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Developing Motivational and Coaching Skills in Telecom Companies 
 

A comparative study between Batelco and Zain, Bahrain 

 

ABSTRACT 

Over the last 20 years, the telecommunication industry has grown rapidly and has become one of 

the major business markets in the Kingdom of Bahrain. Today it can be considered as the fastest 

growing segment of trade and business development in the country.  

Since 2000, monopoly of the telecom market has been demolished as the government has 

modified the policy of licensing mobile enterprises. This, along with the advanced technology in 

telecom sector, has led to the launching of numerous competitors to the only telecom company, 

Batelco, including the fast growing company, Zain, with its comparative facilities and prices. 

 The two major telecom companies; Batelco and Zain, are run and headed by Bahraini and non-

Bahraini CEOs.  

This study is to examine selected issues, which are fundamentally related to management in 

general and to leadership in particular. The main objective of the study is to explore the domain 

of motivational and coaching skills within telecom business sector by using empirical analysis.   

It will explore, first, how leaders make effective use of motivational and coaching skills to 

improve employees’ performance in both Batelco and Zain; the two major leading companies in 

telecommunication, mobile services and internet market in Bahrain. Second, it will investigate the 

impact of leaders’ motivation and coaching techniques on employees.  

The hypotheses of the study are the following: 

1. The motivational and coaching techniques implemented by the two companies in order 

to enhance performance of customer service representatives are extremely distinctive. 

2. From employees’ perception, leaders are motivating to a specific extant in one company 

and demotivating in another.  

3. The motivational techniques in both companies are matching the organisation’s 

objectives and employees' needs. 

4. Managers are found to understand the concepts of a coach or a motivational leader in 

one company rather than the other.  

5. The findings in the empirical part correspond to the theory in the field. 
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The analysis has verified that a statistically significant relationship exists between existing 

motivational and coaching techniques and skills taken for granted by leaders, and employees’ 

satisfaction, and subsequently specific degree of performance within the two telecom 

organisations. The study showed that lower or inappropriate motivation practices at work 

place were reflected in employees’ satisfaction and hence lower level of motivation. This fact 

led to lower performance and lower productivity. Unexpectedly, it was found that both 

companies suffered from low level of motivation among employees due to: poor incentive 

system, absent of encouragement, unfairness or obvious discrimination in key positions, 

inadequate training policy, limited benefits, and unfair distribution of promotions specifically 

in key managerial chairs at Batelco basically and in Zain to less extent. It was not known if 

this was created by policy makers and higher management; or, instead, by line managers who 

were suffering from inappropriate skills of motivation and poor knowledge of coaching. 

Upon the above findings, the study suggested the following measures for remedy: 

- Top management should create a clear plan of motivation based cooperation and goal 

achieving between employees and leaders.  

- Successful incentive system should be guaranteed. 

-  Diffusion of team culture instead should be considered. 

- Fairly treatment among employees should be emphasised.  

- Efficient and clear appraisal system is considered.  

- Training and career development should be reinforced to all employees.  

- Exposing leaders to intensive coaching and leadership practices training sessions. 
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I N T R O D U C T I O N  

 
 
 
 
 

“Great leaders find a balance between getting results and how they get them… 
Your real job is to get results and to do it in a way that makes your organization a 
great place to work- a place where people enjoy coming to work instead of just 
taking orders and hitting this month’s numbers”  

 
Andy Pearson, one of the top executives 
at Tricon Global Restaurants, Inc.  
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1.1 Introduction 
 

The modern trend in human resource management highlights the major role of a leader in 

motivating employees and helping them develop in the respective skills and talents. Researches 

and studies in the field of human resource management and organizational culture have 

indicated that effective and successful leaders are those who are exceptional motivators and 

coaches.  

Moreover, the fact that business has changed dramatically over the past decades entails 

profound research in order to cop with these changes. Where stability, monopolies in market 

share, and lifelong careers at a single organization were once the rule, rapid change, fierce 

competition and diversity have become the norm. People are quickly becoming the most 

important asset and therefore, successful organizations generally recognize the crucial role of 

developing employees if they hope to stay viable in business and industry. They must also 

become learning organizations to keep up with the rapid rate of change, placing enormous 

amounts of stress on executives and management.  

This paper, however, is an attempt to present a comparative study between Batelco and Zain, 

the most prominent and successful telecom companies in Bahrain, in the light of fresh 

theories of leadership and people management with the focus on motivation and coaching 

development.   
 

1.2 Motivation   

Over the last 20 years, the telecommunication and mobile industry has grown rapidly and has 

become one of the most important business markets in the Kingdom of Bahrain, a small country 

in both area and population at the heart of the Persian Gulf. It has been considered as the fastest 

growing segment of trade and business in the country. Accordingly, the country has modified its 

policy of licensing mobile enterprises. Telecom and mobile industry was exclusively handled and 

controlled by Batelco, a company which has approximately been owned by the government. 

Since 2000, however, a new policy has been developed to generate competitiveness and 

profitability. As a result, monopoly of telecom market has been demolished and the infant rising 

company, Zain, which is completely owned by the private sector, has been launched, with new 

and comparative, facilities and prices.  

Along with the full support of the government and facilitating policies accomplished after the 

year 2000, telecom market has played a major role in developing the national economy of the 

small Kingdom. The two companies; Batelco and Zain, are headed by both Bahraini and non-
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Bahraini CEOs and GMs. Additionally, great proportions of well-trained and professionally 

employed Bahraini staff have recently become at the heart of the organisation's policies and 

development and the most valuable asset in both companies.  

The major trend today in modern management is towards emphasizing the crucial role of 

leadership concepts and practices, particularly motivation and coaching skills to achieve higher 

productivity, higher performance and higher rate of customer retention. This debatable issue is 

the initial motivation behind this dissertation. 

Many questions related to “motivation” and “coaching” and their effects in the domain of 

telecom industry in Bahrain have been left uninvestigated. It is with these questions in mind 

that I approach this study. This will be uncovered in the analytical section of the study by 

revealing the underlying techniques and practices of the implemented motivational zappers 

and coaching techniques in the two companies and how both employees and leaders observe 

them. The hypotheses of the study are the following: 

1. The motivational and coaching techniques implemented by the two companies in order 

to enhance performance of customer service representatives are extremely distinctive. 

2. From employees’ perception, leaders are motivating to a specific extant in one company 

and demotivating in another.  

3. The motivational techniques in both companies are matching the organisation’s 

objectives and employees' needs. 

4. Managers are found to understand the concepts of a coach or a motivational leader in 

one company rather than the other.  

5. The findings in the empirical part correspond to the theory in the field. 

1.3 Data Selection and Scope of the Study 

Recent studies have emphasised the role of motivation and coaching skills in leading teams 

and maximising performance and efforts. As Patrick Forsyth stated "It is well proven that 

people work best when their motivation is high". Furthermore, those skills are ultimately 

standard practices which can be observed scientifically and enhanced to improve performance 

and support staff retention in a competitive market.  

