bonsa, (1996) did research on secorstdrgol teachers entitled “Factors
affecting teachers job satisfaction in Addis Abab&/npublished Master's Thesis, AAU. A
related research were done by Kassahun (1996)"sdiidfaction on employeeaf Ethiopian
Insurance Corporation, “Unpublished Master's The&&U.. A recent research was made by
Kumsa (2001) on job satisfaction of Oromia Medigaisonnel. Moreover, Habtamu (1983)
conducted a research on agricultural cooperatiasa@s regarding factors affecting their
motivation to work. But no research has been damally on wogen Aids talk line
employees/counselors regarding their job satisiacti

Wogen Aids talk line offices, like all other typesorganizations, are affected by employee’s
job satisfaction or dissatisfaction. Hence, thiglgtis focused on determining job satisfaction
of wogen Aids talk line employees/counselors.

A few other studies which are found from web seaach also presented to show the
empirical evidence related to this stuéty instance Lim Bee Eanstudy entitled”job
satisfaction and burnout levels of all medical soal workers in Malaysian government
hospitals’ submitted in fulfillment of the requirements foretllegree of Master of Social
Work university SAINS Malaysia June (2007

The study surveyed the job satisfaction and burihexgls of all medicakocial workers in
Malaysian government hospitals. It aimed to find #ssociation between the individual /
demographic factors of the medical social workerdshe Human Service Job Satisfaction
Questionnaire scores (HSJSQ scores), and it ideshtibther important factors which
influenced the medical social workers’ job satiifat and burnout levels. The respondents
were 143 social workers who worked in 58 hospitBlata was collected by questionnaire

and the instrument used was the Human Service atbfa&tion Questionnaire (HSJSQ).
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Findings showed that overall the socwbrkers were satisfied with their jobs. The
demographic variables of the medisalcial workers were the main reasons for them being
satisfiedwhereas the organizational factors were the masams for them suffering from

burnout

Another research byshulam Mustafa Kazientitled” The Contribution of Individual
Variables: Job Satisfaction and Job Turnover. (2011 This paper examines and explains
the sources of employee turnover based on theibatitm of individual variable which
affect job satisfaction level, types of job turnowader various conditions and suggesting the
strategies related to individual variables for mmi@ing employee turnover in an
organization. Further the paper will help the feturesearch in understanding of the
individual variables based on personal satisfactmm its influence on organizational

performances and employees attitude.

Tara Yost Bane pepper “Job Satisfaction Amorgfd3sional Middle School Counselors in
Virginia” Dissertation submitted to the Facultytbe Virginia Polytechnic Institute and State
University in partial fulfillment of the requiremefor the degree of Doctor of Philosophy In
Counselor Education (2006), the study investigaedrelationship between the overall job
satisfaction of Virginia middle school counselorghademographic variables and selected
work environment and In addition, satisfaction leweere compared with previous studies

on Virginia elementary school counselors.

Analysis determined that 92.9% of participants wsaésfied with their current jobs, with
social service being the area of greatest satisfaeind compensation being the area of least
satisfaction. Only 7.1% of participants were dis$igd using a regression model, the three
demographic variables of gender, licensure, arehtriib remain in the position, were found
to be significant predictors of overall job satetfan. Qualitative responses indicated that
middle school counselors were most affected bycilveent political climate in regard to
standardized testing, while the social climate céfé counselors in regard to the difficult
challenges faced by students. The greatest impeditnghe participants’ preferred role was
an excess of non counseling duties, while admatsts and principals provided the greatest
support. Overall, the results from this study rdéseathat middle school counselors in

Virginia were satisfied with their jobs.
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2.2 Definition and importance Job Satisfaction

Despite its vide usage in scientific research, afl as in everyday life, there is still no
general agreement regarding what job satisfacsonni fact there is no final definition on
what job represents. Therefore Job satisfactionbleas discussed in a number of ways, as
the definition of job satisfaction tends to holdreambiguity; as cited by Lim (2007) Locke
(1976) emphasized the need for researchers toedetiat they are trying to measure, before
conducting any further investigation. Locke offerdte following commonly accepted

definition:

Job satisfaction is the pleasurable emotional sestelting from the appraisal of one’s job as
achieving or facilitating the achievement of onglb values. Job dissatisfaction is the un
pleasurable emotional state resulting from the @ippl of one’s job as frustrating or blocking

the attainment of one’s job values as entailingalises. Job satisfaction and dissatisfaction
are a function of the perceived relationship betwebat one wants from one’s job and what
one perceives it as offering or entailing. (p 3E6) the purpose of this study, the concept of
job satisfaction as proposed by Locke is used.

Despite different authors have different approadbesrds defining job satisfaction. Some

of the most commonly cited and recent definitiomsjob satisfaction are analyzed in the

study as follows.

Job satisfaction is how content an individual ighwhis or her job. Scholars and human
resource professionals generally make a distindietween affective job satisfaction and
cognitive job satisfaction. Affective job satisfaxt is the extent of pleasurable emotional
feelings individuals have about their jobs overaitid is different to cognitive job satisfaction
which is the extent of individuals’ satisfactiontlwparticular facets of their jobs, such as pay,
pension arrangements, working hours, and numerthes aspects of their jobs.(Wikipedia,

the free encyclopedia)

Kaliski defines Job satisfaction as a worker’s sesfsachievement and success on the job. It
is generally perceived to be directly linked to guotivity as well as to personal well-being.
Job satisfaction implies doing a job one enjoysnglat well and being rewarded for one’s

efforts. Job satisfaction further implies enthusiaand happiness with one’s work. Job
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satisfaction is the key ingredient that leads toogmition, income, promotion, and the

achievement of other goals that lead to a feelirfglbliment (Kaliski, 2007).

Aziri considered that job satisfaction representteeling that appears as a result of the
perception that the job enables the material agdhmdogical needs (Aziri, 2011). Luthans’s

(1995) dimension of job satisfaction. First dimemsis that job satisfaction is an emotional
response to a job situation. Second job satisfadti@ften determined by how well outcomes
meet or exceed expectations .The pattern of defiexplain the term job satisfaction.

Job satisfaction can be considered as one of #ie factors when it comes to efficiency and
effectiveness of any organizations. In fact the meanagerial paradigm which insists that
employees should be treated and considered prymesihuman beings that have their own
wants, needs, personal desires is a very goodatuttifor the importance of job satisfaction
in contemporary organizations. When analyzing jabsfaction the logic that a satisfied

employee is a happy employee and a happy emplsyesuccessful employee.(Aziri, 2011).

The importance of job satisfaction specially emesrg¢p surface if had in mind the many
negative consequences of job dissatisfaction sadack of loyalty, increased absenteeism,
increase number of accidents etc. Spector (19%13% lihree important features of job
satisfaction. First, organizations should be guidgduman values. Such organizations will
be oriented towards treating workers fairly anchwespect. In such cases the assessment of
job satisfaction may serve as a good indicatomgbleyee effectiveness. High levels of job
satisfaction may be sign of a good emotional andtatestate of employees. Second, the
behavior of workers depending on their level of gatisfaction will affect the functioning
and activities of the organization’. From this &ncbe concluded that job satisfaction will
result in positive behavior and vice versa, diskction from the work will result in
negative behavior of employees. Third, job satisbac may serve as indicators of
organizational activities. Through job satisfact@raluation different levels of satisfaction in
different organizational units can be defined, butturn can serve as a good indication
regarding in which organizational unit changes twauld boost performance should be

made.
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2.3 Theoriesof job satisfaction

There are numerous theories attempting to explalin gatisfaction, but three conceptual
frameworks seem to be more prominent in the litgeatThe first is content theory, which
suggests that job satisfaction occurs when onessl ier growth and self-actualization are
met by the individual's job. The second concepfterhework is often referred to as process
theory, which attempts to explain job satisfactigniooking at how well the job meets one’s
expectations and values. The third conceptual grogfudes situational theories, which
proposes that job satisfaction is a product of @i an individual’'s personal characteristics
interact or mesh with the organizational charasties. Each of the three theoretical
frameworks has been explored and reviewed by cessscholars and researchers, and the
purpose of this chapter is not to provide an extnariseview of job satisfaction theories.
Instead, a highlight of the main theories and tis¢®from each framework will be offered, to
provide clarity, relevance and direction to thisdst of job satisfaction.

2.3.1Content Theories

When discussing human needs, growth, and selfdatian, one cannot look far before
finding Abraham Maslow and his “hierarchy of needslaslow’s (1954) as cited by Tara
(2006) traditionalist views of job satisfaction webased on his five-tier model of human
needs. At the lowest tier, basic life sustainingdssuch as water, food, and shelter were
identified. The next level consisted of physicat dmancial security, while the third tier
included needs of social acceptance, belonging,l@rel The fourth tier incorporated self-
esteem needs and recognition by one’s peers atie abp of the pyramid was reserved for
self-actualization needs such as personal autoradyself-direction. According to Maslow,
the needs of an individual exist in a logical orded that the basic lower level needs must be
satisfied before those at higher levels. Then, dhedasic needs are fulfilled, they no longer
serve as motivators for the individual. The monelaallows for growth and acquisition of
higher level needs, the more likely the individigato report satisfaction with his or her job.
Furthermore, the success of motivating people digpem recognizing the needs that are

unsatisfied and helping the individual to meet ¢hnseds

Building on the theories of Maslow, Frederick Herry (1974) suggested that the work
itself could serve as a principal source of jobiséattion. His approach led to the

aforementioned two-continuum model of job satistactvhere job satisfaction was placed
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on one continuum and job dissatisfaction was placeda second. Hertzberg's theory
recognized that work characteristics generated ibyatisfaction were quite different from
those created by satisfaction. He identified thedis that contribute to each dimension as
“motivators” and “hygiene’s”. The motivators ardrinsic factors that influence satisfaction
based on fulfillment of higher level needs suclaasievement, recognition, and opportunity
for growth. The hygiene factors are extrinsic Valea that such as work conditions, pay, and
interpersonal relationships that must be met tegnedissatisfaction. When hygiene factors
are poor, work will be dissatisfying. However, sisnpemoving the poor hygiene does not
equate to satisfaction. Similarly, when people satisfied with their job, motivators are
present, but removing the motivators does not aatwally lead to dissatisfaction.
Essentially, job satisfaction depends on the esiticharacteristics of the job, in relation to
the job’s ability to fulfill ones higher level negdof self-actualization hence, the two

Continuum model of Hertzberg's Motivator-Hygigheory.

2.3.2Process Theories

Process theories attempt to explain job satisfactip looking at expectancies and values
(Gruneberg, 1979). This theory of job satisfactismggests that workers’ select their
behaviors in order to meet their needs. Within trasnework, Adams’ (1963) and Vroom
(1982) have become the most prominent theoristStaty Adams’ suggested that people
perceive their job as a series of inputs and oussormputs are factors such as experience,
ability, and effort, while outcomes include thinlijjee salary, recognition, and opportunity.
The theory is based on the premise that job satisfais a direct result of individuals’
perceptions of how fairly they are treated in corgmn to others. This “equity theory”
proposes that people seek social equity in the nasadoey expect for performance. In other
words, people feel satisfied at work when the inutontribution to a job and the resulting

outcome are commensurate to that of their coworkers

According to Milkovich and Newman (1990), this mdcequity is not limited to others
within the same workplace, and the equity compagsaften reach into other organizations
that are viewed as similar places of employmentovr's (1964) theory of job satisfaction
was similar in that it looked at the interactiontvibeen personal and workplace variables;
however, he also incorporated the element of weairkexpectations into his theory. The
essence of this theory is that if workers put fantbre effort and perform better at work, then
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they will be compensated accordingly. DiscrepanctBat occur between expected
compensation and actual outcome lead to dissdimfadf employees receive less than they
expect or otherwise feel as if they have beendteanfairly, then dissatisfaction may occur.
Conversely, overcompensation may also lead to tiBfsetion and the employee may
experience feelings of guilt. The compensation doetshave to be monetary, but pay is
typically the most visible and most easily modifielement of outcome. Salary also has
significance beyond monetary value and the potertbaacquire material items, and
Gruneberg (1979) notes that it is also an indicatb personal achievement, organizational

status, and recognition.

Vroom’s theory also goes one step further to incoage an individual’'s personal decision
making within the work-place. Vroom (1982) explaingat employees would choose to do
or not do job tasks based on their perceived gbibt carry out the task and earn fair
compensation. To illustrate and clarify his ideé@syom generated a three-variable equation
for scientifically determining job satisfaction. gectancy is the first variable, and this is the
individual's perception of how well he or she carg out the given task. Instrumentality is
the second variable of the equation, and this sefferthe individual’'s confidence that he or
she will be compensated fairly for performing thskt Valence is the third variable, which
considers the value of the expected reward to thpleyee. In Vroom’s formula each
variable is given a probability value, and whenthhee factors are high, workers will be
more satisfied and have more motivation. If anyheffactors are low, work performance and

employee motivation will decline.

2.3.3Situational Theories

The situational occurrences theory emerged in 1882n Quarstein, McAfee, and Glassman
stated that job satisfaction is determined by twotdrs: situational characteristics and
situational occurrences. Situational charactegstce things such as pay, supervision,
working conditions, promotional opportunities, andmpany policies that typically are

considered by the employee before accepting theTbb situational occurrences are things
that occur after taking a job that may be tangdléntangible, positive or negative. Positive
occurrences might include extra vacation time, gshggative occurrences might entail faulty
equipment or strained coworker relationships. Wiithhis theoretical framework, job

satisfaction is a product of both situational fastand situational occurrences.
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2.4 Determinants of job satisfaction

A number of variables are frequently cited as gigaint determinants of job Satisfaction .A
review of the literature shows that numerous védemthave been investigated in their
relationship to job satisfaction. These variableslude individual factors (e.g. individual

differences and personality, demographic data’® l&ge, gender, marital status, and
educational level, etc), intrinsic features of gob (e.g. recognition, advancement, and
responsibility), and extrinsic variables (e.g. sglaupervision, and working conditions) have

been identified as important determinants relabetthé job satisfaction.

2.4.1 Individual factors and demographic data

The relationship of individual factors to job s#digtion is discussed under two headings: - (1)
individual psychology and personality, (2) demodpaplata’ (age, segénder, marital status,
Educational Attainment and salary.

Individual psychology and personality

Individual psychology and personality structuresénahown to be important contributing
factors for job satisfaction and burnout. Work doest mean the same thing to each
individual. It is therefore important that the iadiual characteristics particularly individual's
self esteem is considered when studying job satisfaand burnoutLocke (1976) as cited
by Lim (2002) identifies the self (or the individpas the important agent for job satisfaction.
According to him, job satisfaction is the resulthaw the individual views himself and the
way in which this view affects what he seeks faggsiure on the job and how various job
experiences and conditions affect him. He argues émployees with high self esteem,
derives more pleasure from work as compared to delfresteem employees. Similarly,
Maslach (1982) relates individuals with low selteesn, lack of confidence, and a lack of
understanding about self-limitations, strengthsg ameaknesses as more vulnerable to

burnout.

Studies have provided evidence that personalibyetan important factor for job satisfaction
and burnout. Staw and Ross (1985), as cited intBpg997) find that job satisfaction is due
to personality. Spector (1997) goes further by fdigng two particular traits which has
significant correlations with job satisfaction. ThHeo personality traits are: (1) the
individual's locus of control and (2) negative afigity. Locus of control is a cognitive
variable that represents an individual's generdlibelief in his or her ability to control

positive and negative reinforcements in life. Loaefs control affects job performance,
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leadership behavior, perceptions of the job, andkwuootivation. Negative affectivity or
‘NA’ is a personality variable that reflects a pmrs tendency to experience negative
emotions, such as, anxiety or depression. Peopteast high in NA tend to be low in job
satisfaction.