The primary objective of my study is to examine selected issues, which are related 

fundamentally to management in general and to leadership in particular. It will explore, first, 

how leaders make effective use of motivational and coaching skills to improve employees’ 
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performance in Batelco and Zain; the two major companies in telecommunication, mobile 

services and internet market in Bahrain. Second, it will investigate the impact of leaders’ 

motivation and coaching plans and techniques on employees and measure to what extent they 

are efficient and satisfactory to the employees in respect of performance and retention.  
  
In order to achieve the objective of the study, I will examine the correlation between 

implementing particular techniques and tactics of motivation and coaching skills in a given 

work environment, and performance. We will also investigate how the two variables affect 

performance and consequently productivity. This was achieved by using a questionnaire 

sampling technique. Two questionnaires were designed; one for staff (see appendix 1) and the 

other for leaders (see appendix 2). The two questionnaires were distributed in the two 

companies in electronic forms using electronic forms and sent to the participants' email 

addresses.  

The population of the study was 100 participants from different levels of career status in the 

two companies. Moreover, the sample compromised of two different and interrelated groups 

of participants. They were selected according to their position and experience, i.e. either being 

a staff member or a team leader.   

The participants were requested to complete the questionnaires (employees' questionnaire and 

leaders' questionnaire) to provide measurable data on the two independent variables of 

motivation and coaching, and the dependent variable of performance and productivity. 

The questionnaires were eventually collected from the participants and analyzed in the 

designated chapter in this study.  

Figure 1.1 below shows the two independent variables under discussion (coaching and 

motivational skills) and the dependent variable (performance) and the expected correlation 

between them.  

  

 Independent Variables  

                                                                              
                 
 

 Dependent Variable     

      

Motivation 

Performanc

Coaching 

Figure 1.1, Thesis hypothesis  
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1.3 The Structure of the Dissertation 

The motivation and coaching theoretical framework from within leadership scope for the 

study derives from people management, and human resources development which is more 

accurately referred to as "Motivational and Coaching theories". 

After a review of the relevant literature including the theory of motivation and coaching from, 

Chapter Two discusses the above theory in length. It also reconsiders some previous studies 

related to the theories. Chapter Three examines the corpus of data, and the research 

methodology, covering the framework of the study. Chapter Four is devoted to analysing data 

and discussing the findings in the light of motivational and coaching theory in current 

leadership trends. Finally Chapter five summarises the results and findings in the conclusion 

and offers suggestions for future work within the discipline. 
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C h a p t e r  2  
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2.1 Theoretical Background  

The key to a significant achievement in an organization in today’s business world is definitely 

its people as the lead in today’s competitive climate, with respect to people issues, is how to 

attract, retain and motivate employees. What is fundamentally dominant today in 

organizational leadership, is that employees are not only able to work; but must also be 

willing to work. So, only well-motivated people will produce a real edge and continuously 

maximize performance. Motivation can be defined as psychological forces that determine the 

direction of an individual's behaviour in an organisation, his level of effort and level of 

persistence in the face of obstacles (G. Jones and J. George, 2008).  

Motivation, in terms of management, is a managerial process of engaging employees into 

activities aimed at effectively reaching organizational objectives. As follows from the 

definition above, the “function of motivation” is to induce staff to perform in accordance with 

the organizational rules, delegated authorities and managerial decisions1. 

Kaliprasad points out that the ability to work is portrayed by having the necessary skills and 

knowledge to function in one’s work. He highlights that ‘the employee’s willingness to work 

is influenced by the individual, but equally dependent upon how that person is managed in the 

work environment’ (Kaliprasad, 2006). 

Organization can, moreover, consider coaching and mentoring to retain and motivate their 

employees. Hence the role of leadership, in respect to the above issues, has been examined in 

numerous studies and countless articles, essays and books. Leadership is said to deal with 

change, inspiration, motivation, and influence (DuBrin A, 2005). Webb, K (2007) in her study 

‘Motivating Peak Performance’ has identified at least three different leadership styles. They 

are laissez-faire leadership (Bradford and Lippitt, 1945), transactional leadership (Bass, 

1985), and transformational leadership, much of which has been based upon Burns’ (1978) 

earlier research on political leadership.  

Typically, transformational leadership is understood to include charisma, intellectual 

stimulation, and individualized consideration (Avalio, Waldman, & Einstien, 1988; Bass, 

1990). Further research led to two additional components of transformational leadership. 

They are acknowledged as inspirational motivation and idealized influence (Barbuto, 1997; 

Hunt, 1999). Consequently, coaching and motivation skills are both central to many 

contemporary models of leadership. As we have witnessed above, Transformational 
                                                 
1 Available from http://www.studiesfaction.com, accessed January, 25, 2009.  
 

 

http://www.studiesfaction.com/
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leadership involves factors that embody a coaching approach as well as a motivational 

approach. Coaching skills have become a vital part of the contemporary workplace.  

Managers are expected to be skilled at coaching and motivating their staff to increase 

employee engagement, well-being and performance.  

However, a shift in development practices can be observed as a progression from knowledge 

acquisition via formalized training courses, towards development as a participation model. 

This is based on challenging work and coaching by an immediate supervisor. 

The notion of the leader as a coach and motivator is also a key part of the well-known 

“situational leadership model” (Hetrsey (1984) and Goleman’s (2000) “model of emotionally 

intelligent leadership” (Grant A, 2007). 
 

2.2 Theories of Motivation  

The history of workplace motivation as applied to management has been described in details 

by Latham (2006), and Latham & Budworth (2006). It was believed that money was the main, 

if not the only, source of any employee’s motivation (Taylor, 1911). However, I shall discuss 

only modern applicable motivation theories which are widely exploited by managers around 

the world. Such theories include the following: 

• Content Theories are based on needs and factors that provoke right behaviour and 

galvanize employees into action. They include Needs Hierarchy Theory, Needs 

Acquired Theory, ERG Theory, and Herzberg’s Two-Factor Theory  

• Process Theories define motivation in terms of a sensible cognitive process. Such 

theories are Expectancy theory, Equity Theory, including Porter-Lawler Model, and 

Goal-setting theory. 

2.2.1 Maslow’s Theory; the Hierarchy of Needs 

Theories for predicting, explaining and developing an individual’s motivation in workplace 

flourished in the 1960s. Abraham Maslow developed the Hierarchy of Needs model in 1940-

50's USA, and it remains valid today for understanding human motivation, management 

training, and personal development.  

Maslow’s theory includes two main parts: 

• Classification of human needs, and 

• Consideration of how the classes are related to each other. 

 



Chapter 2 Literature Review  8 

The theory states that people have five needs. They, respectively from lower to higher order 

are physiological, security, social, esteem, and self-actualization needs. Human beings’ most 

basic needs are inborn, having evolved over tens of thousands of years. Maslow’s Hierarchy 

of Needs states that each need must be satisfied in turn, starting with the first, which deals 

with the most obvious needs for survival. Only when the lower order needs of physical and 

emotional well-being are satisfied is there concern with the higher order needs of influence 

and personal development. Conversely, if the lower order needs are not satisfied, there will no 

longer be concern about the maintenance of the higher order needs. 

What is crucial to this theory is the idea of needs hierarchy. The need in fact is simply a 

motivator of behaviour and its absence will lead to pathology, with well-being restored once 

that need has been fulfilled. ‘This model serves to highlight that human beings are motivated 

by unsatisfied needs and not by those that have been achieved or fulfilled. Furthermore, 

people are never completely satisfied on any given need level (Kaliprasad, 2006)’.  