Demographic Data. (age, sex/gender, marital staithicational Attainment

and salary).

With age, people become more mature and realistidess idealistic so that they are willing
to accept available resources and rewards and tisfiexh about the situation. With the
passage of time, people move into more challengimd) responsible positions. People who

do not move up at all with time are more likelyo dissatisfied with their jobs.

Herzberg. (1974) investigated the relationshipveen age and job satisfaction. In their
analysis of 23 studies, researchers discovereagistent trend in the shifting of job attitudes
with the aging process. They described this ratatiqp between job satisfaction and age as
one having a U-shaped curve. According to Herzb@aaale is high among young workers
at the beginning of a career, and then graduallyedses during the first few years of
employment, only to increase again around ageytlartd remain high until retirement.
Explanations for this trend in lower satisfactioftea the first few years of employment
include uncertainty, worry, and lack of senioritydasecurity. Herzberg. suggested the steady
rise in morale later in an employee’s career is twuan increase in feelings of security and

seniority, broadening of interests, and a genésalin life adjustment and satisfaction.

Researchers have found inconsistent results inéRamination of the relationship between

job satisfaction and gender (Spector, 1997). Sotudies have found males to be more
satisfied on the job than females, while other issithave found females more satisfied than
males, and still additional results have failedita any differences in gender groups at all
(Gruneburg, 1979).

Alternatively, as cited by Tara (2006), Brush (1P8tated that most research typically finds
males more satisfied with their jobs than femaled aln Mertler's (2002) study of job
satisfaction, perception, and motivation among meiddnd high school teachers, male

participants reported higher job satisfaction tfemale coworkers. Hulin and Smith (1964)
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also studied the impact of gender differences enjab satisfaction of 163 females and 295
males. Results indicated that the males were matisfisd in comparison to their female

coworkers. Researchers further speculated thatdifference in gender alone was not the
sole determinant of job satisfaction or dissatisfec Instead, Hulin and Smith suggested the
interaction between gender and other factors, aglsalary, job level, or advancement
opportunities, influenced worker satisfaction leveGruneburg (1976) proposed that the
differences between job satisfaction for men antheiw can be explained in their differences
toward the orientation of the job, whereby womea lass concerned with career aspects in

comparison to social aspects and men are moretedi¢oward competitiveness.

The relationship between marital status and joilsfeation is not clearly stated, because of
the conclusion made by different studies were mifoum. For example, as cited by Sebsibe.
(2009) a study made by King et al. (1982) indicateat married employees were found to
have greater job satisfaction than the unmarriegso®n the contrary, other studies such as
Agarwal cited in Saiydain (1985), and Landy (198&)ealed that there was no significant

difference between married and unmarried employees.

Regarding the relationship between occupationalistand job satisfaction, the literature is
in substantial agreement. That is, as occupatistalis increases, so does job satisfaction
(Kalleberg, 1974 as cited by Sebsibe (2009). And In their compagastudy of workers of
higher and lower occupational levels, Organ & Baen(1991) and Miner (1992) reported
that managers and professionals to be more sdtigien other occupational groups. They
further explained that the work of higher-level doyees (such as managers and
professionals) is more varied and stimulating. Waoek offers them challenge, gives them
the chance to use valued skills and knowledge gares them opportunity for continual self-

development and growth and as a result it gives ttemm for satisfaction.

The relationship between a worker’s educationalimtient and his overall job satisfaction is
not clear. For example, Herzberg (1974) conductgdstiidies regarding the relationship
between these two variables. The results of thdiefuwere varied. In three of them, they
found a positive relationship; in five of them, egative relationship; and in three of them no
relationship at all between job satisfaction andicational attainment. As a result they
concluded that there is no difference in attitudeards a job as a result of difference in

educational level.
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On the other han®au & Duncan; Hauser, Sewell, & Lutterman, as citey Kalleberg
(1974dand Sebsibe(2009) pointed out that educationainatent serves as a means of
getting one’soccupational status and the income one receivesteldre, it is a cause of
one’s jobsatisfaction. Yet, several other studies such ag BBonjean, & Williams; Volmer
& Kinney; as cited by Glenn, Tayler, & Weaver (19&and Sebsibe (2009) pointed out that
educational level imegatively related to job satisfaction. This isdese education probably
tends to raise expectations. Moreover, Klyin & Maslas cited by Berkowitz et al. (1987),

stated that educational level is negatively coteglavith pay satisfaction.

Although salary is another variable often assedatith job satisfaction, studies frequently
yield conflicting results. In his investigation tie actual earnings of teachers with their
satisfaction in regard to these earnings, Hoppd&dg)as cited by Tara(2006) determined
salaries did not influence overall job satisfactigkccording to the two-factor theory,

Herzberg (1974) claimed that because payment iggeete factor and extrinsic to the job
itself, this variable can only produce feelings job dissatisfaction. Gruneburg (1976),
however, refuted this suggestion by maintainingt thabstantial evidence supports the

hypothesis that salary operates as a determinahbfb job satisfaction and dissatisfaction.

2.4.2 Intrinsic factors

Work is unquestionably an intrinsic part of peopless. Intrinsic satisfaction describes
how positive an individual feels about his or hady performance. Intrinsic satisfaction relates
to factors, like ability utilization, opportunitiefor advancement, recognition, and

achievement, activity, authority, creativity .inéggence, and social status etc

Intrinsic factors are employees' affective readitm the job, such as their satisfaction with
the freedom they have to choose their own methddsooking, the recognition that they

receive for good work, and the opportunity theyentvuse their ability. Intrinsic factors may
also include perceived respect and responsibititsk variety, and meaningful work. These
personally rewarding intrinsic factors have demietl a significant impact on job

satisfaction in many studiesZjri, 2011))
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In a review of approximately 150 studies, Herzbgr§74) identified and categorized ten
major job factors as having an impact on job satitébn and dissatisfaction. These factors,
listed in order from the most to least often citetiable were intrinsic aspects of the job,
supervision, working conditions, wages, opportufetyadvancement, security, company and

management, social aspects of the job, communicadind benefits.

As cited by Lim (2007) Barber (1986) finds that therinsic nature of work such as
achievement, recognition, interesting work, advama@ and decision making power are
strong predictors of job satisfaction among dissatvice workers, supervisors and managers,

and their level of absenteeism and job turnover

2.4.3Extrinsic factors

Extrinsic satisfaction factors relates to exterttalthe work itself such as compensations,
policies and practices, supervision, Promotion kivay conditions, interpersonal relations,
responsibility and security etc. Extrinsic satisiat pertains to outside factors and if these

factors are perceived positively or negatively.

Spector (1997) says the causes of job satisfacaonbe grouped into two main categories.
The first category is the job environment and fexctassociated with the job. This includes
how people are treated, the nature of job taskatioas with other people in the work place
and rewards. The second category is the individaetors that the person brings in the
workplace. This includes both personality and pewperiences. These two categories often
work together to influence an employee’s job satisbn and Barber (1986) other extrinsic
job factors which affect job satisfaction are therker’s relationship with co-workers and
their salaries. In the same study, workload is tbtm be the major factor predicting job
satisfaction.

Some of the extrinsic satisfaction factors relaigganizational environment which affect job
satisfaction are: Organizational structure and guedi Promotional chances, supervision,
physical social working environment and salariegyaDizational structure and policies play
an important role in affecting the job satisfactiohemployeesAn autocratic and highly
authoritative structure causes resentment amongri@oyees as compared to a structure
which is more open and democratic in nature .Omgdimnal policies also govern the human
behavior in the organizations. These policies canegate positive or negative feelings
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towards the organization. Liberal and fair policiesually result in more job satisfactions.
Strict policies will create dissatisfaction amohg employees because they feel that they are
not being treated fairly and may feel constraingtls, a democratic organizational structure
with fair and liberal policies is associated wiiglnjob satisfactionAziri, 2011).

There is substantial evidence that promotional dppdies do affect job satisfaction.
Employees’ desire for promotion is strong for diffiet reasons. Lock, Feldman & Arnold
(1983), as cited by Lim(2007) stated that the radtdesire for promotion include the desire
for higher earnings, the desire for social staths, desire for psychological growth (made
possible by greater responsibility), and the desirgustice (if one feels he or she has earned
the promotion). As cited by Lim (200Mousier (1990, stated most of the employees
working in a given organization want to be promati@dhigher level jobs, if there is no room

for growth and promotion these employees may naabiefied by their work.

Whether an employee is directly concerned withgn@motion or not, he shows interest in
what is happening in his organization as far asmpton is concerned. Regarding this,
Murthy (1996 as cited by Sebsibe (2009) noted that promotiaderon favoritism, political

and other pressure, makes employees to distrusirganization and to be dissatisfied. On
the contrary, an open promotion policy removes mdobbt and misconception from the
minds of employees. Moreover, a sound and fair pt@n policy is a powerful management

tool not only to keep the existing employees hammyalso to attract new employees

On the other hand Supervision is also importantcwf job satisfaction. There are two
dimensions of supervisory 'styles which affect fobé satisfaction: First is Employee
Centeredness. Whenever the supervisor is frienalysapportive of the workers there is job
satisfaction. In this style, the supervisor takesspnal interest in employee's welfare. Second
is Participation. The superiors, who allow theibsrdinates to participate in decisions that
affect their own jobs, help in creating an envir@mihwhich is highly conducive to job
satisfaction(Aziri, 2011)

The nature of supervision provided can also hawggaificant impact on job satisfaction.
Studies have shown that employees who have posiiegactions with supervisors are
generally more satisfied at work (Bruce and Blackbd992; Vroom, 1982) as cited by Lim
(2007). Positive interactions tend to include cangive feedback, effective communication,

and a focus on quality rather than quantity (Sdbfpf1999). Positive supervisory
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relationships are also those that treat the empkyeth respect, those that promote staff
cohesion but allow for individual thinking, and #w®othat fulfill employee’s functional and

interpersonal needs (Locke, 1970)as cited by Lig072.

Good working conditions are desirable by the empésy as they lead to more physical
comfort. People desire that there should be a chah healthy working environment.
Temperature, humidity, ventilation, lighting andsey hours of work, cleanliness of the work
Place and adequate tools and equipment are the@dsawhich affect job satisfaction. While
the desirable working conditions are taken for ggdnand may not contribute heavily
towards job satisfaction, poor working conditiores ltecome a source of job dissatisfaction

simply because they lead to physical discomfodt gphysical dangetAziri, 2011)

Within the context of job satisfaction researchgipersonal relationships are the elements
that make up the social and support network ofcimployee. These elements include the
relationship with one’s supervisor, the social nattion with co-workers, and even the
interactions with clients and/or customers. Accogdio Brown (1998) as cited by Tara
(2006), employee supervision and interaction haaenldound to be the two most significant
interpersonal factors when looking at job satiséact The importance of co-worker social
support has been investigated for decades. As dek las the Hawthorne Studies of the
1920’s, research has shown that workers who bdloragsocial group and have friendships
on the job tend to be more satisfied (Maynard, 198§ cited by Lim(2007). Maynard
suggests further that employees who lack socigi@iiat work experience more stress, have
less coping techniques, and are generally lessfisdti Fellow employees can satisfy many
social needs, and sympathetic and supportive c&ex®ican increase job satisfaction (Green,
2000) as cited by Tara (2006). Co-workers are s for evaluating the equity and fairness
of one’s pay and work requirements, autial needs studies have shown that co-worker job
satisfaction can influence one’s own job satistac{Brown, 1998) as cited by Tara (2006).
Whether a person enjoys performing the work it$&l§ a major effect on overall job
satisfaction. People who view their jobs as borithgj], or unchallenging tend to have low
levels of job satisfactiorL(ssier, 199D as cited by Lim (2007).. Supporting this as cibgd
Sebsibe (2009uchinsky (199Q)generalized the following: Tiresome work is difsfging,
personally interesting work is satisfying, and nadlgtchallenging work that the individual
can successfully accomplish is satisfying. Thre¢hef most important aspects of the work
itself, as considered by Feldman & Arnold (1983ed by Sebsibe (2009), as sources of job
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satisfaction were: workers who were permitted toidke how that job should be done found
to be more satisfied than who were not given sinances. Workers who had chances to use
valued skills and abilities were found to be maoais$ied than others who didn’t have such
chances. And an employee who works on a “whole’tgief work or if his personal

contribution to the whole is clear and visible, vimsnd to be more satisfied.

Other studies emphasized that besides the worlatity personality of the individual

contributes for job satisfaction. For example, Mingl992) as cited by Sebsibe
(2009),pointed out that some people continue tk smé situations where they will be

satisfied, while others are drawn toward situatiomisere they will not. Despite this

difference, forces internal to the individual andeenal forces do operate to determine job
satisfaction. Moreover, Spector (1997) stated tlosat satisfaction is partly caused by
underlying personality of the individual. Some pleopre predisposed to like their jobs,
whereas others are predisposed not to like thies. jo

2.5 TheMeasurements of Job Satisfaction

Measuring job satisfaction is difficult, for it &n abstract personal cognition that exists only
in an individual's mind. To measure job satisfactfioone must have a conceptual
understanding of the construct in order to decitdatvindirect factors to measure. Since there
is no single agreed upon definition of job satistat and no widely accepted theory to
explain it, it is no surprise that there is alsogemeral consensus on the best way to measure
job satisfaction (Wanous & Lawler, 1972) as citgdTiara (2006). The most basic forms of
measurement might include an interview, a singlalitneasure, or a workplace observation;
however, most researchers opt for a more objeeativein-depth survey instrument (Spector,
1997). Questionnaires are easily distributed, hkss room for bias, have increased
likelihood of confidentiality, and require much sesime and money than one-on-one
interviews (Pedhazur & Schmelkin, 1991) as cited lhyn (2007). Job satisfaction
guestionnaires also can examine any number ofsdhat have hypothesized impact on job
satisfaction, although the lack of common agreemstiit definition and theory can present
challenges when weighting each facet and interpyetie results (Evans, 1969) as cited by
Sebsibe (2009). The most widely cited survey imsgmts found in the literature include The
Job Satisfaction Survey (JSS), the Job Descriptiiex (JDI) and the Minnesota Satisfaction
Questionnaire (MSQ).
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2.5.1The Job Satisfaction Survey

The Job Satisfaction Survey was developed by PaSlpgctor to assess employee attitudes
about the job and aspects of the job. The JSS36 #em questionnaire that targets nine
separate facets of job satisfaction. Those facetade pay, promotion, benefits, supervision,
contingent rewards, operating procedures, cowoykesire of work, and communication.
Each of these facets is assessed with four itents,aatotal score is computed from all 36
items. Responses to each question range from {gyratisagree “to” strongly agree and

guestions are written in both directions.
2.5.2Job Descriptive Index

The Job Descriptive Index (JDI) was first discussad Smith, Kendall, and Hulin's
publication of the Measurement of Satisfaction imr®/and Retirement (1969) as cited by
Sebsibe (2009). This 90-item scale is designeddasure employees' satisfaction with their
jobs by looking at five important aspects or facat$ob satisfaction which are present job,
present pay, and opportunities for promotion, suipem, and coworkers. It has been widely
used and researched for over 40 years, and it begnte one of the most popular job
satisfaction survey instruments (DeMeuse, 1985e£kd1987) as cited Lim (2007). In fact,
more than 12,000 research studies are currentiywad by the JDI Research Group.