This model, according to Kaliprasad, does have a further use in explaining some of the 

mistakes of management. He demonstrates that if a company wants to strive for better 

customer service, but there is not a fair and competitive wage structure in place for its staff, 

the whole process would ultimately be an absolute waste of time and effort. Figure 2.1 below, 

helps to explain how these needs motivate human beings.  

 

Figure 2.1: Maslow’s Hierarchy of Needs2

                                                 
2 Source: Adapted from http://www.businessballs.com/maslowhierarchyofneeds5.pdf, 2008 

 

http://www.businessballs.com/maslowhierarchyofneeds5.pdf
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2.2.2 ERG Theory 

Clayton Alderfer (1972), furthermore, proposed the ERG theory which is also based on needs. 

Alderfer expanded Maslow's hierarchy of needs by categorizing the hierarchy into his ERG 

theory (Existence, Relatedness and Growth). Alderfer categorized the lower order needs 

(Physiological and Safety) into the Existence category. He fit Maslow's interpersonal love and 

esteems needs into the relatedness category. The growth category included the Self 

Actualization and self esteem needs. 

Alderfer also proposed a regression theory to go along with the ERG theory. He additionally 

said that when needs in a higher category are not met then individuals redouble the efforts 

invested in a lower category need. For example if self actualization or self esteem is not met 

then individuals will invest more effort in the relatedness category in the hopes of achieving 

the higher need.  

“As with Maslow’s theory, research does not support some of the specific ideas in ERG 
theory, such as existence of the three-level need hierarchy that Alderfer proposed. However, 
for managers, the important message from the ERG theory is the same as from Maslow’s 
theory: determine what needs your subordinates are trying to satisfy at work, and make sure 
that they receive outcomes that satisfy these needs when they perform at a high level to help 
the organization achieve its goals (G. Jones and J. George, 2008, pp. 527).” 

The ERG theory, however, is different from Maslow’s theory in three fundamental areas. 

They are in brief:  

 The five “needs” from Maslow’s theory are collapsed into three; existence needs, 
relatedness needs and growth needs. 

 Maslow’s theory argues that individuals make progress up to a needs hierarchy, the 
ERG theory lays emphasis on a frustration-regression component. An already 
satisfied lower level need can become activated when a higher level need cannot be 
satisfied.  

 The ERG theory argues that more than one need may be activated at the same time 
unlike Maslow’s theory which states that only one need can be activated at any time. 

2.2.3 Acquired Needs Theory 

A further development and flexible approach were offered to understanding the human needs. 

David I. McClelland (1961) pioneered workplace motivational thinking, developing 

achievement-based motivational theory and models, and promoted improvements in employee 

assessment methods, advocating competency-based assessments and tests.  

The one single motivating factor which has received the most attention in terms of research is 

the need for achievement (n-ach). As a result, we know more about n-ach than any other 

motivational factor. Much of this knowledge is due to the work of David McClelland.  

 

http://en.wikipedia.org/wiki/Maslow%27s_hierarchy_of_needs
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McClelland believed that employees could be motivated externally (by needs of lower levels) 

and motivated internally (by needs of higher levels). Therefore, managers should develop two 

kinds of motivation: 

I. Intrinsic motivation occurs when people are obliged to do something important 
or significant or they feel satisfied in performing a particular job.  In this case, 
they are said to be internally motivated. 

II. Extrinsic motivation occurs when employees act in a certain way because of an 
external factor3. 

McClelland classified money as an extrinsic motivator; however, he believed that money 

could also be an intrinsic motivator because it represents an indication of success.  

In the late 1940s, he developed the Thematic Apperception Test (TAT) as a way of measuring 

human needs. He identified three themes in the TAT stories, each corresponding to an 

underlying need believed to be vital for understanding human behaviour. These themes were: 

(1) Achievement motivation, (2) Authority / power motivation, and (3) Affiliation motivation. 

These needs are found to varying degrees in all workers and managers, and this mix of 

motivational needs characterises a person's or manager's style and behaviour, both in terms of 

being motivated and motivating others4.  

The need for achievement, moreover, is the desire to do something better, to solve problems 

efficiently, or to master a complicated tasks, whereas the need for power encompasses the 

desire to control others, to influence their behaviour, or to be responsible for others. See 

Figure 2.2 below: 

 

Figure 2.2: Acquired Needs Theory5

                                                 
3 Available from http://studiesfaction.com/management/18-employee_motivation, accessed  January, 
26, 2009 
4 Available from http://www.businessballs.com/davidmcclelland.htm, accessed November, 21, 2008 
5 Source: Adopted from http://studiesfaction.com/management/18-employee_motivation-page8.htm, 
2009 

 

http://www.businessballs.com/davidmcclelland.htm
http://studiesfaction.com/management/18-employee_motivation-page7.htm
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Finally, the need for affiliation is the desire to establish and maintain friendly and warm 

relations with others. These needs are acquired over time mainly as a result of life 

experiences. Lastly, the theory is useful as each of the identified needs can be linked to with a 

set of work preferences (Kaliprasad, 2006). 

2.2.4 Two-Factor Theory 

The two-factor theory or motivator-hygiene theory was developed by Frederick Herzberg and 

Associates. The theory describes different factors as primary causes of job satisfaction and job 

dissatisfaction. Hygiene factors are sources of job dissatisfaction whereas motivator factors 

are sources of job satisfaction.  

In his efforts to understand employee motivation and satisfaction, Herzberg (1968) carried out 

a research of job attitudes of 200 accountants and engineers. These subjects were asked to 

recall when they had felt positive or negative at work, and the reasons for these feelings. From 

this research, Herzberg suggested a two-step approach to understanding employee motivation.  
 

Herzberg (1968) identified two factors: hygiene and motivator factors. According to Herzberg 

(1968) hygiene factors are based on the need for an organisation to avoid unpleasantness at 

work. They are those factors associated with the job context or work setting, i.e., they are 

related more to the environment where people work than to the nature of the work itself 

(Kaliprasad, 2006). If hygiene factors are considered to be inadequate by the employees, this 

may lead to dissatisfaction at work. Among those factors below, it was found that low 

payment makes people dissatisfied, but that paying more does not necessarily motivate them.  

 

 Motivators Hygiene Factors
 

• Company policy and administration 

• Supervision  

• Salary  

• Interpersonal relationship  

• Achievement  

• Recognition  

• Work itself  

• Responsibility  

 

 

 • Advancement  • Working conditions  

 

Table 2.1: Factors Affecting Job Satisfaction by Herzberg6

                                                 
6 Source: Adapted from http://studiesfaction.com/management/18-employee_motivation-page, 2009 
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Examples of some hygiene factors are: 

•  Company Policy and Procedures 

•  Pay and Fringe Benefits 

•  Quality of Management/ Leadership 

•  Quality of Inter-Personal Relationships  

•  Working Conditions 

•  Feelings of Job Security 

Motivating factors are based on the employee’s need for personnel growth (Herzberg, 1968). 