2.5.3Minnesota Satisfaction Questionnaire
As cited by Sebsibe (2009). Developdthnesota Satisfaction Questionna{dSQ) in 1967

by Weiss, Dawis, England, & Lofquist, has beconw@ely used instrument to evaluate job
satisfaction. Threéorms of the MSQ have been developed, two 100-itemy forms (1977
version and 196%ersion) and a 20-item short form. The MSQ is destgto measure
specific aspects of aemployee's satisfaction with his or her job, angrbvides more
information on the rewardingspects of a job than do more general measurestof |
satisfaction. The MSQ has been widklged in studies exploring client vocational neéqls,
counseling follow-up studies, and in generatinginfation about the rein forces in jobs
(Vocational Psychology Research, 2002) As cite@élysibe (2009).

2.6 Effects of Job satisfaction

Job satisfaction causes a series of influencesadous aspects of organizational life. Some
of them such as the influence of job satisfaction emnployeesBurnout, Job Turnover,

productivity, loyalty and absenteeism etc and tlaseanalyzed as part of this chapter.
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2.6.1 Burn out

Burnout has been defined in a variety of wayscikesby Tara (2006), Freudenberger (1974)
was the first to coin the term and by burnout, heans a state of physical and emotional
depletion which results from the conditions of woRteudenberger conceptualizes burnout
as due to individual psychological/ personal chisrstics: the dedicated worker who takes
on too much work with an excess of intensity, dkercommitted worker whose outside life

is unsatisfactory, and the authoritarian worker weeds extensive control in his or her job.

There is no interaction between the worker ancthisronment.

As cite by Tara (2006), Maslach (1978) propose @atber social/ psychological view of
burnout that examines the relationship between @rsrland their work environments. For
Maslach (1982), burnout is a syndrome of emotiomdbaustion, depersonalization, and
reduced personal accomplishment that occurs amudigiduals who do “people work” of

some kind. It is a response to chronic emotionalirstof dealing extensively with other
human beings, particularly when they are trouble¢having problems. In other words, the
burnout professional loses all concern, all em@tidaelings for the persons he works with

and comes to treat them in detached or even dehnetaways.

Pines and Aronson (1981) as cite by Lim (2007)enibiat burnout is characterized by

physical depletion, by feelings of helplessness lampgklessness, by emotional drain, and by
the development of negative self-concept and negaitititudes towards work, life, and other

people. Similarly, Farber (1983) identifies burnast a negative adaptation to stress which
includes a pervasive mood of alienation, with fesguof depression and a loss of idealistic
spirit

There is therefore a general consensus that theteyms of burnout include attitudinal,
emotional and physical components. Burnout is a&gs® and it is not identical for each
person. As cite by Lim (2007), Cherniss (1980)irdef burnout as a transactional process
which comprises of three stages. In the first stdgere is an imbalance between resources
and demand (stress). In the second stage therts exisimmediate, short-term emotional
response to this imbalance, and there are feetihgsxiety, tension, fatigue and exhaustion
(strain). The third stage consists of changes titude and behavior, such as a tendency to
treat clients in a detached and mechanical fasifisrcite by Tara (2006), Maslach (1982)
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says burnout produces three important outcomes:-eiiotional exhaustion - a lack of
emotional energy to use and invest in others; épedsonalization - a tendency to respond to
others in callous, detached, emotionally hardenadaring, and dehumanizing ways; and (3)
a reduced sense of personal accomplishment angisa sé inadequacy in relating to clients.

The concept of burnout by Maslach is used in tbsearch.

Pines and Kafry (1978) as cite by Lim (2007), estdtat burnout can lead to a cluster of
symptoms termed as “tedium’ which is a general agepee of physical, emotional and
attitudinal exhaustion. Tedium occurs in the sosilvice profession and it is due to the
internal and external characteristics of work ctods. Internal characteristics include
pressures imposed on the cognitive capacity andgidaemaking mechanism of workers
(variety and autonomy) as well as those imposedhenworker’'s sense of meaningfulness
and achievement (significance, success and feejlbdtle external characteristics refer
generally to the work environment and they inclsdeh variables as work relations, work
sharing, support from co-workers, the availabildf sanctioned time-out periods, and
feedback from supervisors and colleagues.

In brief, when discussing the concept of burneatiables that need to be considered are: (1)
the personal characteristics of the provider (Work€2) the job setting, in terms of
supervisory and peer support as well as agencyg ane policies; and (3) the actual work
with individual clients.

Burnout is important for at least for four main seas. First, burnout affects the staff
member’'s morale and psychological well-being. Sd¢cdmirnout seems to affect the quality
of care and treatment provided to clients. Thirdinout may have a strong influence on
administrative functioning. Finally, burnout is ionpant in community settings because it
helps community caregivers prevent job stress hod promotes community mental health
(Cherniss, 1980) As cite by Lim (2007).

2.6.2 Employees Job Turnover
Employees’ turnover is the rotation of workers arduhe labor market; between firm, jobs
and occupations; and between the states of empldyamel un-employmensfaw, D. J. John,
E. D. Jerkins, D. & Nina, G. (1998@s cite by Lim (2007). each of which elaboratmgindividual
behavior as a thought of domestic recovery. Latkanmitment toward achieving the
organization goal and job dissatisfaction in therfof various personal factors make an

employee to quitHrth, L. David, J. Mellor, Kathleen, A. Moore, &iquet, C. (2007}Jn an organization
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the turnover being volunteer or in-volunteer isitany considered as a normal phase of an
organizations life where a new employee is hiredined and groomed for the vacated
position, in order to achieve the organization aamd objecting undermining the basic theme
of not letting the actual cause of job turnovehighlight woods, R. H. (1997As cite by Lim
(2007). Unfolding the overall general extract af definitions stated above, it clearly visible
that job turnover is an individual decision whichmost likely based on the locus of control
and personal behavior. Both of the two stated éiavhich attribute towards individuals
working in an organization are part of persondiifyt. These personality traits can clearly be
visible under the umbrella of organizational basetl esteem and organizational based self
efficacy of an individual, as both of them play #al role whenever a job turnover is

experienced by an employee in an organization.

Employees Job Turnover dependent on various factdrich are directly or indirectly
copulated with personality traits of an individuelowever the condition under which job
turnover takes place can be of various types, eaerhich depending upon various situation
and templates which an employee is marked with.

Job turnover experienced by an individual can baarof transfer from one department to
another keeping the base root same or can be dr@morganization to another ,these job
turnover frames are classified lasernal and External job turnover . Ruby, Allen M. (January
2002). Internal Turnover on a broader term can be eldbdras sense of change in job
description or job specifications of an employeeiclvhmight cause a discrete behavior
towards organization. Such a turnover can resuéitiner positive (such as increase in job
performance) or negative (such as disruption, stoeslecrease in job performance).However
this type of turnover is controlled by Human resesgrof the organization who makes such
turnovers of the employee in order to benefit thsib need of organization or as a part of
succession planning. External Turnover on the dthed is a job turnover experienced by an
individual with respect to change in the organ@matiSuch a turnover can either result in both
positive (increase in the compensation or salaryamfemployee) or negative (such as
decrease in the salary of an employee or lowesfaation level due to change in nature of
job) which is typically based on employees selfisiea in order to attain a higher

satisfaction level related to job.
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Job Turnover based on the social or incidental egmsnces of an employee’s life which at
times becomes a reason to have a flexible changelosatisfaction level and job nature

attitudes, these turnovers are classifieffasintary and in voluntary turnover .

Involuntary Turnover is based on factors which laegond the control of management but
becomes a reason for an employee leave the orgi@aniz&uch a turnover might not always
be favoring for employee itself. Examples of invalry turnover are death of an employee,
anarchy in the country, in fulfilment of basic weeof life and health issues. Human
resources department doesn’t have any role of @dinty such a turnover in an organization.
Voluntary turnover on the other hand is dependamtano employee itself and can be
experienced by an employee to attain personalfaetiisn related to job. Human resources
department can actively participate in the decgirohsuch a turnover in an organization

2.6.3 Employee productivity

The preponderance of research evidence indicatsthibre is no strong linkage between
satisfaction and productivity. For example a corhprsive meta-analysis of the research
literature finds only. Best estimate correlationween job satisfaction and productivity.

Satisfied workers will not necessarily be the hgihproducers. There are many possible
moderating variables, the most important of whielrss to be rewards. If people receive
rewards they feel are equitable, they will be §assand this is likely to result in greater

performance effort. Also, recent research evidemmBcates that satisfaction may not

necessarily lead to individual performance improgatrbut does lead to departmental and
organizational level improvements. Finally, these a still considerable debate weather

satisfaction lead to performance or performancedéa satisfaction (Luthans, 1985).

2.6.4 Employee loyalty

Employee loyalty is one of the most significanttéas that human resource managers in
particular must have in mind. Employee loyalty usually measured with the Loyalty
Questionnaire and can cause serious negative aoersegs when not in a high levéAziri,
2011)

Usually three types of employee loyalty are coeised: affective loyalty, normative loyalty
and continuity loyalty. Affective loyalty has do twithe cases when an employee feels an

emotional connection to the company, normative ltgyia a sort of loyalty that appears in
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cases when the employee feels like he owes songethithe company and continuity loyalty
comes as a result of the fact that the employes doe have an opportunity to find a job

somewhere else.

Research conducted by Vanderberg and Lance (1992jté by Lim (2007). During which
they surveyed 100 professionals in the informaservices for five months showed a strong
relations between job satisfaction and employealtgyTheir research proved that the higher
the degree of job satisfaction the higher is thellef employee

2.6.5 Employee absenteeism

Employee absenteeism causes serious additional fmystompanies, therefore managers are
in permanent peruse of ways how to decrease angteeit to its minimum. Probably, the
best way to reduce employee absenteeism would toeigh a increase in the level of
employee satisfaction. The main idea behind thpp@gch is that the higher the degree of job
satisfaction is the lower employee absenteeismldhi®iAziri, 2011)

Even though the effects are modest the factjdhesatisfaction contributes to decreasing the
level of employee absenteeism remains. So satigfeist worth paying attention to especially
since it is potentially under your control — unlikeme of the other causes of absenteeism
(e.g. illness, accidents). But as we said circunt&s can alter this equation. As a manager
you could be implicitly encouraging absenteeismebjorcing company policies. If people
are paid for sick days, and if they must be “usetbst” this is pretty strong encouragement
for employees to be absent. In other words, yoh&lped create a culture of absenteeism that

can overcome the “satisfaction” effect. (Sweney &iedrarlin, 2005) As cite by Lim (2007).

When satisfaction is high, absenteeism tends towewhen satisfaction is low, absenteeism
tends to be high. However as with the other retstps with satisfaction, there are
moderating variables such as the degree to whidpleefeel their jobs are important.
Additionally, it is important to remember that whihigh job satisfaction will not necessarily
result in low absenteeism, low job satisfactionikely to bring about high absenteeism.
(Aziri, 2011)
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CHAPTER THREE

RESEARCH DESIGN AND METHODOLOGY

The purpose of this study was to examine the ctuidearel of job satisfaction and factors
affecting their satisfaction level of professioniall free telephone councilors working in
wegen aids talk line. This Chapter describes thsecbgtion of the study Areathe sampling
methods, Universe of the study, data collectionist@nd procedures used, the variables

considered, and methods of data analysis.
3.1Description of the study Area
To understand the General Information of Wegen Aidk line center the researcher used

key informants interview with higher officialé\ccording to the key informant, AIDS Resource
Center (ARC) in Addis Ababa was launched in Decanath@002. ARC serves as Ethiopia’s Premier
source of HIV/AIDS information, with the objectivaef Building capacity and advance the field of
health communication in EthiopidJnder the National AIDS Resource Center (ARC) of
Ethiopia, Wegen AIDS Talk line was established eptémber 2004 as pilot program and
Become a National Program since December 2004 tetthnical support from the Johns
Hopkins University Bloomberg School of Public He&tenter for Communication Programs
(JHU/CCP) in collaboration with the Ethiopia’s HMDS Prevention and Control Office
and the Ethiopian Telecommunication Corporation.

It is funded by the President’s Emergency PlanAi®@S Relief (PEPFAR), through the US
Centers for Disease Control and Prevention (CDCgg®% AIDS Talk line serves the
community with up-to-date information, counselingdareferral service on HIV/AIDS, STI
and TB. The Talk line provides anonymous, confidé@nd nonjudgmental service allowing
callers to speak about sensitive and private issu#sout embarrassment and empower
Ethiopians to know their HIV status and help thed¥ negative maintain their sero status;
and support PLWHIV and their families adopt a Healife style.,

Wegen AIDS was started with the objective of enagurg Ethiopians to know their HIV
status and use appropriate prevention methods.hdtime also aims to reduce stigma and
discrimination facing PLWHA by correcting miscontieps about HIV/AIDS transmission.
Health messages promote ART adherence among PLWidAuptake of PMTCT. Callers
can also get psychological support from counsefodealing with personal and family crisis.
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The counselors provide callers with scientificalycurate information and counseling about
HIV/AIDS-related issues including HCT, PMTCT, AR®pportunistic infections, care and
support, sexually transmitted infections, and Tabkrses (TB). The Talk line also links
callers to health services and resources availabteem locally. The center has a state-of-

the-art calling system that records key data fahgr analysis and quality assurance.

The talk line had several expansion programs fégrdnt times in terms of: Working days
and hours, Number of staffs (from 15, 40, 70, 8@)mnber of telephone lines (from 8 to 16 &
then 24) and Language of operation (from 1 to CWrrently, the talk line is Nationally
reachable from all parts of the country can readbyidialing 952, Toll free from mobile
fixed & public phones,Serves the general populatemardless of their age, ethnicity, gender,
HIV status, occupation etc and Offers the serwcd4 languages (Amharic, Oromigna,
Tigrigna, Wolayitegna, Kembategna, hadiyigna, Sidgu®, Siltegna, Guragegna, Dawrogna,
Somalegna, Harari, Agewgna & English and alsda/®donday through Saturday each for
12 hours (8:00AM to 8:00PM.

According to the key informants, various kinds ofople are seeking for telephone
counseling from the center. Demographically: mdesales, children, the youth, the elderly
made calls to the center. According to informante predominant numbers are young
females compared to others. All kinds of peoplanfrdifferent ethnic groups and religious
groups seek for telephone counseling. It was regotthat the people are calling not only

from Addis Ababa but also from different parts loé¢ country.

After calling to the center, the duration of thédl eaay differ from individual to individual.
According to key informants, there are people walh &nd terminated within seconds. And
there are people who call and stay on line mora 8@minutes. The key informants have

also mentioned that there are callings which ateffibefore they are picked up.

Wegen AIDS Talk line’s quarterly data show generallers’ data disaggregated by age,
marital status, HIV status, region and topics disedl. However, because the Talk line
maintains the anonymity and confidentiality of eedl, necessary precautions have been taken
to protect the identity of callers during data eotlon. In the early years of Wegen AIDS
Talk line, the majority of callers were from Addidbaba, ages between ,15-19 and younger

than 15 years old. This trend, however, has chamyedtime as more and more people
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became aware of our Talk line services throughvéteus promotional strategies using print
media, TV and radio programs. The recruitment ainselors who speak different local

languages has also expanded Wegen AIDS Talk Ine@sh

From October 2004 to September 2012 the Talk leweived 1,575,223 calls from the 9
regions and two city administration councils. Argonthe served callers 1,230,675 were
male and 343,570 female. In terms of marital staB25116 were married and 1,461,895
single. . Most of the callers were between the Agé20- 29. The following table, (table 1)

shows general callers data disaggregated by agwlegemarital status, HIV status and

region.

Table -3.1 Caller’s data disaggregated by agedgemarital status, HIV status and region.

Female 27,971 | 45248 | 40,927 16,195 25,271 47,961 1,372 | 68,623 | 343,570

Male 68,011 | 112,258 | 129,548 68,20 121,622  199,08269,957 | 262,047 | 1,230,675

Unknown 176 118 89 67 33 91 240 164 | 978
96,158 | 157,624 170,564 84,462 146,926 247,084 341,830,834 1,575,223

0-14 21,620 | 36,682 11,413 2,918 4,737 9,380 1744022316 | 126,515

15-19 48,004 | 73,154 52,627 22,441 40,463 80,491 0,398 | 128,776 | 566,351

20-29 20,269 | 39,828 96,238 54,471 91,671 140,48782,006 | 157,411 | 782,381

30-39 2,002 4,346 7,587 3,510 6,705 10,741 14,31p11,888 | 61,089

40 + 593 1,150 1,742 769 1,606 2,665 3,772 3,325| 15,622

Unknown 3,670 2,464 957 353 1,744 3,320 3,639 &,11 | 23,265
96,158 | 157,624 | 170,564| 84,467 146,926 247,084 341§ 330,834 | 1,575,223

Addis Ababa 91,979 | 119,518| 94,549 32,632 23,006 7,560 32,965 26,505 | 448,804
Afar National 76 319 4,796 2,049 4,258 4,681 9,18 | 5,424 26,792
Amhara National | 249 10,101 18,773 12,390 23,239 8,528 102,662 | 117,602 333,541
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Benshangul Gumuz| 8 540 523 255 825 991 2,585 3,310 9,037
Dire Dawa 85 451 391 200 3,020 2,162 1,855 1,326| 9,490
Gambela National | 8 148 574 374 236 273 418 788 | 2,819
Harrari 113 1,603 608 321 3,159 2,765 2,665 2,055| 13,289
International 0 142 44 15 21 43 57 50 372
Oromiya 1,406 | 19,808 33,156 23,50 57,996 98,320 121,112 | 106,606 | 461,904
SNNPR 103 2,574 14,405 10,731 23,957 50,894 59,27051,501 | 213,444
Somale 37 586 220 183 936 1,074 1,044 1,049| 5,129
Tigray 31 676 1,917 1,230 4,979 6,742 8,851 8,297| 32,723
Unknown 2,063 1,158 608 580 1,294 3,056 2,889 16,23 | 17,879
96,158 | 157,624 | 170,564| 84,467 146,926 247,084 3414 330,834 | 1,575,223
Oct Oct
Gle= 1o [ 04- Oct 05-| Oct 06-| 07- Oct 08-| Oct 09-| Oct 10-| Oct 11-
stuts Sep 05| Sep 06 | Sep 07 | Sep 08| Sep 09 | Sep 10 | Sep 11 | Sep 12 | TOTAL
Divorced 60 124 211 08 226 409 689 510 | 2,327
Married 1,465 | 2,941 7,506 3,001 | 9,284 16,198| 22,470 18,351 82,116
Separated 51 125 229 136 235 275 466 378 | 1,895
Single 92,003 | 152,884 | 161,128 79,854 135229 225250  322,7 302,835 | 1,461,895
Unknown 2,495 1,429 1,156 373 1,780 4,754 4,920 8,485| 25,392
Widowed 84 121 334 100 172 198 314 275 | 1,598
96,158 | 157,624 | 170,564| 84,467 146,926 247,084 3414 330,834 | 1,575,223
Callers by Hiv | Oct Oct
Suts 04- | Oct 05-| Oct 06-|07- | Oct 08-| Oct 09-| Oct 10- | Oct 11-
Sep 05| Sep 06 | Sep 07 | Sep 08| Sep 09 | Sep 10 | Sep 11 | Sep 12 | TOTAL
Negative 6,746 | 11,786 | 21,928 | 13,176| 49,338 115252  167,15864,455 | 549,839
Not Tested 69,449 | 125308 | 127,724| 59,645 76,330 92,008 115,80303,151 | 769,508
Positive 3,877 | 5,558 10411 | 5361 | 10181 18724 24555 19,38 98,048
Unknown 16,086 | 14,972 10,501 6,280 11,077 21,100 33,965 8423, | 157,828
96,158 | 157,624 | 170564 84467 146925 247084 341§ 330834 1,575,223

Source — Wegen Aids Talk line data base

Wegen Aids Talk line center they faced various f@ots and challenges while providing the

service to callers at the cent@ihe key informant raised various issues like Preseri high

volume call and unable to serve all incoming calish the existing limited capacity,

Extremely high telephone tariff which is threatenthe service sustainability and impedes
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expansion efforts to reach more needy people, lodakpdated national database Frequent
power and telephone interruption and related @roBllike busy line, silent & hang-up calls
and the Presence of abuse and prank/fake/ callbish affects the counselors work

motivation and feeling

Moreover, most importantly the key informant menéd that as the result of the above mentioned
problems the counselors face challenging,ligress and burnout, Counselors Turnover, and
challenging counseling cases On HAIDS and ART, Crisis Case like Rape and variodsat$

of HIV/AIDS on the Family. For example some of tt&ses were narrated to me. This are

presented as follows

<< A 25 year old married female client called WegeD®&ITalk line to discuss issues of ART
and side effects. The caller was HIV positive, btmlted ART four months ago and was doing well
with the medication. Her husband (also HIV posjtilewever, suffered many side effects with the
drugs. He complained of nausea, vomiting and gagtritation and was considering going off of the
medication. After some further inquiry, the counsétarned that the husband had been sharing his
wife’s medication before he was formally put on ARTa physician. On top of that, the couple
practiced unsafe sex with no knowledge of the aiske-infection. The counselor cleared up their
misconceptions and helped the caller and her husbdanexplaining the various issues related to

positive living, ART adherence and drug resistaintsy etc>>

<<A young female called Wegen AIDS Talk line anpl&red to a counselor that when she was six
years old, male neighbors raped her in revengehfar father's actions. She kept this secret for 15
years but called 952 to discuss her anxiety ovétirgetested for HIV. The counselor discussed the
possibility of HIV infection and general informati@bout HIV and allowed the caller to vent about
her repressed painful experiences. The caller detid get tested and two weeks later called Wegen
AIDS Talk line back to announce her negative tesult and to thank the Talk line for the relief she

felt as the result of her Talk line counseling sass>

<<Two teenage sisters called 952 expressing conéarrtheir mother. After she had been sick for
eight months the sisters convinced their pregnasther to get an HIV test which was positive. The
callers were upset and worried for their mothersalth and the fetus’ risk of HIV infection. Their

father was uncooperative and refused to discusswtk the sisters. After counseling by the Wegen
AIDS Talk line counselor, the sisters decided sruks the matter with their father and prepared to

manage his reaction systematically.>>

38



At the moment, the talk line center doesn't haveeparate and an official policy on
telephone counseling. It is said that the policgnghe pipeline to be commented and ratified
by the stakeholders and sponsors of the centece Stins not yet ratified the key informants
were reluctant to discuss the contents of the poliowever generally it was told to me that
there is a telephone counselor counseling manhial.ntanual are serving as a guiding how
telephone counseling is conducted .this guiding uahrcomprises those issues related to
what tell pone counseling is, what the role of doeinselors and supervisors in telephone
counseling and how the counselors and supervigeescounseling equipments like the
computer software, telephones and other officditias that are used for conducting

counseling.

Despite the presence of telephone counselor cangselnual, the center has been planning
to run different Programs and activities on thevprgion and control of HIV/AIDS through

telephone counseling. , at the moment the centeehdorsed a five years strategic plan for
the program of telephone counseling services. # stated that the focus the strategic plan is
to deliver the service to the targeted populatitmsugh expansion of the service in various
other local languages, including selected SRH w®m@s part of the service component,
expanding the service to be available seven daysek and 24 hours a day and continuing

offering quality service to callers.

The researcher also visited Wegen Aids Talk linetere the offices rooms, counseling
stations, infrastructure facilities etc this helped to better understand the working condition
with counselor’s job satisfaction. It was appliedidg the fieldwork while trying to make the
interviews with the informants and | was tryingriecord what | felt was important on the
notebook. Observation and recording on the note&k vatl take place on the major points
like, Organizational structure and staffing, theygbal working environment and

Organizational documentation system.

At wegen Aids Talk line center there is a head @ens charge of controlling the whole
activity of communication programs of the centeclliding telephone counseling program
under the head of communication programs countpresentative, there is a Director
responsible for the overall activity of the talkdi center and under the Director of .the Talk
line center, there are 5 supervisors /senior cdarsgenork to ensure the quality of service

provision The supervision hasducative, evaluative and supportive dimensions the
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supervisors usually listen/record/ caller-counsetonversations and then give feedback
specific to the management of that particular catlunselors given the opportunity to listen

one another and support each other and therabaxg 90 telephone counselors to conduct
counseling for callers at the center.

Currently, the Talk line operates by a total of €@ffs. The Staffs are mix of different
professions including health, psychology and sogypl.Qualification of staffs range from
Diploma to Masters .More than half of staffs spatleast one local language in additional to
Amharic and English and Two weeks Basic HIV/AIDS ®lephone Counseling Skills

Training organized for all new staffs as a prere@ito offer standard service

At wegen Aids Talk line center there are 6 roomslento serve the overall activity of the

center. There is only one talk line room for telepd counseling service. The talk line room
is located in one side of the corner of the fldoside the rooms there are 24 stations which
serve for conducting tell hone counseling. In ode &f the there is a small partitioned room
to serve as an office for the director of the falk center the remaining 5 rooms are offices,
tea rooms, toilets for male and females and alsoroaeting room which also serves as a

waiting room for gusts who come to the center.

As | observation the talk line roortgmperature was somewhat hot , and there was no
ventilation for it, the room was also slightly dakd other interior office facilities, computer,
telephone, fax,, furniture’s and other the Tiatle's feature are well organized. The Talk
line's Has a PABX with telephone set fitted witleddset & handset, Automatic Call
Distribution (ACD), Real time calls /Agents monitay/,Records and reports call statistics,

Call-voice recording and Call waiting, forwarding €onferencing

During the visit, the researcher has made a biedreyiew on the documentation system of
the center. One of the observable documents atethier is headset box .i have counted more
than 90 headset at the corridor of the offices. bitve consists of different types of headsets

that the counselors use while they are on tlee lin

In addition, inside the talk line room documentatis made through use of Computerized
Database System. The Computerized Database Systatairts Referral Organizations,
Quick links (Avert, The body, UNAIDS, WHO ...), FAQ'svith their answers (Job
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Aid),Callers data capturing tool, Counselors Scifes] Global and National fact sheets and
Other websites .moreover the data base registarberuand types of callers ,duration of

each calls ,audio recording of counseling sessithese also a system on the computer that
shows counselors who are on the line conductinmseling and counselors who are not

active on the line

3.2 Study Design and Methods /Methodology.
The research uses both quantitative and Qualitaégearch designs. Quantitative research
designs are used to describe a set of data, adgfmrenation and measure associations to
determine whether socio- demographic factors antesselected organizational environment
predict a score on the telephone counselors Jabf&#ion. And Minnesota Satisfaction
Questionnaire (MSQ)-short form was the instrumesgdutoattain descriptive data for this
study.
The study also uses qualitative methods includiami- structured interviews with key
informants at the center, focus group discussiaih w&igroup of 4 to 8 persons from both
sexes, and filed observation.

3.3.Sampling methods
Participants selected for this study were all wagkas professional a toll free Telephone
Counselors in Wegen aids talk line. There are 90free telephone counselors working in
the organization and the entire counselor will ielved in the study. Each participant was
asked to complete and return the Minnesota SatigfaQuestionnaire (MSQ) short- form.
Results of this study were drawn on the basis ofigigant responses to this instrument
therefore, 90 questionnaires were Self-addressedafth counselor within the organization,

and Data collection will be completed when the oesjents returned the completed surveys.

In addition, two key informants of the center aeéested based on their positions and there
will be 2 sessions of interview. And for the methafdfocus group discussion, two group
consisting 48 personsvere organized differing in age, sex languagejabdxperience. and
filed observation were conducted during the visitite center.

3.4 Universe of the study
The research is by no means supposed to be exteostsufficient inquiry on the issue. The
very purpose of the study is to examine the le¥¢blp satisfaction and factors affecting their

level of satisfaction among a toll free telephomerilors who are currently, working in
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wegen Talk Line of Aids resource center (ARC) indsdAbaba. . Thughis study uses only
selected few individual/socio demographic factard aorking environment of the toll free
telephone councilors as contributors for their gdtisfaction levels. There are numerous
other factors which are equally important like wndual psychology and personality
characteristics, client related demands and jolbacteristics. In addition , This study cannot
make a generalization that its findings represéet dverall job satisfaction levels of all
telephone counseling .This is because the resptsdemlimited only to a toll free telephone
canceller working in wegen talk line of aids ressucenter(ARC) of Ethiopia. There might
be other telephone cancellers working in some ahea. The scope of this study is therefore

limited and there is a certain degree of bias leyrésearcher.
3.5 Data collection tools and procedures

3.5.1 Minnesota Satisfaction Questionnaire (MSQ) short- formEach participant was

asked to complete and return the Minnesota SatisfaQuestionnaire (MSQ). Results of
this study were drawn on the basis of particip@#ponses to this instrumeminnesota
Satisfaction Questionnaire (MSQ$ a popular instrument used in the assessmerjblof
satisfaction (Spector, 1997). This instrument wagimally developed to assess overall job
satisfaction levels and satisfaction levels for @&énensions of the work environment.
Demographic information pertaining to telephone nsmlors and questions regarding the
current work setting characteristics/environmenthaf organization are also included on the
MSQ. These 20 questions are used in determiningldesf overall job satisfaction and
satisfaction in relation to selected socio-demolgi@pnd work setting characteristics.
The questionnaire used to measure overall jolsfaation were taken from the Minnesota
Satisfaction Questionnaire (MSQ) (Weiss, Dawis, |Bnd, and Lofquist, 1967; cited by
Cook et al., 1981) but they were modified and retarcted to make them suitable for the
study. These MSQ scales, measuring 20 job dimessiociude the

. Ability Utilization: The chance to use persoaallities.

. Achievement: The feeling of accomplishment freorking in the job.
. Activity: The ability to stay continuously busy the job.

. Advancement: The possibilities for advancementhe job.

. Authority: The opportunities to tell others whatdo.

. System Policies and Practices: The manner islwéystem policies are put into practice.

~N O o WN P

. Compensation: Feelings about pay with respettta@mount of work completed.
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8. Co-workers: The way one gets along with fellmavorkers.

9. Creativity: The chance to try one’s own methofidoing the work.

10. Independence: The opportunity to work alon¢henob.

11. Moral Values: The opportunity to do things tHatnot go against one’s own conscience.
12. Recognition: The praise received for doing adgjob.

13. Responsibility: The freedom to use one’s paabprigment.

14. Security: The way a job provides steady empkrym

15. Social Service: The opportunity to do thingsdthers.

16. Social Status: Being respected by the community

17. Supervision-Human Relations: The relationskefeen employees and their bosses.
18. Supervision-Technical: The supervisor's competan making decisions.

19. Variety: The chance to do things differently.

20. Working Conditions: The physical conditiongloé occupational setting.

Originally, the twenty questions are ranked on e fpoint scale (Very Dissatisfied,
Dissatisfied, Neither, Satisfied, and Very satfieEach item has five possible responses
ranging from Very Dissatisfied to Very Satisfiededponse options are assigned a weighted
score with Very Dissatisfied having a value of amel Very Satisfied having a value of five..
The value of the score is 5, 4, 3, 2, and 1 respyt The questionnaire may approximately

take four to six minutes to complete.

The study also uses qualitative methods includiaegis structured interviews with key
informants at the center, focus group discussiati &igroup of 4 to 8 persons from both

sexes, filed observation were conducted.