Those factors are related to the job content, i.e., what people actually do in their work. If these 

exist, they actively create job satisfaction. If these factors are effective, Herzberg (1968) 

advises that the individual may be motivated to achieve above-average performance and effort 

(Samuel G. 2005). See figure 2.3 below. 

 

 

 

 

 

 

        

   

 

 

 

 

 

 

 

 

                           Figure 2.3: Herzberg's Two-Factor Theory7

                                                 
7 Source: Adapted from http://www.businessballs.com/herzbergdiagram.pdf, 2008 
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Motivator factors include: 

 Status 

 Opportunity for advancement 

 Gaining recognition 

 Responsibility  

 Challenging/ stimulating work  

 Sense of personal achievement and personal growth with the job 

It should be noticed that that in the two-factor theory, job satisfaction are not entirely 

separated dimensions. As a result, improving a hygiene factor, does not affect people 

positively with their work, but only prevent them from being dissatisfied (Kaliprasad, 2006). 

It should be also noticed that Herzberg identified a specific category which he called 

'possibility of growth'. This arose in few cases within the study and thus was not considered a 

major factor by Herzberg. Where referring to 'personal growth' in terms of Herzberg's primary 

motivators, 'growth' should be seen as an aspect of advancement, and not confused with 

'possibility of growth'8.  

Herzberg’s concluded that the sources of an enriched job that lead to job satisfaction form one 

continuum while the sources of job dissatisfaction form another.  

Hackman and Oldham elaborated on job enrichment (two-factor) theory regarding important 

characteristics of jobs, so as to take into account differences among people regarding their 

needs (Latham and Budworth, 2006). Two key differences between their job characteristics 

theory and that of Herzberg’s two-factor theory is that they did not hypothesize two distinctly 

different factors as sources of satisfaction versus dissatisfaction, and more precisely, they did 

not advocate enriching jobs for everyone. Instead, their theory states that job enrichment only 

motivates employees who have higher order growth needs for autonomy, responsibility, task 

variety, feedback, and recognition (Latham and Budworth, 2006). 

The underlying principle behind the Hackman and Oldham model, see figure 2.4 below, 

incorporates both the technical and mental elements of job design. Evans and Lindsay (1996) 

confirm that the Hackman and Oldham model is a further development and operationalization 

of Herzberg’s theory, and has been validated in many different organisational settings. They 

also mention that employee satisfaction can be improved if the job design incorporates 

                                                 
8 Available from http://www.businessballs.com/davidmcclelland.htm, accessed December, 28, 2008  
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empowerment and involvement, process ownership, job enlargement/ rotation and feedback 

about performance (Samuel G, 2005). 

 

   

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Figure 2.4: Hackman and Oldham’s Work Design Model9

Bockman (1971), on the other hand, advises that there is some resemblance between 

Herzberg’s and Maslow’s models. Both models propose that needs have to be satisfied for the 

employee to be motivated. However, ‘Bockman (1971) indicates that Herzberg argues that 

only the higher levels of the Maslow Hierarchy (e.g. self-actualisation, esteem needs) acts as 

motivators; and the remaining needs can only cause dissatisfaction if not addressed. Bockman 

(1971) suggests that there is some evidence of ambiguity, of forced context, and of unjustified 

extrapolation of theory in Herzberg’s theory, but overall Herzberg’s recommendations seemed 

logical, to make common sense and fitted in well with what the average person might have 

observed (Samuel G, 2005)’. 

To summarize at this point, Latham & Ernst (2006) highlight that ‘psychologists know the 

important of (1) taking into account a person’s needs (Maslow’s need hierarchy theory, 

Hackamn and Oldham’s job characteristics theory), (2) creating a job environment that is 

likely to facilitate a self-motivation (Herzberg’s job enrichment theory, Hackman and 

Oldham’s job characteristics theory), and (3) ways to directly modify, that is directly increase 

                                                 
9 Source: Adopted from (Samuel G, 2005) 
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or decrease another person’s behaviour by administrating environmental reinforces and 

punishers contingent upon a person’s response (Skinner’s contingency theory)’. 

2.2.5 Expectancy Theory 

No one deserves more credit for promoting this revolution in organizational behaviour than 

Victor Vroom. Vroom (1964) pioneered Expectancy Theory of motivation. Unlike Maslow 

and Herzberg, Vroom did not concentrate on needs, but rather focused on outcomes. The 

theory ‘is expressed in a mathematical equation that serves as a heuristic for predicting a 

person’s choice, effort and persistence; the three pillars of motivation (Latham & Ernst, 

2006)’.  

The theory initially based on the principle that the amount of effort people expend depends on 

how much reward they expect to receive in return. See figure 2.5 below.  

Vroom applied concepts of:  

o Expectancy - If I tried could I do it?  

o Instrumentality - if I did it will I attain the required outcome?  

o Valence (a subjective value) - do I really value the available outcomes? 
 

 

 

Figure 2.5: Vroom's Expectancy Theory of motivation10

                                                 
10 Source: Adapted from http://www.wmc.ac.uk/flm/images/expectancy-theory03.jpg, 2009 
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Expectancy is an individual's perception about the extent to which effort (an input) results in a 

certain level of performance. An individual's level of expectancy determines whether he/she 

feels that a high level of effort results in a high level of performance. As people are motivated 

to put forward extra effort on their jobs only if they believe that their efforts will pay off in 

high performance, i.e. if they have high expectancy. Higher performance, moreover, leads to 

the attainment of desired outcomes (G. Jones and J. George, 2008).  

Instrumentality, the second major concept in the theory, is an individual's perception about the 

extent to which performance results in the attainment of outcomes. Whereas, valence refers to 

how desirable each of the outcomes available from a job or organization is to the person.  

Accordingly, high motivation stems from high levels of the above three elements together. If 

any one of these factors is low, motivation is likely to be low (G. Jones and J. George, 2008). 

Generally speaking, managers can provoke high level of motivation among their employees 

by taking steps to ensure expectancy in high, instrumentality is high, and valence is high.  

See Figure 2.6 below:  

 

 
Figure 2.6: The mechanism of Expectancy theory of motivation11

Thus the expectancy theory directs an individual's motivation to apply one's knowledge and 

skills as a thoughtful rational decision making process.    

                                                 
11 Source: Adapted from http://studiesfaction.com/management/18-employee_motivation-page7.htm, 

2009 
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Drawing upon expectancy theory, Lawler (1970) argued that money can in fact motivate 

employees if: 

- They value the amount that is offered. 

- They believe that their performance will lead to the attainment of a desired amount. 

- They believe that their effort will result in them performing effectively (Latham & 

Ernst, 2006). 

2.2.6 Equity Theory 

Equity theory focuses on people's perceptions of the fairness of their work outcomes 

compared with, or corresponding to, their work inputs. The theory in facts complements 

expectancy and need theories by shedding light how people perceive the relationship between 

the outcomes they receive from the organization and the inputs the contribute.      

Adams (1963) focused plainly on the influence of affect on individual’s behaviour. His 

observations at the General Electric Company, and his subsequent empirical research led to 

his formulation of the theory. In short, the theory ‘states that feelings of equity/inequity stem 

from a cognitive appraisal of one’s outcomes (e.g. pay, promotion) relative to one’s input 

(e.g. education, skills) relative to one’s comparison others (e.g. co-workers) (Latham and 

Budworth, 2006)’. 