3.5.2 Key informant interviews with higher adfals at wegen Aids Talk Lines center

The two higher officials are males and the intesvigill be take place at their own offices.
One of the informants is a country representative dommunication program at Aids
Resource center. The other is head of Wegen Aidk Diae center. The major issues
covered include general information about telephooenseling, Wegen Aids Talk Line
center, counselor’'s job satisfactions and factdiescang them, HIV/ Aids communication

activities being offered and regarding policy amdgoam of the center.
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3.5.3 Focus group discussion

This method will be conducted by organizitwyo groups consisting-& persons/telephone
counselors differing in age, sex language and job experiefd¢erefore, two focus group
discussions will be held to examine counselors’ gattisfaction level and identify the most

important factors which affect their level of s&digion.

3.5.4 Observation

| will visit Wogen AIDS Talk Line center: the worky condition i.e. the rooms, the offices
adequate tools and equipment, Temperature, humidigntilation, lighting and noise, hours
of work, and cleanliness of the work Place. tretphd me to better understand counselors
job satisfaction related to the working conditioof the center .As a method, it will be
applied during the fieldwork while trying to makieetinterviews with the informants and |

will trying to record what | felt was important eoime notebook.

As stated earlier the main tool of data collattishall be the interview schedule,
guestioners, and observation will be used to coltata from the telephone counselors,
counselors supervisors and higher officials of Taék Line center. All these schedules will
be pre-tested and also comments and feedbacksefkparts in the area and from the studies
will be incorporated after that, data collectionlsowill be standardized and finalized.

In addition, there will be other procedures whigeded completion in order for this to be a
successful study .that is a special permissiorotdact toll free telephone councilors will be
granted by the organization of wegen talk linefs recourse center Ethiopia. With reply
came authorization and a current staff directorthwiames and addresses, to contact the

Counselors. A letter of request from the universitifege will be sent to the organization.

3.6 Variables Included in the Study

In this study the following dependent and indepemndariables were included.

4.1 Dependent variableThe dependent variable in the study was the ovguoall

satisfaction(20 item-Questions)
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4.2 Independent variablesThe independent variables considered in this Stagybe
categorized in to two: these are the personal bimsa associated with job
satisfaction and variables that are used to meaSatesfaction with specific

aspects of the job (working environment).

I) Personal variables (Demographic variables)

a) Sex:lt represented male and female counselor/employees

b) Age: Employees/counselors were categorized under faaisaly groups:
i. Age 18 up to 24,

ii. Age 25 up to 34

iii. Age 35 up to 44,

iv. Age 45 up to 55

b) Marital status: It represented Married and unmarried employeesksiors

D. Educational levet in this case employees were categorized undeb 4oups.

i. Diploma

il First degree

iii. Masters

iv. Doctorate

E .year of experiencelt represents number of years employed as a tetepbounselor

f. Salary of the employees:Employees/counselors salary were categorized ubdeub
groups
l.  Less than birr 3000
ll.  Birr 3000 to 55000
1. Birr 56000to 7500
IV.  Birr 7600 to 9500
V. Birr 9600 to 11500
VI.  More than 11500
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II) Job related (working environment) factors were:
a. Operating procedure-policies, procedures, rulexgdeed red tape.
b. Payment satisfaction with amount and fairness aite@f salary
c. Satisfaction with Promotional opportunity and faiss
d. Supervision-fairness and competence at managasias toy ones supervisor
e

. Working condition (The physical and social enviramh)

3.7 Data processing and Analysis

The Statistical Package for Social Science (SP®&®ion -20 was used to analyze data
collected through the Minnesota satisfaction Quesidire and. The following statistical
analyses were conducted:

1. Frequency count, the percentage and pi chaedbas the number of respondents was used
to gain descriptive data was used to describe anatiMevel of job satisfaction of Wegens

Aids Talk Lines telephone counselors.

2. Means and standard deviations across respondentie 20 scales of the Minnesota
Satisfaction Questionnaire (MSQ) short -form weakeglated and then used in constructing a
level of Intrinsic and Extrinsic of job satisfaati@n the overall job satisfaction for Wegens

Aids Talk Lines telephone counselors.

3. Measurement of Relationship and difference bke way ANOVA and cross tabulation
analysis with Chi-square analysis and correlaticas wsed to determine the relationship
between some selected socio demographic variahbbsvark Setting characteristics within

the overall job satisfaction.

3. A gualitative analysis was also completed onrdesons given by participants for job
satisfaction or dissatisfaction in response toctete interview questions All the data from
the interviews were collected by hand-written noteach rough note of the interview was
converted to organized notes. The analysis was rhaged on these notes. And data were
coded to identify important aspects related to tegearch questions and then grouped
together to formulate themes among responses. diti@ud of presenting the findings from

structured focus group discussions and observatemmcorporated.
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CHAPTER FOUR
DATA ANALYSIS AND INTERPRETATION

The purpose of this study was to examine the cuidearel of job satisfaction and factors
affecting the level of job satisfaction among Tetee Telephone counselors who had been
working at Wegen AIDS Talk Line Center. This clappresents analyses of quantitative
data on socio-demographic, some selected orgammzdtiinformation, the level of job
satisfaction obtained from Minnesota Satisfactintedview Schedule (MSIS) and the most
important intrinsic and extrinsic values to telepbocounselors’ job satisfaction and the
relationship between some selected socio-demograpairiables and work setting
characteristics with the overall job satisfactiom addition, qualitative data findings on the
meaning of job satisfaction by telephone counsegltastors affecting their level of job
satisfaction by conducting semi-structured intemgeavith key informant interviews, through

focus group discussion, and observation are integrand presented.

The MSIS-short form was composed of twenty questjggrtaining to aspects of the working
environment. Weighted scores were statisticallwdated on the basis of a Likert scale,
where 1 equals ‘Very Dissatisfied’ to 5 is beingety Satisfied.” Data was also collected
according to age, gender, marital status, educéiai, years of experience, etc. and also on
some selected working environment, like organizeticstructure and policies, physical and

social working conditions, supervision, promotioopportunities, etc.

Minnesota Satisfaction Interview Schedule was adstered by the researcher himself at the
Center by formally requesting them to cooperatproviding reliable and valid data on the
current job satisfaction research undertaking. As thumber of the counselors was
manageable, the interview schedules were askedhendespective responses were filled in
the instruments by the researcher himself. Theeefartotal of 75 interview schedules were
used to collect pertinent data from sixty-one celms working at those indicated places.

The response rate was then calculated to be 81.33%.
4.1 Socio-demographic Characteristics of the Respdants

Descriptive statistics for the variables in thedstare presented and can be viewed in Table
4.1. Findings of this section of the chapter aresaered for each of the variables
hypothesized to have a direct or an indirect eff@ctintrinsic, extrinsic, or overall job
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satisfaction. The finding indicates that there areldle aged, female, married, and first
degree holders who have been working the Centendbmore than five years. The ages of
more than half of the responding counselors (52.881e found to be between 30 and 39
years which comprised the middle aged adults. 3lnsvs that young and middle aged adults
are keen to join telephone counseling job. Outbfdspondents, a total of 36(59.0%) were
female counselors. In the Counseling Centre, tHeph®ne counseling positions are
dominated by female professionals. A total of yhtewo married telephone counselors
accounted for 52.5% of those respondents in theéyspopulation. Therefore, this finding

implies that those married counselors at Wegen AT Line Telephone Center may play
a paramount role in counseling the needy cliensedanot only on their own wedlock life

experience but on their educational expertise dls we

As to the academic qualifications of the partidipgitelephone counselors in the study, about
three-fifth of the telephone counselors surveyeltl la Bachelor's degree (59%, n = 36).
This indicates that diploma in counseling is th@imum qualification to join the telephone
counseling workforce in the Talk Line Center. Hoee\there is no telephone counselor who

holds doctorate degree in any field of specialorati

In the study, the sampled counselors were askedtaheir years of work experience in
Wegen AIDS Talk Line Telephone Center. The resufltdhe survey indicated that fifty-nine
percent of the counselors worked for not more tihanyears. Telephone counselors in this
study thus have relatively short duration of wolperience as counselors. In general, the
profile of the respondents of this study seems ioomthe general population of all

telephone counselors at the Talk Line Center.

Table 4.1 shows that about half of the counsel@sviound to earn monthly salary which
ranged from ETB 3000 to ETB 5500, but only smabigmrtion of them earned ETB more
than ETB 11500. A total of 30(49.2%) counselorsiedrmonthly salary in the range of ETB
3000 to ETB 5500, whereas only 4(6.6%) of themiveteETB more than 11500 monthly.
Therefore, the counselors in the Talk Line Cente re@latively low scale salary monthly
when compared with the working conditions in thgaily routines.
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Table 4.1 Socio-demographic Characteristics of Respdents

No | Variables Subgroup %
1| Age 18 — 29 (yang Age) 26 42.6
30 -39 ( middle age) 32 525
40 — 59 (old age) D 3.3
Total 60 98.4*
2 | Gender Male 25 41.0
Female 36 59.0
Total 61 100.0
3 | Marital status Married 32 52.5
Unmarried 29 47.5
Total 61 100.0
4 | Educational status Diploma 9 148
Bachelor 36 59.0
Master 15 24.6
Total 60 98.4 *
5| Years of experience 0- 5 (low level job 36 59 0
experience
6- 10 _(hlgh level job 24 333
experience)
Total 60 98.4*
6 Monthly salary Less than ETB 3000 9 148
ETB 3000 - 5500 30 49.2
ETB 5501 - 7500 9 14.8
ETB 7501 - 9500 3 4.9
ETB 9501 - 11500 4 6.6
More than 11500 4 6.6
Total 59 96.7*

* Indicates that there were missing data while datavere being collected.

4.2 Reliability Test

To measure the reliability of the instruments am@gdsess the degree of internal consistency
among the set of indicators (interview schedulengp Cronbach’s alpha coefficient is
employed. There were 20 items in the instrumentlviwere administrated to a total of 61
Telephone counselors. The results are shown ineTdl® which depicts that acceptable
Cronbach’s alpha coefficient was .805 for all salss. This value is high and also indicates
strong internal consistency among the 20 questiems. This means that counselors who
tended to select high score for one item also tndeselect high score for other similarly;
counselors who tended to select low score for tera also tended to select low score for
other questions. The scores on all of the dimessadrjob satisfaction seem to be normally
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distributed because the skewness (from -.884 ®2}.@nd kurtosis (from .296 to -1.124)
values were found to be within the guidelines ofido -2 or higher than +2 as set by the
statisticians in the field of study. Therefore, thetrument used is acceptable for the analysis
purpose of job satisfaction. The scores for eadh@ftems are indicated in the table below.

Table 4.2 Reliability Statistics

Cronbach's Alpha | Cronbach's Alpha Based on Starmdardtems | N of Items
.805 .814 20

Table 4.3 ltem-Total Statistics

list of Items Scale Mean Scale Variance if | Corrected Item- | Cronbach's Alpha
if Item Item Deleted Total Correlation | if Item Deleted
Deleted

1. Ability Utilization 64.3276 103.242 714 777
2.Achievement 64.2241 111.054 447 .793
3. Activity 64.3276 109.873 .388 .796
4. Advancement 64.6552 105.774 .588 .7184
5. Authority 64.4138 106.773 490 .789
6. System Policies and

Practices 64.3103 102.884 .699 T77
7. Compensation 64.7931 107.465 .455 791
8. Co-workers: 64.2069 106.763 .557 .786
9. Creativity 64.4483 105.445 .593 784
10. Independence 64.2069 103.641 .566 784
11. Moral Values 64.4828 107.868 515 789
12. Recognition 64.4655 136.043 -.538 847
13. Responsibility 64.7069 118.562 .055 814
14. Security: 64.4655 118.534 .052 814
15. Social Service 64.3276 103.242 714 777
16. Social Status 64.2241 112.072 485 793
17.Supervision-Human

Relations: 64.1897 103.490 .639 .780
18.Supervision-Technical 64.4483 105.445 593 784
19. Variety 64.3103 102.042 737 775
20.Working Conditions 64.5345 143.481 -797 .857
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4.3 The Overall Level of Job Satisfaction

The overall level of job Satisfaction obtained froran individual's general feeling about one’s own
job. Therefore, to examine the overall satisfagtibiere needs to be investigate questions on MSIS-
short form. The MSIS-short form consisted of twef®Q) questions. The respondents were asked to

answer these questions according to a Likert staMery Dissatisfied and 5= Very Satisfied.

To determine the overall level of job satisfactiong considers responses to questions one through
twenty. By summing up each response weight numbéneorespondents for the 20 item equations
and dividing by five response categories, thatlis/ery dissatisfied, 2= dissatisfied, 3= neutnal o
neither satisfied nor dissatisfied, 4= satisfied &n very satisfied); it was found that the colmse

were generally satisfied with their job.

Table 4.4 Overall Levels of Job Satisfaction Scores

Subgroups Frequency| Percent |Valid Percent|Cumulative Percent

Very satisfied (VS) 7 11.5 115 11.5
Satisfied (S) 36 59.¢ 59.0 70.5
i B T BT
Dissatisfied (D) 0 0.0 0.0 0.0
Very dissatisfied (VD) 0 0.0 0.0 0.0
Total 61 100.( 100.0 100.0

As it is stated in Table 4.4, the overall levejad Satisfaction of the counselors is generallgdads
satisfied. A total of 36(59%) and 7(11.5%) of thespondent counselors were found to be very
satisfied. Thus, based on these findings of thdystone can deduce that the counselors are ggnerall

satisfied with their daily routines of tasks penfied in the Centre.

The overall level of telephone counselors’ jobsfatition can also be shown using a pie chart. Eigur
4.1 indicates that fifty-nine percent of the colosewere satisfied, about twelve percent of them
were very satisfied and about thirty percent of saenpled counselors were found to be neither

satisfied nor dissatisfied with the jobs assigned.
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overall level of job satidfaction score

W=t
H satisfied
Oruteral

Figure 4.1 Overall Level of Telephone Counselors boSatisfaction

4.4 Intrinsic and Extrinsic satisfaction levels

Table 4.5 highlights descriptive statistics of thain variables (20 item question on MSQ) of the
study. To examine in greater details as to whatnsiéa relation to the overall level job satisfantio
level founded earlier the variables on the ovdeadél job satisfaction are classified into Intrinsind
Extrinsic satisfaction level.

Intrinsic satisfaction describes how positive adividual feels about his or her job performance.
Intrinsic satisfaction relates to factors, like Idypi utilization, opportunities for advancement,
recognition, and achievement, activity, authordseativity .independence, and social status etd An
the questions that addressed the intrinsic satisfatevel were questions 1, 2, 3, 5, 9, 10, 1118,
16, and 19.and

Extrinsic satisfaction relates to extrinsic fast@uch as supervision, compensations, policies and
practices, working conditions, interpersonal relasi, responsibility and security etc. Extrinsic
satisfaction pertains to outside factors and ifséhéactors are perceived positively or negatively.
Questions on the MSQ-short form which correlatenvektrinsic satisfaction level are 4, 6, 7, 8,
13,14,17,18 and 20.
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Table 4. 5 Descriptive Statistics on Intrinsic andExtrinsic of Satisfaction Levels (n = 61)

Satisfaction level Questions(20-MSQ) Mean SD
1Ability Utilization 3.4918 1.13465
2. Achievement 3.5574 0.99204
3. Activity 3.4754 1.21938
5. Authority 3.3770 1.28016
Intrinsic 9. Creativity 3.3279 1.20722
10. Independence 3.6230 1.35602
11. Moral Values 3.3279 1.12133
12. Recognition 3.31156 1.28505
15. Social Service 3.4918 1.13465
16. Social Status 3.5574 0.84705
19. Variety 3.4918 1.17789
4. Advancement 3.1500 1.16190
6.System Policies and Practices 3.4918 1.17789
7. Compensation 3.0328 1.30342
8. Co-workers 3.6066 1.12958
Extrinsic 13. Responsibility 3.0833 1.22532
14. Security 3.3448 1.19562
17.Supervision-Human Relationg 3.5738 1.27094
18.Supervision-Technical 3.3279 1.20722
20. Working Conditions 3.266)7 1.24692

Note. 1 = very dissatisfied, 2 = dissatisfied, 3 = nalufnether dissatisfied nor satisfied),

4 = satisfied, and 5 = very satisfied
4.4.1 Intrinsic Satisfaction Level

Table 4.5 indicates that , within the overall leg&job satisfaction, the respondents generally
perceive intrinsically they have comparatively lovievel of intrinsic job satisfaction with
the values of Authority (mean=3.3770; SD=1.28016), Creativity
(mean=3.3279;SD=1.20722),Moralvalues(mean=3.3278]1SI2133),Recognition(mean=3.
3115,SD=1.28505) and the counselors were alsofiedtiat moderate level with at the
AbilityUtilization(mean=3.4918;SD=1.3465),Activity(ean=3.4754;SD=1.21938),Social
service(mean=3.4918; SD=1.13465), and Variety (m8a918; SD=1.17789). However,
the counselors comparatively felt higher level ol jsatisfaction with their Achievement
(mean=3.5574; SD=0.99204), Social Status (mean¥3;55D=0.84705) and Independence
(mean=3.623; SD=1.35602). Therefore, the counsetorthe Hot Line Talk Counseling
Centre are generally satisfied with their jobs ennts of Achievement, Social Status and

Independence.
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4.4 .2 Extrinsic Satisfaction Level

With regard to the Extrinsic level on the overadtisfaction level the counselors generally
perceived they were satisfied comparatively lowexel of satisfaction with compensation
(mean=3.0328,SD1.30342),Responsibility(mean=3.(331.22532),Advancement(mean=
3.1500,SD=1.6190),Working condition (mean=3.266%8R462) and the counselors were
satisfied Extrinsically at moderate level with syEgion-technical
(mean=3.5738,SD=1.27094), Security(mean=3.3443,SI9562),System policies and
practice (mean=3.4918,SD=1.17789) and the coursselere comparatively felt a higher
level of satisfaction with their supervision-humaatations(mean3.5738,SD=1.27094)&with
their coworkers(mean=3.6066,SD=1.12958)at the Talk center..

4.5 Overall Level of Job Satisfaction and Socio-deographic and some selected
Work Setting Variables

In order to determine the relationship between aVgob satisfaction level and socio-
demographic and some selected work setting vagable this end, the researcher re-
categorized the overall job satisfaction level loé ttounselors into two groups for better
explanation and comparison. These groups are \atigfied and less satisfied. A total of 43
(70.5%) of the counselors in the study were in sition of expressing their overall level of

satisfaction as very satisfied in terms of thosenty values.

Table 4. 6 Overall Level of Job Satisfaction Sces (OLJS)

Subgroups Frequency Percent |Valid Percent| Cumulative Percent
Less satisfied 18 29 .5 29.9 29.9
Very satisfied 43 70.9 70.9 100.¢

Total 61 100.4 100.4 100.4
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4.6 Job Satisfaction Socio-demographic Variables
4.6.1 Age and Overall Level of Job Satisfactn

In the study, the researcher also assessed wiathet there is relationship between age as
one of the socio-demographic characteristics amaadMevel of job satisfaction. To this end,
the researcher ran Descriptives, measure of raktip/correlation and even one-way

ANOVA. The results are shown in the table presebtddw.

Table 4.7 Descriptives (Means, Standard Deviationand Standard Errors of Overall

Job Satisfaction Scores for Different Age Groups o€ounselors

Age sub groups Number Mean SD Std. Error

Yang age 26 1.653¢ .4851¢ .0951%

Middle age 32 1.7811 42001 .0742%

Older age 2 1.000 .0000( .00000
Total 6(Q 1.700 46217 .05966

Table 4.8 illustrates that there is statisticalbngdficant difference between age categories of
the counselors and their overall level of job $ation. This is supported by analyzing the
counselors’ average and expressed levels of jobfaetion in the Centre. In this case, the
null hypothesis is there is no statistically sigraht difference between average age of the
counselors and their overall level of job satistact while the alterative hypothesis is that
there is statistically significant difference beemeaverage age of the counselors and their

overall job satisfaction level.

Table 4.8 One —~Way ANOVA for Three Age Subgroups ofounselors

Source of variation Sum of Squares df Mean Square F Sig.
Between Groups 1.247 2 .623 3.129 .051
Within Groups 11.353 57 199

Total 12.600 59
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Taking the mean scores of overall level of jobsfattion OLJS) of those three age sub
groups of the counselors, the researcher computee\Zay Analysis of Variance (One-Way
ANOVA) in order to determine whether or not thesea significant difference between
average age and overall job satisfaction. Whenctileulated p-value is greater than the
critical or table value of p-value, it is recommeddhat it is advisable to fail to accept the
null hypothesis and to accept the alternative Hypsis. Therefore, the above ANOVA
summary table indicated that there wgsically significantifference among the three age sub
groups of employees and overall level of job satisbn because the p-value=(051) was
found to be slightly greater tharr.05 (F=3.129 p-value <051).

4.6.2 Gender Difference on Overall Level of JoBatisfaction

The outputs of the cross-tabulation analysis of SB8pict that female counselors are very
satisfied than male counselors in different ageegates. Three-fifth of the female
respondents (60.5%) and 39.5% of the male courssedgpressed that they were very

satisfied with their overall level of job.

Table 4.9 Male and Female Counselors on Overall LeVof Job Satisfaction

Sex
Male Female Total

Count 8 10 18
Less satisfied

% within OLJS 44 .49 55.69 100.0%

OoLJS

Count 17 26 43
Very satisfied

% within OLJS 39.59 60.59 100.0%

Count 25 364 61

Total
% within OLJS 41.09 59.09 100.0%

The study further aims at determining whether drthere is correlation between gender of
the counselors and their overall level of job $atison. First, the researcher considered the
null hypothesis which is stated a there is no diatlly significant difference between the
counselors’ gender and overall level of job satisfen. In contrast, the alternative hypothesis
is that there is statistically significant diffecenbetween gender and overall level of job
satisfaction. The results of the data analysigkare shown in the table given below.
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As Table 4.10 shows that the Pearson Chi-Squate wehs calculated to be .12iggree c
freedom (df=1) and two-tailed significant value.@22. Thereforeit is advisable to reje
the alternative hypothesis, but to accept the hypothesis. There was msiatistically
significant difference between male and female selors with respect to thewerall leve
of job satisfaction (OLJS) because the calculaigaifecant value was .722 which ggeate
than p-value of .05afvalue >.722).

Table 4.10 Chi-Square Tests for Male and Female Caoselors and OLJS

Value | df | Asymp. Sig. (2-sided) Exact Sig. (2-| Exact Sig. (1-

sided) sided)

Pearson Chi-Square .126] 1 722

Continuity Correction .00 1 .944

Likelihood Ratio 124 1 723

Fisher's Exact Test .78( 464
Linear_-by-Linear 124 1 794

ssociation
N of Valid Case 61

4.6.3 Martial Status and Overall Level of Job Satigction

In this study, the investigator tried to determinbether there is statistically significant
difference between marital status and OLJS of thenselors. For this purpose, both cross-
tabulation and Spearman’s rho correlation wereusing the latest version of SPSS. Table
4.11 illustrates that married counselors were foundave very satisfied overall level of job

satisfaction in the Centre than unmarried profesd®from both sexes.
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Table 4.11 Cross-tabulation of Marital Status and @JS of Counselors

Marital status
Married Unmarried Total

Count 8 10 18
Less satisfied

% within OLJS 44.4Y% 55.69 100.0%

oLJs

Count 24 19 43
Very satisfied

% within OLJS 55.8% 44.29 100.0%

Count 32 29 61
Total

% within OLJS 52.5% 47.59 100.0%

In addition, the Spearman’s rho coefficient of etation shows that there was positive, but
weak relationship between marital status and olvgralsatisfaction level in the Talk Line
Centre. The Spearman’s rho was calculated to B88=at two-tailed significant coefficient,
a=.502.

Table 4.12 Spearman's rho Coefficient of Correlatio of Marital Status and OLJS of
Counselors

Marital status 0JSS
Correlation Coefficient 1.000 .088
Marital status Sig. (2-tailed) .502
N 61 61
Correlation Coefficient .088 1.000
0JSsS Sig. (2-tailed) .502
N 61 61

Therefore, marital statuses of the counselors db heve significant importance in
determining their overall level of job satisfactidihether or not the counselors in the Centre
are married or unmarried has no role in bringingrall level of job satisfaction regarding the

jobs has been assigned on daily basis.
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4.6.4 Educational Level and Overall Level ofab Satisfaction

Regarding whether or not there is relationship ketw counselors’ educational level
achieved and overall level of job satisfaction amdhe respondents in the study, the
researcher used Pearson’s coefficient of correlaifdhe SPSS software. Thus, the Pearson’s
correlation value was calculated to be, r=-.118 @ 391. These findings of the study show
that there was weak and negative relationship miwee educational achievement and
overall job satisfaction level of the counselorghe Talk Line Centre. Moreover, that is the
case in that the “sig.” or the significance levelpevalue level is greater than .05. Thus, one
may reject the alternative hypothesis of theretasistically significant relationship between
the counselors’ educational levels and their OliJ&n be deduced that the counselors’ high
level of educational achievement is generally sglavith low level of overall job satisfaction

and vice versa.

Table 4.13 Correlation between Education Level an@LJS of Counselors

0JSS Educational level
Pearson Correlation 1 -.113
0JSS Sig. (2-tailed) .391
N 61 60
Pearson Correlation -.113 1
Educational level Sig. (2-tailed) .391
N 60 60

4.6.5 The Job Experience and Overall Level of JoBatisfaction of Counselors

The two variables are ordinal levels of measuremdiaible 4.14 shows that the job

experience and the overall level of job satisfagtiout not statistically significant correlated.

There was also weak, negative correlation, whicluld/doe considered as an insignificant

effect size, between the counselors’ job experiamzktheir overall level of job satisfaction,

r=-.109 and Sig. (2-tailed level) or.255 (which is greater than .05). Therefore, theas

no statistically significant relationship betwee jexperience and OLJS on the part of the
counselors. Those counselors who had relativelgdoryears of work experience in the

Centre expressed that they experienced lower dVeval of job satisfaction and vice versa.
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Table 4.14 Correlation between Job Experience andICs of the Counselors

0OJSS |Job experience

Correlation

03SS Coefficient 1.000 ~109

Sig. (2-tailed) .000 .255

Kendall's N 61 60

tau_b [

_ Corre_la_tlon - 109 1.000
Job , Coefficient

OB SXPEHENCE &4 (2-tailed) 255 .000|

N 60 60
Correlation

03SS Coefficient 1.000 ~152

Sig. (2-tailed) .000 246

Spearman’: N 61 60
rho Correlation

Job _ Coefficient ~152 1.000

Ob SXPEHENCE &y, (2-tailed) 246 .000|

N 60 60

4.6. Monthly Salary and Overall Level of Job Sasfaction

Table 4.15 indicates that monthly salary of thensalors is not correlated with their overall
level of job satisfaction. The researcher, to émd, employed Descriptives as well as One-
Way ANOVA to determine whether there is statisticalgnificant relationship between

monthly salary categories and overall job satisgbadevel.

Table 4.15 Relationship between Monthly Salary an@LJS of Counselors

Sum of Squarey  df Mean Square F Sig.
Between Groups .560 2 .280 1.338 270
Within Groups 12.129 58 .209
Total 12.689 60

Taking the mean scores of overall level of job sdattion OLJS) of these high and low

salary groups, One-Way Analysis of Variance (ANOW#gs computed. The above ANOVA
summary Table indicates that there wastadically significandifference among high and low
salary groups of counselors on the overall levgbbfsatisfaction. The Sig. (2-tailed level)
was found to be .270 which was greater than .051(838 P-value ow. = .270 that is greater

than .05.
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4.7 Overall Level of Job Satisfaction and some seled Work Setting Variables
4.7.1Counselors Job Satisfaction Level and organizationatructure and policy

In the study, the researcher conducted an assessineorrelation between counselors’ job
satisfaction level and organizational structure aoticies in the Centre. For this purpose,
Chi-Square test and Pearson’s coefficient of cati@t were run. The findings of the study
indicate that there were no significant relatiopshetween the organizational policy and
structure and overall level of job satisfactioecause significant value .527, which was
greater than .05. This difference was not largaughdo be statistically significant. Thus, the
existing organizational structure and policiesha Talk Line Centre has nothing to do either

to increase or decrease the counselors’ overadl [&\job satisfaction.
4.7.2 Counselors Job Satisfaction Level and Physid&/orking Environment

The outputs of SPSS show that there was no significelationship between the physical
working environment of the Centre and overalkleaf job satisfaction because significant
value was found to be .608 which was greater th&nThis difference was not large enough
to be statistically significant. Therefore, the piwal working environment of the Talk Line
Centre is not correlated with the counselors’ oNéeael of job satisfaction. In conclusion,
one can deduce that the physical working enviroriroéthe Centre does not determine the

overall level of job satisfaction on the part of ttounselors.
4.7.3 Job Satisfaction Level and Social Working Enkonment

The findings of the study show that Chi-Square @abi (Chi-Square=.265 df= 2 and
significant value of .876 which is greater than..0Sherefore, there was statistically
significant relationship between social working ieowment and overall level of job
satisfaction. This means indicates that the extgtai enabling social working environment
cannot determine the level of overall job satiséacton the part of the counselors in the

Centre.ge enough to be statistically significant.
4.7.4CounselorsOverall Job Satisfaction Level and Supervision

Like the above variables, there was no significagsociation between supervision and
overall level of job satisfaction among the couaselbased on the findings of the study.
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Therefore, whether the counselors have got clopersision or not has nothing to do with

their overall level of job satisfaction.
4.7.5 Counselors Overall Job Satisfaction Level andromotion

As one of the objectives of this study is to deieemwhether or not there is correlation
overall job satisfaction scale and promotion of ttwunselors, Pearson’s correlation of
coefficient was run using SPSS. To this end, th# hypothesis is that there is no

relationship between overall job satisfaction scahel promotion among the counselors,
while the alternative hypothesis states that tierelationship between OJSS and promotion.
Table 4.16 illustrates that the Pearson correlatimgfficient was found to be, r(61)=.000 at
a=.997. As shown, the correlation between overakll®f job satisfaction and promotion of

the counselors was not statistically significantehese the “sig. (two-tailed)” was calculated
to bea=.997 which is greater than .05. Thus, the researabcepted the null hypothesis of
no correlation and stated that there was no cdiwelabetween overall level of job

satisfaction and promotion of the counselors. Thamenselors who have got promoted do

not have overall job satisfaction in their respextissigned jobs and vice versa. Therefore,

Table 4.16Correlation between OJSS and Promotion of Counselsr

0JSS Promotion
Pearson Correlation 1 .000
0JSS Sig. (2-tailed) .997
N 61 61
Pearson Correlation .000 1
Promotion Sig. (2-tailed) .997
N 61 61

There would be no systematic correlation betweesralv job satisfaction level and
promotion of the counselors. One cannot predicttrang about overall level of job
satisfaction from knowing the counselors’ promotstatus in the Centre.