 

See figure 2.7 below: 

 

Figure 2.7: Equity Balances of Rewards and Efforts12

                                                 
12 Source: Adapted from http://studiesfaction.com/management/18-employee_motivation-page6.htm, 
2009 

 

http://studiesfaction.com/management/18-employee_motivation-page6.htm


Chapter 2 Literature Review  18 

The theory is based on strong social norms about fairness. It postulates that employees are 

inclined to subjectively weight efforts given to do the job and rewards taken for doing this job 

and compare rates of the rewards with other people doing the same job. 

“An employee is the most satisfied in situations when the gives and takes are equal. If 
comparison shows imbalance and unfairness (i.e. an employee thinks his or her co-worker has 
been paid more or less for the same job), the worker is inevitably brought to psychological 
tension”13.  

Porter, Layman and Lawler, Edward, however, developed a complex model of motivation that 

integrated ideas of the Equity and Expectancy Theories. Porter and Lawler propose that there 

are five components that affect motivation. They are efforts, perception, performance, reward 

and satisfaction. When value of expected rewards is perceived, efforts are followed by 

performance. Performance is acknowledged by rewards (both intrinsic and extrinsic). If 

rewards equal desired ones, they lead to satisfaction. A satisfied employee is motivated to 

perform well in the future and increase his or her efforts. If rewards are regarded as unequal 

or unfair, they make an individual unsatisfied and as a result less motivated to perform well in 

the future and this leads to massively decreased efforts of an employee. 

The theorists argued that motivation is a recurring process and they presented a model 

reflecting interdependence of its basic components. See Figure 2.8 below: 

 

Figure 2.8: The Porter-Lawler Model14

                                                 
13 Available from http://studiesfaction.com, accessed January, 27, and February, 16, 2009    
14 Source: Adapted from http://studiesfaction.com/management/18-employee_motivation-
page8.htm, 2009 
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The Porter-Lawler Model offers a visual explanation of how a person is motivated. 

Employees perform well when they can reasonably expect that their performance will be 

fairly and desirably rewarded15. 

There are two main components in the model. They are factors that shape the effort that 

someone puts into the job, and factors affecting the effort-performance relationship. 

For the first component, Lawler and Porter model concentrates on:   

 Value of rewards/outcomes i.e. their attractiveness to the individual. Positive 

rewards are for Lawler-Porter model reflects the needs suggested by Maslow 

with each person typically having a stable profile of preferences over time. 

This notion is akin to "subjective utility". 

 A subjective probability that these rewards will result from effort i.e. the 

individual's perception of the probability of reward success if he/she puts in the 

effort. This combine the probability that rewards depend on performance and 

that performance depends on effort.  

For the second main component, they argue that “effort” is not identical with “performance”. 

The crucial issues are: 

•   grasping  all of ability (including personality traits) - human being 

differences such as : intelligence, skills, aptitudes etc…and  

• perception of role - activities and behaviours that the person feels he should 

be engaged in, to produce successful performance16.  

Finally, the model suggests that employees are motivated to perform effectively because of 

expectations as to perceived rewards arising from that performance. The desirability of these 

(valence), perception of expectancy, and force of expression are intrinsic to the person. Each 

one has their vision of what is challenging or interesting, important to self-esteem and regard 

for extrinsic rewards17. 

2.2.7 Goal Setting Theory 

The above theory concentrates on motivating employees to contribute their inputs to their 

jobs and organizations; in this respect it is parallel to expectancy theory and equity theory. 

DuBrin, A. (2005) in page 296, sates that ‘Goal setting theory is a basic process that is 

                                                 
15 Available from http://studiesfaction.com, accessed January, 27, 2009.  
16 Available from http://www.bola.biz/motivation/expectancy.html, accessed December, 28, 2008. 
17 Available from http://www.bola.biz/motivation/expectancy.html, accessed January, 21, 2009.  
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directly or indirectly part of all major theories of work motivation… The core finding of 

goal-setting theory is that individuals who are provided with specific hard goals perform 

better than those who are given easy, nonspecific, “do your best” goals or no goals’.  

Meanwhile, people must have sufficient ability, accept the goals, and receive feedback 

relevant to the task.  

Locke, Ed and Latham, Gary (1990), the leading researchers on goal-setting theory, propose 

that the goals that the employees strive to achieve are prime determinants of their motivation 

and subsequent performance. The theory suggests that to stimulate high motivation and 

performance, goals must be specific and hard. Specific goals are often quantitative whereas 

hard goals are difficult but not impossible to achieve. Thus, vague and easy goals are less 

motivational power. Both specific and difficult goals, according to Locke and Latham, have 

greater motivational impact in two ways: 

- They motivate employees to contribute more inputs to their jobs. 

- They help people focus their inputs in the right direction. 

Specific and hard goals also cause people to develop action plans for reaching them (G. 

Jones and J. George, 2008). When people achieve their goals, they not only feel satisfied, 

they generalize their positive affect to the task. Goals and feedback in relation to goal setting 

are the cornerstones for self-management (Latham & Ernst, 2006). 

In order to direct ourselves we set ourselves goals that are: 

• Clear (not vague) and understandable, so we know what to do and what not to do. 

• Challenging, so we will be stimulated and not be bored.  

• Achievable, so we are unlikely to fail.  

However, the theory states that employees should be involved in setting the goals. If other 

people set us goals without our involvement, then we are much less likely to be motivated and 

effective performer. People are motivated to work hard if they feel they have set or directed 

the goal themselves18. 

‘In integrating expectancy, goal setting, and equity theories, organizational decision makers 

have a compelling body of knowledge on ways to create a highly motivated workforce 

(Latham & Ernst, 2006)’. Managers, however, can adopt whatever applicable and suitable 

                                                 
18 Available from http://changingminds.org/explanations/theories/goals.htm, accessed February, 25, 
2009 
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theory for their workplace environment to improve employees' motivation force.  They, 

instead, can be selective in respect to the theories and tailor the best of them that leads to the 

highest degree of motivation. This definitely needs a capable, knowledgeable and smart 

manager to accomplish the task and perform successfully.    

2.3 Current Applicable Motivational Techniques 

Motivation, nonetheless, is about what makes people act or behave in a certain way. ‘As the 

employee has certain wants that he requires the organization to supply or fulfill, the company 

has certain types of behavior and expectations of that employee (Kaliprasad, 2006)’. 

A recent survey of 427 manufacturers in a band of states in the US revealed that “many 

executives understand the importance of motivating their employees, but they also realize that 

their efforts are not particularly effective. The results of these ineffective motivational efforts 

are poor productivity, high turnover, bad employee relations, and a propensity for labor unrest 

– rather like well-documented problems in the domestic automotive industry”. Most of the 

interviewees wanted better practices to motivate their employees (Imberman W, 2007). 

Saxby, D. (2007) identified some applicable factors that should be considered to encourage 

employees to do their best on their job. These factors and others can shape the work 

environment and the conditions under which employees work, having a remarkable influence 

in their motivation to perform. Such factors are briefly presented below. 