4.7.6 Counselors Job Satisfaction Level and theintent to remain in Current Position

The outputs of the data analysis indicate thatetlvesis weak positive relationship between
0OJSS and the counselor’s intent to remain in ctaesition. The Pearson’s product moment
correlation coefficient was calculate to be weak6X) =.017and p-value=.895. Thus, there

was weak positive, but not statistically signifitaorrelation between counselors’ intent to
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remain in their current position and overall levkjob satisfaction because significant value

(sig. two tailed) .895 is greater than .05.
4.7.7 Counselors Satisfaction Level and their Intarto remain in Current Profession

The findings of the study show that there was weadative correlation between counselors’
intent to remain in the current profession and rtlosierall level of job satisfaction. The
correlation between OLJS and intent to remain irrezu profession was not statistically
significant because the Pearson’s correlation mefit, r (60) = -.132, and the significance
level (Sig. 2-tailed) was found to be .316. Thuse tounselors who have had intent of
remaining in the current profession may not haveraV job satisfaction in their daily
routines of tasks in their offices in the Talk Li@entre. Generally, one can conclude that
one’s intent in the current profession does not rmeédne has got overall level of job
satisfaction. In other words, the counselors’ iht®nremain in the current position does not

determine their overall level of job satisfactiarheeved in their respective jobs assigned.

In summary, married female counselors were vengfgad in terms of overall level of job
satisfaction. However, there was weak negativetiogiship between educational status and
OLJS, weak negative correlation between job expeeeand OLJS, and no statistically
significant relationship between OLJS and averagathly salary. In the same vein, there
was no correlation between organizational structared policies; physical working
environment; social working environment; supervisipromotion; remain in the current
position and profession; and overall level of jattisfaction. Thus, marital status and gender
of the counselors seem to be outstanding variatdebring their overall level of job

satisfaction in the Centre.
4.8 Counselors Insights of Job Satisfaction

The researcher organized and conducted two foamspgdiscussions to identify how the
counselors view job satisfaction; to examine tharel of job satisfaction and to identify the
most important factors affecting their level ofistction using the FGD guide consisting of

the following major points:

1) How do the counselors view job satisfactionha Centre?
2) What types of factors are affecting the counrsélevel of satisfaction? And

3) To what extent, the counselors are beingfsadisvith their current job?
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4.8.1 Meaning of Job Satisfaction by Telephone Cosglors

The participants of the two FGDs forwarded simiaews, comments and suggestions
regarding the meaning of job satisfaction and tlestnimportant factors which affect their
level of satisfaction. It was also observed thans®f the respondents could very specifically
articulate what they meant by their job satisfattibut some others were found to get
confused to say whether they are satisfied or 8ome of the points they had raised
emphasized on which aspects of their daily routwfgeb they got satisfied but some of the
points stated were in line with their desire anthkimg. Because of these reasons, some
definitions about job satisfaction expressed bynlage more or less similar to the causes of

job dissatisfaction.

Ways the respondents explained the term ‘job safisin’ is similar with that of Luthans’
(1995) dimensions of job satisfaction. As citedShamima (2006). the first dimension is that
job satisfaction is an emotional response to asjalmtion. Second, job satisfaction is often
determined by how well outcomes meet or exceedaapens. The pattern of defining or
explaining the term job satisfaction is also simiéth that of Aziri (2011). This author
considered that job satisfaction represents anfgehat appears as a result of the perception
that the job enables the material and psychologiealds. Locke (1976) as cited by Aziri
(2011) also identifies the self (or the individuah the important agent for job satisfaction.
According to him, job satisfaction is the resulthaw the individual views himself and the
way in which this view affects what he seeks fagggure on the job and how various job
experiences and conditions affect him. These aliofa affect the entire teacher to explain
the term job satisfaction. Multifarious conceptiated to job satisfaction were reflected by

sled telephone counselors. In what follows, thesgeesented as below.
4.8.1.1 Getting Handsome Salary is Job $saction

One of the main purposes of job is to get a payneensalary. It is very natural that a
handsome salary will bring job satisfaction. Acaongdto the two-factor theory, Herzberg
(1974) claimed that as payment is a hygiene faaarextrinsic to the job itself; this variable
can only produce feelings of job dissatisfactiororf the discussion, it is found that all the
counselors reflected the same views on this péiatording to their views, a lower salary
cannot bring job satisfaction. Salary paid mustcbasistent with present socio-economic
conditions in the country. It means that one hasdpe up with the soaring up living
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expenses of the society with one’s monthly salatyieast, one’s monthly salary must cover

the living cost.

An amount of monthly salary must be capable to mipebne’s basic needs to stay alive in
life. When one’s monthly salary could not meet uyg’s basic needs, she/he has to look for
other income earning sources. These set of reflextimplied that when their salary could
not afford to cover their family expenditures; thiegd to look for other jobs to earn more.
Those counselors who earned that amount of moneyotlause full effort to work and to
counsel their clients at present job. Sometimes, dbunselors look for a job from other
private organizations to get more money than thergdhey earn from Centre. As a result,
their sincerity decreases from their own presetd@ptene counseling job and then may
become irresponsible to their jobs assigned. Ttiesamount of salary plays a vital role to
create job satisfaction. Gruneburg (1976) alsoteefithis suggestion by maintaining that
substantial evidence supports the hypothesis #tatysoperates as a determinant for both job
satisfaction and dissatisfaction. Similarly, mosttiee Telephone counselors in the focus
discussions revealed the fact that their low ll@fesalary made them dissatisfied with the
jobs. For them, job satisfaction was found in tbatext of higher level of salary. From the
frustration of very low salary, most of them expkxl job satisfaction in terms of getting a

handsome salary monthly.
4.8.1.2 Job Security (in terms of Stabilityrad Permanency)

The majority of the participants of the two FocusoGp Discussions described job
satisfaction in terms of stability, security or m@mency of the job. They noted that “the
current job is not a government job; it is not sedd. In the sense of job security, the Talk
Line Telephone Centre may be closed because thengraymay not be regular and
permanent. If anything happen in this context, fthancial benefit after one’s retirement is
not properly guaranteed. Permanency of any jobinsctlly linked with job satisfaction.

Permanency also reduces tension and thus guaratgeatson to the job.

Herzberg (1974) identified the security of the g hygiene factors in his study suggested
the steady rise in morale of an employee’s caredue to an increase in feelings of security
and seniority, broadening of interests, and a ggmese in life adjustment and satisfaction. In
the final analysis, the researcher identified thiaise counselors highly expressed job
dissatisfaction because of insecurity and instgbiti their jobs. The counselors also noted

that governmental job is secured and stable amdrage financial guarantee after they have
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got retirement from the job. As there is provisairpension on monthly basis, they noted that
working in non-governmental organizations resulied feeling of job insecurity and
dissatisfied. Therefore, the qualitative findindgghe study indicate that the counselors in the

Centre perceive job satisfaction from job permagerd stability points of view.
4.8.1.3 Having Good Career Prospect

Most of the counselors also perceived job satisfadb have a good career prospect in the
job. A career has some phases. It starts with iteoeat and selection. Then, the incumbent
passes through other phases, like promotion, sigoemy training and transfer, as well as
placement. The findings of the FGD show that moktth® counselors perceive job
satisfaction as having a prospective job. Everyomated to utilize properly his or her
academic qualification. The individual’'s efforttis have such a job which can lead him/her
to reach to the top echelon of that job. Thus,cinselors go on in disciplined manner and
in time are desired by them. However, the coumsetentioned that only good performance
on the job was needed for recruitment, as welledscion and promotion. If performance
and merit are preferred only the right person aatrpgogress in the job to others and, thus, be
satisfied. Most of the discussants, said, “If in@t, the counselors will be demoralized but

less motivated as a result of dissatisfaction.”--

Accordingly, the process theories attempt to erpjeb satisfaction based on the premise
that job satisfaction is a direct result of indivads’ perceptions of how fairly they are treated
in comparison to others Shamima (2006). The “gghitory” also proposes that people seek
social equity in the rewards they expect for perfance. In other words, people feel satisfied
at work when the input or contribution to a job dhd resulting outcomes are commensurate
to that of their coworkers. Therefore, during tloeus group discussions, the counselors
mentioned that “in the phases of career (that @nption, supervision and training); we are
highly dissatisfied. And such type of dissatisfactinfluences our mind to explain the term
‘job satisfaction’. Thus, from such a reality iretiCentre, the FGD participants define job

satisfaction in terms of the presence of good capportunity.
4.8.1.4 Job Satisfaction is as a Favorable Physicaid Social Environment

As stated by Aziri (2011), good working conditioae desirable by the employees, as they
lead to more physical and mental comfort. Peopkiredhat there should be a clean and
healthy working environment. During the discussjos@me of the participants noted,”Job
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satisfaction is understood in terms of having ataable physical and social environment.”
For them, favorable physical environment meansasifucture of the building, rooms,
temperature, humidity, ventilation, lighting, noise cleanliness of the work place, toilet
facilities, etc. and other well-organized interigifice facilities computer, telephone, fax,
headsets, furniture, and so on. These conditiomdirgeed with working environment. Such
types of situation influence their mind set uphimk job satisfaction in terms of favourable
physical working condition and changed their miagperceive the term ‘job satisfaction’ in
the light of favourable physical environment.

In addition, the discussants expressed that jolsfaetion was perceived as having
favourable social environment. The social environmmeans favourable supervisor —
counselor relationships, manager - counselor oelaliip and inter-personal relationships
among the colleague counseloBome of the counselors in the FGDs stated that they
expected harmonious relationship among their cdarstand noted that they were much
more concerned about such a relationship. Basdatiase points of view, the counselors in

the study define job satisfaction as having favierabcial environments.
4.8.1.5. Getting Job as per One’s Academic Qualifation

A few of the counselors in the study explained,b‘Jatisfaction is fitting job with one’s
academic background. Academic qualification is #tandard for one’s professional
background. Such a qualification is required tolagpr a vacant position in HIV/AIDS
counseling job.” Getting job as per one’s acadequialification will satisfy him or her. On
the other hand, if someone’s job is inferior to bisher academic qualification, this job
brings dissatisfaction to him or her. Those cowrselvho are holding higher degree directly
related to counseling consider that they consiex &s their achievement which, in turn,
makes necessary for recognizing their academicifapadion job satisfaction. In contrast,
those counselors that hold higher degrees thanhatre directly related to the counseling
profession (like nursing, sociology, etc.) areslesstisfied with their respective jobs as a
result of mismatching of their job and academic lifjoation = Therefore, getting job
opportunity which matches with one’s academic digaliion is viewed as job satisfaction

by the counselors.
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4.9 Factors Influencing Job Satisfaction

This section deals with factors that cause didsation. Based on the focus group
discussions, the patterned themes revealed thia tiere many factors which caused work
dissatisfaction on the part of the counselors. Hawethese factors vary from counselor to
counselor. Sometimes, these factors are linkedbémseconomic condition. Difference in
perception was also found among the counselordhese factors were believed to be causes

of job satisfaction or dissatisfaction.

Spector (1997) states that causes of job satisfacan be grouped into two main categories.
The first category is the job environment and fexctassociated with the job. This includes
how people are treated, the nature of job taskatioas with other people in the work place
and rewards. The second category is the individaetors that the person brings in the
workplace. This includes both personality and pewperiences. These two categories often
work together to influence an employee’s job satBbn. The analytic generalization has
linkage with the factors and the theoretical frarodw The causes of job satisfaction and

dissatisfaction discussed as follows.

During the discussions, all of the counselors dt#tbat they were dissatisfied with their jobs
because of low salary. None of the discussant ward satisfied with their existing pay
structure. According to Herzberg’s two factor themalary is a hygiene factor which causes
dissatisfaction. If salary is lower than one’s estpion, the employees become dissatisfied
with their jobs. Thus, the low or poor salary stune causes dissatisfied on the part of almost

all of the counselors in Wegen@s Talk Line Centre.

Job security is the top factor which brings jobsdissfaction to the counselors. Wegen AIDS
Talk Line Centre is one of the non-governmentalaargations in which there exists job
insecurity or no permanency of job which, in turaused dissatisfaction among the majority
the counselors. The majority of the counselors wiémes found to be unhappy. The
employment condition in non-governmental organ@ai is not a permanent job. Since
anything happens suddenly, the employees do ndt rédaxed in such organizations.
However, the employed counselors mentioned thaw@sre more concerned about getting
money on monthly basis; we are performing jobs.Tdct, Ethiopia is a developing country
in which unemployment problem is a critical issdéere are large number unemployed
persons with high level of academic qualificatioR®ople who are doing private jobs in

private organizations are always in mental pressutkat they may lose their jobs any time.
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On the other hand, the counselors have to mairnkaim personal and family living costs.
They need a permanent source of income. In sudmi&xt, the majority of the counselors in

the study are dissatisfied with the insecured jali®it they have got a salary as must.

Academic fitness (academic qualificatjas important in counseling profession. In order to
be a counselor, one has to first fit oneself acacap. Most of the counselors think that
counseling as a job is matching to their acaderaification. So, they feel satisfied when
the counselors utilize their professional lessangounseling. But those highly educated
counselors and counselors whose academic quabincé either matching with counseling
profession or other than counseling got frustratethis job. Even though there are some
rules and regulations in the Centre regarding leget selected and then promoted; there are
required academic qualification as a Telephone selon and merits. That is, in addition to
the required academic qualification; a good coungeperformance on the job is a pre-
requisite for being recruited, as well as to beceld and then promotéd/ogene AIDS Talk
Line Centre, 2013). Therefore, the key informantpuad, “This has been one of the most
important factors to cause counselors who havesgetithe higher education qualification in
counseling or other than counseling professionegdalissatisfied; while the counselors who
have had only a good counseling performance argfisdt” Thus, the rules and regulations
of the Centre have contributed to the counselareeto be satisfied or to be dissatisfied with

their jobs.

The counselors get job dissatisfaction in relationdim career prospect or promotion,
training and unwise supervision in the Centre. iythe focus group discussions, most of
the discussants stated, “Some career phases @@ aat the major causes for our job
dissatisfaction with the counseling job.” Careemgds, such as promotion, training and
supervision are the main factors on which the celan's job satisfaction or dissatisfaction
depends. In addition, those factors are importasahrough which the counselors could

reach at their ultimate goals of the job.

Supervision plays important contexts in job satisfen or dissatisfaction. During the focus
group discussions, most of the discussants condiyni@oth job dissatisfaction and
satisfaction are reflected in terms of differenpexts of supervision by the participants.”
Some of the participants expressed that they bechssatisfied because they had not got
positive support from their supervisors in recogmitof their performance.” They therefore
claimed that personality, attitudes and managerskiis of the supervisors affect their job
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satisfaction. Studies show that employees who hadepositive interactions with supervisors
are generally more satisfied at their jobs thandatiers (Bruce & Blackburn, 1992; Vroom,
1982) As cited by Shamima (2006).

Different aspect of the Centre’s physical environtmmay contribute to the counselors’ job
dissatisfaction. Some of the counselors noted, “AH&8S Talk Line Centre does not have
sufficient space in the counseling studio which ¢tessed hot temperature. With such as poor
ventilation system, the counseling room becomesmfartable to do the job. Moreover, the
toilets are found far from the counseling rooms. ®denot feel comfort to use the toilets

quickly while we are actually on the job.”

They further continued, “There are sometimes poavet telephone interruptions while we
are in between caller—counselor conversations, ahdr telephone related problems, like
busy line, silent and hang-up calls. Therefore,ane mostly dissatisfied with inconvenient,

poor temperature, afar situated toilets and inpged telephone connections.”

Job dissatisfaction is also drawn from unfavouratylpes of interpersonal relationship

between the supervisor and the counselor. All efkidy informants voiced, “Few supervisors
are known by their bossing attitudes which are umdeng the counselors. Some counselors
thought that as they are working, mangers do net¢ ¢fiem enough time to support the

counselors.” This attitude is dissatisfactory tmemf the counselors in the Centre.