• Evaluate the physical work environment. Prepare proper tools and listen to 
complaints. 

• Display a clear vision of company objectives. Ensure that everyone understands the 
vision.  

• Continually review objectives. Be specific about each department’s objective.   
• Emphasize continuous training and coaching. Be aware that training is not a single 

time event. It is rather a regular event. 
• Share information. Educate the stuff on budgets, projects, and challenges. More 

information is better than less. 
• Make yourself available. Management staff should take a personal interest in 

employees. They should listen to their concerns and problems and support them to 
find solutions. 

• Provide constant feedback. No one likes to be ignored and by offering continual 
feedback, employees know where they stand. 

• Reward achievement. Failure in rewarding employees for achievement and higher 
performance is an avoidable mistake.  

• Empower employees to initiate projects. Permitting the staff to think and behave like 
an owner will definitely increase self-motivated employees. (Saxby, 2007)   
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Perhaps the single most important technique for motivating employees in a given organization 

is to treat them the same way you wish to be treated. The core of significant motivation is to 

cope with a changing range of different influences to create the overall desired effect. 

Employee motivation techniques and practices, on the other hand, can be divided into two 

categories; non-economic and economic. Non-economic techniques for motivating employees 

include service-award lunches, recognition aids (hats, T-shirts with company logos…etc), 

preferred parking areas, good attendance awards, and catalog gift items for employees 

achieving a specific milestone, etc. This type of technique is supposed to build team spirit and 

provide workers with a sense of management care about their performance. 

Economic motivators (Financial rewards) are those approaches like year-end bonuses, profit-

sharing plans, steps/grades granted on the salary scheme, etc. 

Effective economic motivators, nonetheless, are those which are transparent, easy-to-

understand, and short term. They supposedly match the horizon of employees whose 

behaviour they are designed to affect (Imberman W, 2007).      

Kaliprasd (2006), in his attempt to answer the question of What do employees generally want 

from work, he highlighted the importance of the climate in which these people operate He 

defined the term “Climate” as the collective states of mind of all people in any given 

organisation. ‘It can be referred to as the level of mental health of an organisation’.  

He emphasized the following issues to attain motivation among employees. 

Additionally, Stanley, T. (2008) stated that when employees are motivated, they can achieve: 

A. Personal goals. 

B. Maximizing productivity.  

C. Generalizing a positive perspective. 

D. Increasing the ability to navigate change. 

E. Increasing self-esteem 

F. Cultivating involvement in organizational goal setting. 

Stanley (2008), Sirota and Mischkind (2006), and Kliprased (2006) suggested a supervisor’s 

guide and useful practices in creating a motivated workplace. These practices are in brief: 

1. Recognize good work. 

2. Keep the work interesting. 

3. Allow input from employees. 

4. Supervisors must be organized. 

 



Chapter 2 Literature Review  23 

5. Develop good training programs. 

6. Treat each employee with respect. 

7. Always keep employees informed. 

8. Provide opportunities for advancement. 

9. Keep confidential employee information private. 

10. Supply employees with the latest technology, but do not overwhelm them.  
 

Kaliprased (2006) added an emphasis on a particular practice which is simply an issue of 

leadership. That is ‘always try and lead by example and demonstrate your own motivation 

through your own behaviour and attitude’. I believe that this factor is crucial in order to reach 

the maximum efforts of the employees. 

2.4 Conclusion 

This chapter conducted a literature review on motivation theories and employee satisfaction. 

Maslow’s Hierarchy of Needs is a content theory of motivation; Herzberg’s Two Factor 

Theory is another important content theory. The chapter also illustrated in brief other 

important theories in motivation and employee satisfaction. Such theories are: ERG Theory, 

Acquired Needs Theory, Expectancy Theory, Equity Theory, and Goal-Setting Theory. 

Maslow (1943), however, provided a theory which consisted of two parts: 

• Classification of human needs, and 

• Consideration of how the classes are related to each other. 

He argued that lower level needs had to be satisfied before the next higher level need would 

motivate employees.  

Yet, an important conclusion can be drawn from this theory. That is, employees attempt to 

satisfy different needs at work. To sustain a motivated workforce, leaders must determine 

what needs employees are trying to satisfy and then guarantee that they receive outcomes that 

satisfy their needs when they perform at a high level and contribute to organizational 

effectiveness (G. Jones and J. George, 2008). Although the theory identifies needs which are 

supposed to be crucial sources of motivation, research does not sustain ‘Maslow’s argument 

that there is a need hierarchy or his notion that the only one level of needs is motivational at a 

time (G. Jones and J. George, 2008, pp.527).’ Additionally, the theory was criticized of 

offering little data that support Maslow’s ideas and the theory outlines.  
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Herzberg (1968), on the other hand, recognized two factors: hygiene and motivator factors. 

According to Herzberg (1968) hygiene factors are based on the need for an organisation to 

avoid unpleasantness at work. If hygiene factors are considered to be inadequate by the 

employees, this may lead to dissatisfaction at work. 

The Two Factor Theory has been tested by many studies, but it failed to receive support. 

Generally speaking, the theory is useful because it contributed to our understanding of 

motivation in two ways:  

- It drew researchers’ attention on the important distinction between intrinsic and 

extrinsic motivation. 

- It prompted researchers to investigate how jobs could be designed or redesigned so 

that they are intrinsically motivating.  

Although the Two Factor Theory has rendered a valuable collaboration to science and to 

management, it has been noted that the theory does not allow for individual differences, such 

as a particular personality traits, which would affect individuals' unique responses to 

motivating or hygiene factors. Critics of Herzberg's theory argue that the two-factor result is 

observed because it is natural for people to take credit for satisfaction and to blame 

dissatisfaction on external factors. Furthermore, job satisfaction does not necessarily imply a 

high level of motivation or productivity.19   

In line with Maslow’s theory, Clayton Alderfer further expanded Maslow's hierarchy of needs 

by categorizing the hierarchy into his ERG theory (Existence, Relatedness and Growth). He 

also proposed a regression theory to go along with the ERG theory. As with Maslow’s theory, 

studies do not support some of the specific ideas outlined in ERG theory, such as the 

existence of the three-level need hierarchy. Nonetheless, the important message from ERG 

theory is the same as that from Maslow’s theory above (G. Jones and J. George, 2008). 

Expectancy theory, nonetheless, states that managers can motivate employees and promote 

high level of performance by ensuring that expectancy is high, instrumentally is high, and 

valence is high. As a result, if any of these factors is low, motivation is likely to be low. To 

motivate employees, managers need to determine which outcomes have high valence for them 

and emphasize the receipt of these outcomes when employees perform at a high level. It 

clearly shows that not only pay but also autonomy, a stimulating work environment, 

                                                 
19 Available from: http://en.wikipedia.org/wiki/Two-factor_theory, accessed June, 13, 2009  
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enthusiastic colleagues, and generous benefits are highly valent outcomes for employees. In 

order to improve the effort-performance tie, managers should engage in training to improve 

their capabilities and improve their belief that added effort will in fact lead to better 

performance. The theory is very useful and has been the subject of research for over thirty 

years. It has also been used to develop other theories and is still utilized today in numerous 

fields of study.  However, studies have tested how well different aspects of expectancy theory 

were related to work place criteria. The results were not consistent, despite the fact that the 

general conclusion was that the three components were positively related.20  

Goal-setting theory is based on the notion that individuals sometimes have a drive to reach a 

clearly defined end state. Often, this end state is a reward in itself. A goal's efficiency is 

affected by three features: proximity, difficulty and specificity.21 The theory suggests that 

leaders may encourage high motivation and performance by ensuring that employees are 

struggling to achieve specific complicated goals. However, recent studies suggest that 

difficult goals may decrease performance under certain conditions. Such complicated tasks in 

fact may damage performance as a result of striving to reach such goals which may direct a 

good deal of an employee’s attention away from learning about the task and figuring out how 

to achieve the goal. 
  