In summary, there are multi-dimensional factors olhiinterplay in determining job
satisfaction of the counselors in Wogen AIDS Talke.counseling Centre. Besides, there
factors which are affecting their job satisfactisach as existing socio-economic condition,

personal perception, low level of monthly salaof jnsecurity, but just to mention.
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CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATION

This chapter highlights on summary of the signiiicéindings of study in line with the
research questions. In addition, conclusions assvidrbased on the major findings of the
study. Finally, suggestions are forwarded for thenagers, counselors, supervisors and the
stakeholders, as well as future research on the tdgelephone counselors’ job satisfaction

in various contexts are recommended.
5.1 Summary of the Findings

Regarding how the Toll Free Telephone counselors are working at Wegen AIDS Talk
Line Centre perceived the term ‘job satisfactiothiere were mixed understandings and
definitions of the term among them. Most importgngome of them defined job satisfaction
in terms of causes of job satisfaction, getting dsame monthly salary, stability and
permanency of jobs assigned, good career prospextence of good opportunity in one’s
career, favourable physical and social environmmnitual and harmonious relationship with

co-worker, getting job as per one’s academic gigalibn and the like.

As to the level of job satisfaction among the mlars, the majority of them were generally
satisfied with theoverall level of job satisfaction. However, thereres variations in job
satisfaction in terms of their intrinsic and exsit values. Within the overall level of job
satisfaction, the responding counselors generalgzgived they were intrinsically satisfied
with Achievement, Social Status and Independendeesa With regard to the extrinsic
values on the overall job satisfaction level, tbarcselors generally expressed that they were
comparatively satisfied with their Co-workers, Swon-Human Relations, as well as

System Policies and Practices.

On the other hand, there are identified factorsaffact the counselors’ job satisfaction level.
These were organization’s rules and regulationsit eademic professions; supervisors’
attitudes; improper prospect for promotion; shertst training; unwise supervision;

supervisors’ personality, attitudes and managerskilis; different aspects of the physical
environment, such as lack of sufficient counseBpgce, poor ventilation, location of toilets,
frequent interruption of power and telephone s@&wjaunfavourable types of interpersonal
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supervisor-counselor relationship which reflectaxsdy attitudes and limited professional

supports by the Centre’s managers in Addis Ababa.

There was no statistically significant relationshgiween overall level of job satisfaction and
age; salary sub groups; gender; marital statugrdifice; educational level difference; job
experience subgroup difference; organizational cgolind structure; physical and social
working environment; promotion; training; supereisj counselors’ intent to remain in their

current position, as well as in the current pratass

5.2 Conclusion

Based on the findings of this study, the followoanclusions can be drawn.

* The counselors in the Centre perceive job satisia in terms of causes of job
dissatisfaction.

» Telephone counselors who are working in Wegen $ADalk Line Center have
overall level of job satisfaction with each of th@ job dimensions as measured by
the MSQ-short form.

* The counselors in Wegen AIDS Talk Line Centelefpeone comparatively feel a
higher level of satisfaction in terms of intrindevel on the areas of Achievement,
Social status, and Independence

« The counselors in the Centre are extrinsicatised with the areas of Co-workers,
Supervision-human relations and System Policies Rrattices. The counselors
were also satisfied at moderate level with at thdit utilization

* The study has revealed that there are manyrgatoich cause dissatisfaction to the
counselors. These include: differences among thensalors’ perception on the
factors which are the causes of dissatisfactiore fHttors identified more or less
have acknowledged by the counselors are low le¥eimonthly salary, job
insecurity, the jobs are not permanent, acadenfitness, not promising prospects
of Career (like unethical promotion, short-term @b training and unwise
supervision), and physical and social working emwnents of at the Center.

* Inthe Wegen AIDS Talk Line Centre, there amad& married counselors who are
very satisfied with overall level of job satisfian in Addis Ababa.

» There is weak negative relationship between thmselors’ educational status and

overall job satisfaction level.
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 Duration of the counselors’ work experience is mated to their overall level of job
satisfaction, but there is weak negative corretabetween the two variables under
consideration.

» There is no statistically significant differencetwween average monthly salary and
overall job satisfaction level of the counselors.

» There is no statistically significant relationshiptween organizational structure and
policies; physical working environment; social wioik environment; promaotion;
training; and supervision on one hand, and ovéradl of job satisfaction.

* There is weak positive relationship between thealgb satisfaction level and the
counselors’ intent to remain in current position.

« In the study, weak negative correlation exists leetwthe counselors’ intent to remain
in the current positions and their overall leve]alf satisfaction.

5.3 Recommendations

Social welfare administration, though consideregeondary method of social work practice,
plays a significant role in the service delivergtgyn. Success of any program meant for the
well-being of any population group depends to adaextent on the efficacy of its
administration. In social work profession there arany situations which put us down and
lose motivation to work. Some of the probable reastan be the success rate of intervention
may not be at desired levels, clients may not chaeemingly right alternative and our
efforts in intervention appear to go in drain, dmit$, work pressures, tensions and stresses at
the workplace and so on and so forth. Thereforglidation of methods, techniques and
skills of social work is essential at every stage nmanagement practice to improve
organizational effectiveness. verbal communicatio@naging time and stress, managing
individual decisions, recognizing, defining, andvsw problems, motivating and influencing
others, delegating, setting goals and articulaiingsion, self-awareness, team building and
managing conflict are the most frequently skill diséor effective social welfare

Administration.

In addition, the effective and efficient deliverfyservices is determined to a large extent by
the high motivation, and commitment of the staffdatheir identification with the
organizational goals. Group feelings and coopematmong staff of the organization,
Sustainable human relations, staff developmentrprog, and effective supervision is also

essential. Employees should get an opportunityarkwgituations to accept challenges, serve
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others, earn money, enjoy prestige and status amde creative and independent. Initiative
taking behavior leads to high level of activity anekperimentations.(community

management,2009)

Recommendations for Mangers, Counselors and Supesors

1. The study revealed several components necegearymprovement in the areas of
authority, creativity, moral values, recognitiomgngpensation, responsibility, advancement
and also in the area of supervision promotionningis. Therefore, mangers should explore,
reevaluate and clearly defined requirements f@ptebne counseling policy and guidelines in
order to deliver efficient services.

2 As the study also found out gaps in effectivaatiehships among key actors in the
Organization, the necessary improvements shouldtaken in building of effective
relationships between telephone counselors andr citedf members, including clearly
defined counselors’ and supervisors’ roles, mutwedt, clear communications and continual
maintenance of support strategy.

3. The mangers in the Centre should consider th@owement of its physical working
environment, including counseling studios and comication facilities in order to create
favourable conditions of the overall work envirome

4. Telephone counselors should advocate for thesein the areas of supervision,
promotion, and trainings. The counselors should atslaborate with other staff members
and responsible bodies within the Organizationrtheo to clarify roles, reduce their stress
level and to enhance their performance on the job.

5 At a time of increased social pressures and amgdls, counselors should continually
participate in professional development educatmrbést meet the academic, career, and
social/personal needs of clients of the Centre.

5. Supervisors should emphasize on proper impleatient of educative, evaluative and
supportive responsibilities and equally focus aesst reduction techniques in their program
to help the counselors in coping with stressfullagions that may arise due to emotional
charged and difficult calls they receive every day.

6. The promotion, supervision and training policieé the Organization should be
implemented objectively and should be made cleathéoemployees through consultative

meetings, seminars, workshops, and conferencesseThecial contexts may make the
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employees to get pre-informed openly so that the@leyees could develop trust in the

Organization and then develop the feeling of bgiag of it.

Recommendations for Future Research

1. Researchers should replicate this study on gbisfaction of Telephone counselors in the
future to assess changes, and to suggest recomtiogisdfor improvement of Wegen Talk

Line Telephone counselors’ job performance.

2. Research on the job satisfaction of Wegen Talle LTelephone counselors would be
useful in providing more comprehensive view througihthe nation in terms of how the

employees in private organizations in general arté@hone counselors in particular feel
about their jobs assigned.

3. Researchers should investigate the job satisfacdf Wegen Talk Line Telephone

counselors using research methods and/or techniquesialitative research approach in
order to gather data from different perspectivas @anprovide more in-depth understandings
of how the Telephone counselors view their prof@ssias counselors.

5. Researchers should also investigate the possibled towards shortage of trained
professional Telephone counselors at Wegen Talk Gentre due to frequent counselors’

turnover through time series.
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Appendixes

Appendixes4 Minnesota Satisfaction Questionnaire (MSQ) short fam

K/
£ %4

R/
°e

7
L X4

R/
°

The purpose of this questionnaire is to give yahance to telhow you feel about
your present job, what things you argatisfied with and what things anot
satisfied with.

On the basis of your answers and those peoplg/dikewe hope to get a better
understanding of the things peopilee and dislike about their job.

On the following pages you will find statements afbcertain aspects of yopresent
job.

. Read each statement carefully.

. Decidehow satisfied you feel about the aspect of your jotbescribed by the

statement.
Keeping this in mind:

o --if you feel that your job gives yomore than you expectedcircle 5 under
“Very Sat.” (Very Satisfied);

o --if you feel that your job giveshat you expectedgircle 4 undefSat.”
(Satisfied);

o --if you cannot make up your mindwhether or not or not the job gives you
what you expected, circle 3 und®&” neither (Neither Satisfied nor
Dissatisfied);

o --if you feel that your job gives ydess than you expected;ircle 2 under
“Dissat.);

o --if you feel that your job gives yomuch less than you expectedircle 1
under

o “Very Dissat.” (Very Dissatisfied).

. Remember: keep the statement in mind when degichw you feel about that
aspectof your job.

. Do this for all statement. Please ansesxgry item.

Do not turn back to previous statements.

Be frank and honest.Give a true picture of your feelings about ypuesent job.
There are no right and wrong answers

Do not write your name on the questionnaire! Yorraot asked to write your name
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Part one - The overall job satisfaction

Ask yourself, howsatisfied | am with this aspect of my jof?leasecircle numbers 1 up to 5in
front of each statement
Very sat. means | am very satisfied with this aspect of niy jo
Sat. means | am satisfied with this aspect of my job.
N means | can’t decide whether | am satisfied omwit this aspect of my job.
Dissat means | am dissatisfied with this aspect of nfy jo
Very Dissat. means | am very dissatisfied with this aspechpfob.

On my present job, this is how | fell about . . . Very Very
Dissat.  Dissat. N Sat.

Sat.

1. The chance to use personal abilities. 1 2 3 4 5
2. The feeling of accomplishment from working in tioé 1 2 3 4 5
3. The ability to stay continuously busy on the job. 1 2 3 4 5
4. The possibilities for advancement on the job. 1 2 3 4 5
5. The opportunities to tell others what to do. 1 2 3 4 5
6. The manner in which system policies are put imaxfice. 1 2 3 4 5
7. Feelings about pay with respect to the amount skwompleted 1 2 3 4 5
8. The way one gets along with fellow co-workers.. 12 3 4 5
9. The chance to try one’s own methods of doing the&kwo 1 2 3 4 5
10. The opportunity to work alone on the job. 1 2 3 4 5
11.The opportunity to do things that do not go agaim&t’'s own

Conscience 1 2 3 4

12.The praise received for doing a good job. 1 2 3 4 5
13.The freedom to use one’s personal judgment 1 2 34 5
14.The way a job provides steady employment 1 2 3 45
15.The opportunity to do things for others. 1 2 3 4 5
16.Being respected by the community. . 1 2 3 4 5
17.The relationship between employees and their bosses 1 2 3 4
18.The supervisor’'s competence in making decisions. 12 3 4 5
19.The chance to do things differently 1 2 3 4 5
20.The physical conditions of the occupational setting 1 2 3 4 5

79



Part Two - Individual’'s information

Please, fill in the blanks and put this mank t ~ | indicate your choice for those items

that have alternative response

1. What is your present job called? ------------====--smemmmceemnnnev
2. What is your Age? -----------==mmmmmmmmmmmmeee
3. What is your gender? - Male-------- . Female-----
4. What is your marital status - Married------- Yamarried--------------
5. How many years have you been employed as a teleptmunsellor?
6. What is your current educational status?  Diae------
Bachelor-------
Masters----------
Doctorate---------------
7 What is your monthly salary? Lesathirr 3000 ------- Birr 3000 to 5500-------
Birr 5600 to 7500-------- Bir600 to 9500 ------
Birr9600 to 11500.......... Mdhan 11500-------

Part Three- Organizational/working Environment / fiormation

1) Do you think the Organization structure andgie$ created an environment which is  highly
conducive to your job? Yes ---------- NO ------ Undecided-------

2) is the Physical environment rooms like, Tempeeg Humidity, Ventilation, and Lighting Noise,
Cleanliness of the work Place, Toilets facilitiesl ather interior office facilities computer, teheme,
fax, communication Telephone, Headsets, furniturets favorable enough to you to do your job?
Yes-------- NO --------- == Undecided---------

3) Is the social environment like the Supervisaounselor’s relationships, Managers- Counselor’s
relationships and Inter-personal relationship anttegcolleagues/counselors good enough to you to

do your job? Yes-------------- NO------- Undecided----.
4) There is the necessary Supervision-(fairnedsampetence) at managerial tasks by ones
supervisor?
Yes-------mnunne- NO-------=-=nmemeeee Udecided---------
5 There is satisfaction with Promotional opportyiaind fairness?

Yes ------ NO ------- Undecided------
6) Do you plan to remain in your current positadrthe Talk line centre for the next five years?
Yes-------------- NO-----------=------- Udecided---------
7) Do you plan to remain in the profession of talape counseling for the next 5 years?
Yes-------mnunee- NO-------=-=nmemeee- Udecided-------

artk you for your cooperation!
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Appendixes- 2 Interview guide for key informant atthe Talk line center

Questions for Key Informants - Head Officials ofthe center.

1. What areHIV/ Aids communication activities being offered the center?

2 What is the purpose of the organization regardatgphone counseling in the
prevention and control of HIV AIDS?

3 What types of people are frequently seeking famlbne counseling? And what
kinds of information’s and awareness activitiesraggle for callers in the center?

4 What types of problems are being faced while trymgive information and
awareness to callers to the Center?

5 What does the Policy and Program of the centee ségfarding telephone counseling
and HIV/AIDS?

6 What are the future plans of the center concerkiNAIDS communication

activities?

Thank you!!
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Appendixes-3Focus group discussion

% Focus group discussion with telephone counselors

The guideline questions and points of discussideedhin these two groups discussions

focused on identifying the following major issues

1. Meanings of job satisfaction by telephone counselfiiow the councilors view the
meaning of Job satisfaction.)

2. Factors influencing job satisfaction of Telephonertselors.

3 Over all, to examine to what extent the cowrsedre satisfied with your current job?

are they Very dissatisfied,disatisfed, satisfiedvgry satisfied

Thank you!!
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Appendixes4- Observation checklist

Observation and recording on the note book wiletplace on what | felt important on the

following points.

1. Is the physical working environment favorable foe job?
Room -
a. Temperature,
b. Humidity,
c. Ventilation,
d. Lighting
e. Noise.
f. Cleanliness of the work Place,

g. Toilets facilities etc

Office facilities- adequate tools and equipment like
a. Computer
b. Telephone,
Headphones,
. Tables,
. Chares, etc.

. Is the social working environment favorable for jbie?

. Managers- counselors relation and

Inter-personal relationship among the colleaguesiselors.

c
d

e

2

a. Supervisor — counselor’s relation,

b

c

3. Organizational structure and staffing
4

. Organizational documentation system.
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