The chapter also discussed other important theories in motivation like Equity theory, 

proposed by John S. Adam. The theory states that employees strive for equity between 

themselves and other workers. It also portrays that the structure of equity in the workplace is 

based on the ratio of inputs to outcomes. The central point of the theory is determining 

whether the distribution of resources is fair to both relational partners. Equity is measured by 

comparing the ratios of contributions and benefits of each person within the relationship. 

In spite of the useful aspects of the theory, scholars have directed criticism toward both 

assumptions and practical application. They questioned the simplicity of the model, arguing 

that a number of demographic and psychological variables affect people's perceptions of 

fairness and interactions with others. They added that much of the research has been carried 

out in laboratory setting and therefore has questionable applicability.  

Finally, the theory can be useful as the managers can promote high levels of motivation and 

performance by ensuring people understand that there is equity in the organization and that 

outcomes are distributed in proportion to inputs.  
                                                 
20 DuBrin, A. (2005), pp. 296. 
21 Available from http://en.wikipedia.org/wiki/Motivation#Goal_theory, accessed July 24, 2009.  
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In his Acquired Need theory, David McClelland proposed that individual’s needs can be 

acquired over time and shaped by one’s life experience. He classified those needs into three 

categories; achievement, affiliation, or power. The theory also suggested that employees 

could be motivated externally and internally. The theory is considered as one of the need 

theories discussed above. Tthe theory is useful as each of the identified needs can be linked 

with a set of work preferences. It, on the other hand, allows for the shaping of an individual’s 

needs; training programs, for example, can be used to modify one’s need profile.  

2.5 Coaching Skills and Practices 

An increasing number of firms are using coaching as a form of learning and development, but 

few are formally measuring its effectiveness according to CIPD research (Philips L, People 

Management. March 2008). A key point of coaching is to achieve enthusiasm and high 

performance in a team setting. This reveals clearly to what extent coaching is at the heart of 

this study as a motivating factor in business environment.  

Perceptions of coaching vary widely depending on the area the individual is in and its 

particular application for him. ‘From personal coaching to executive coaching, there is a huge 

range of options not just around what coaching can address, but how it might be provided 

(Sweeney, T. 2007)’. 

Coaching, however, is defined “as a process of providing feedback and collaborative dialogue 
that focuses on the growth of an individual and usually centres on a particular competency or 
set of competencies (Magnus and Allen, 2002)”.  

Coaching, moreover, “is a collaborative professional relationship between a business person 
and a professional who is trained in cognitive and behavioural techniques in human 
development and has a good knowledge of business, in which the focus is on the professional 
development of the business person (Overton, C. 2005)”. 

DuBrin (2005) explains that coaching is a way of enabling people to act and exploit their 

strengths. ‘To coach is to care enough about people to invest time in building personal 

relationships with them.  

According to DuBrin (2005), Evered, R. and Selman, J. regard coaching as a model shift from 

conventional management, which focuses heavily on control, order, and compliance. 

Coaching, on the contrary, focuses on uncovering actions that allow people to contribute more 

fully and productively. Coaching, on the other hand, can be regarded as a partnership for 

achieving results. Coaching offers individuals the opportunity to review themselves, their 

performance and identify where enhancements can be made.    
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What is obvious is that coaching ‘has become a more accessible form of training. At one time 

it was reserved for senior managers and company directors, now it is available to all as a 

professional or personal development tool. Furthermore, coaching can provide added edge to 

an individual’s performance and be the difference between a career stepping up a gear or 

continuing in cruise control (Sweeney, 2007)’  

2.5.1 Major Characteristics of Coaching 

Evered and Selman identified a number of characteristics of coaching that add to its close 

relationships with leadership. Firstly, coaching is a comprehensive and distinctive way of 

being linked to others in the organisation. Secondly, coaching at work might generally be 

explained as the “art of management”. The person being coached is, due to this relationship, 

better motivated to accomplish goals for the organisation. Thirdly, coaching is a two-way 

process– ‘that is like leader/group member, or director/actor, it cannot exist without at least 

two participants. The interaction of the two personalities influences the coaching outcome 

(DuBrin 2005)’. The process suggests that being a great coach requires having a talented 

team.  Finally, coaching requires a high degree of interpersonal risk and trust on the part of 

both sides in the relationship.  

The leader-as-coach provides guidance to help others perform, grow, and develop. Coaching 

skills can be learnt, and coaching efficiency can be measured. 

Initially, there are three major steps to efficient coaching; ‘the planning stage in which 

managers must familiarise themselves with the issues and prepare a course of actions; the 

coaching stage in which leaders must take action; and the review and follow-up stage in 

which the manager must ensure that any corrective measures are effective and any rewards 

adequate (Silder)’. 

Coaching is a four-step process. According to Karen Elmhirst, an Executive Coach with 

Break through Consulting, the four steps are: information, insight, innovation, and impact. 

- Gather information. The coach and the coachee explore the current situation. They 

also discuss feedback, look at values and think about behaviour patterns that may 

block success.  

- Gain insight.  The information gathered by the coach includes perceptions of strengths 

and opportunities for development. 

- Innovate. Action planning synthesises the outcomes of the previous two steps into a 

clear and concise document that focuses on the remaining work. 
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- Measure impact. During the action plan development, the coachee with help from the 

coach and manager chooses some measures for success and milestones to mark the 

way there.  

  2.5.2 Coaching Skills and Techniques 

Managers have different aptitudes for coaching. One way to acquire coaching skills is to learn 

basic principles and suggestions and practice them. Another way is to participate in a training 

program for coaching. DuBrin (2005) examined a number of suggestions for coaching which, 

if implemented, should improve the chances that coaching lead to higher performance. 

1. Communicate clear expectations to group members. For employee to perform 

better and grow, it is necessary to have a clear view of what is expected from 

them. 

2. Build relationships. Effective coach builds good personal relationships with 

employees and works on improving their interpersonal skills. 

3. Provide regular feedback on areas that require specific improvement. A coach 

should identify what behaviour, attitude, or skills require improvement.  

4. Listen actively. An active listener tries to grasp both facts and feelings. It is 

also essential to encourage the coachee to talk about his performance. 

5. Help remove obstacles and help employees to develop self-improvement. 

6. Determine if an employee has a “skill” or a “will” problem. Skill problems 

require much patience and training; will problems require motivation.   

7. Offer emotional support. An effective way of giving emotional support to 

those, whose performance is not at their best, is to use positive rather than 

negative motivators.  

8. Reflect content or meaning. An efficient way of that is to rephrase and sum up 

concisely what the group member is saying.  

9. Give some gentle advice and guidance. Part of that is to use the word ‘could’ 

instead of ‘should.  

10. Allow for modeling of desired performance and behaviour. An effective 

approach is to show the employee by example what composes the desired 

behaviour.  

11. Gain commitment to change and maintain the big picture. Unless the leader 

receives a commitment from the team member to carry through with the 
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solution to a problem, the team member may not attain higher performance. 

The best coach can see each situation as only one element of an individual’s 

overall performance.  

12. Observe performance on the job and with clients (mentoring) and offer 

chances to the employees and expose them to strong leaders. 

13. Applaud good results and recognize and reward excellent performance.22 

         
Finally, Christian C. Overton (2005) pointed out that coaching is rapidly becoming a standard 

personnel development technique in today’s organizations. He added that research has 

sustained its efficacy and many executives report a significant return on investment (ROI) in 

both the bottom line and intangible benefits for both themselves and their companies. 

However, he warned that organizations should take care to hire qualified, professional 

coaches when they chose to hire coaches externally. On the other hand, internal coaches can 

also accomplish effective coaching. Organizations, he highlighted, should ask several 

questions before trying to use someone internally for a formal coaching relationship. These 

questions focus on the legibility and capabilities of the coach to do good job and meet the 

objectives of the organisation. He emphasized the importance of trust in a coaching 

relationship. Internal coaches may have to divulge details of coaching if required to do so by 

management. This can greatly weaken trust and as a result, undermine the effectiveness of the 

coaching process.  

Armed with this knowledge, managers can attain higher performance and increasing retention 

rate by applying positive motivation and coaching policies and, accordingly, meet corporate 

objectives in an effective and efficient manner.  

                                                 
22 Sources: Dubrin, A. 2005, Magnus & Allen 2002, Grant, A. 2007, Sweeney, T. 2007, Overton, C. 2005.   
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This study aims to explore and examine the domain of Motivational and Coaching skills 

within telecom business sector. This study is intended to develop and validate survey that 

assesses leaders’ as well as employees’ attitudes toward implemented motivational and 

coaching skills in two major telecom companies in the Kingdom of Bahrain.  

The survey instrument was developed based on personal observations and research literature 

indicating that motivational and coaching skills are important considerations in telecom 

business sector effectively for superior performance.   

My fundamental aim is to look at the system of motivational and coaching skills and 

techniques exploited in the two companies. This chapter will summarise the survey and 

discuss methodology of the current study. The following are the major research questions that 

guided the investigation which the study will try to answer via empirical analysis: 

1. What motivational and coaching techniques/approaches do Batelco and Zain use today 

in order to enhance performance of customer service representative? 

2. From employees’ perception, to what extent are leaders motivating their employees in 

these two companies?  

3. How different or similar are the two companies' motivational and coaching styles and 

techniques?   

4. How effective and efficient are the two companies' motivational and coaching styles, 

policies and techniques?   

5. To what extent are their motivational techniques matching the organisation’s objectives 

and employees' needs? 

6. How do managers understand the concept of a coach or a motivational leader in both 

companies?  

7. How can implemented techniques/approaches be improved to meet the employees' 

needs and organisations' corporate objectives?  

8. To what extent do findings in these two companies correspond to the theory in the field? 

  
The research questions the following hypothesis that excellent motivational practices and 

techniques are prerequisite for having satisfied and motivated employees and accordingly 

superior performance. Also excellent motivational and coaching practices require good and 

efficient motivational and coaching policies and culture, and well-trained and highly-skilled 

leaders who acquired such skills in order to implement them as well as practices in these 

domain successfully and, therefore, meet the demands of higher performance in organisations.  
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These hypotheses are tested within telecommunication services sector based in the Kingdom 

of Bahrain. The two organisations emphasis motivation and coaching as tools of human 

resources management and development and the result of the research will be fed-back to the 

human resources departments in the companies. The result of the research could shape how 

future human resources management development and training will be configured within the 

work places being researched.  

Refer to page 2, section 2.1 for the hypothesis of this research. 

This chapter describes the process followed to test the above hypothesis within this research. 

The research design, population, sampling and instruments used will be discussed. A 

description of the data analysis used in the research will also be discussed.  

 3.2 Data Sources and Collection 

Batelco, the well-structured with the major telecommunication market share and historical 

heritage, and Zain, the infant and growing company in this market, will be the primary data 

sources. There are a few other companies operating in the same sector, particularly in mobile, 

the internet and other telecom facilities. However, they have been discarded from the study 

due to their limited market, fresh entering to the market, and consequently  a tiny volume of 

customers and insignificant share in this market sector comparing to the two giant companies, 

they are almost absent from the battlefield of competition. 

I have contacted the responsible people (Public Relation Departments) in the two companies 

and requested their cooperation in distributing the designated questionnaires (see appendences 

1 and 2) among their staff, both leaders and employees.  

As the research methodologies will include a combination of theoretical analysis and empirical 

analysis, the thesis will turn the heat towards the practical side in which questionnaires have been 

distributed to the staff in the two companies.  
 

A minimum of 100 respondents of both employees and leaders have been solicited and almost 

95% of the survey forms has been received from each company. Sample size is critical because it 

provides a basis for estimation of sampling error. A sample size of at least 100 was also 

recommended to conduct a confirmatory factor analysis because a sample less than 100 may not 

provide enough statistical power to reject the null hypotheses. A small sample may lead to 

acceptance of a model which is not necessarily a valid fit, simply because there was not enough 
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statistical power to reject the model. On the other hand, if the sample is too large, the model may 

be rejected due to sensitivity in detecting small differences. 

Thus a number of 100 questionnaires; 50 in each company, has been sent to the two departments 

via emails. The questionnaires were divided equally in the two departments in the two companies 

among the staff and some team leaders or managers; 40 employees plus 10 for leaders. All the 

questionnaires have been documented and shown along with the answers in the appendices. The 

survey has been undertaken by the researcher himself who visited the main offices of the two 

companies and met the responsible people in the Public Relation departments. 

The participants have been contacted in their work place via emails, where the individual subject 

has received the email with the questionnaire from the public relation specialist in each company. 

The subjects received the questionnaires, filled them out and sent them back to a given e-mail at 

the bottom of the questionnaires. 

3.3 Ethical Considerations  

A policy of anonymity of the employees and leaders had to be adhered to, as various confidential 

data was accessed by the researcher. Moreover, a statement of that policy was highlighted in the 

emails sent to the respondents that confirmed the prohibition of including any identity details or 

personal references of the subjects in the questionnaire forms.  This is to avoid any biased 

response or unauthentic data provided by the employees or leaders.  

Also requests for names and employee’s identification number or position had been prohibited at 

any part of the data collection so the participants would have been certain that he/she cannot be 

traced by employers. This should have offered them enough room to express their ideas and 

point out their responses freely and safely.  

Individual surveys have not been seen by anyone other than the respondents once they were 

completed and sent by them to the provided email.  
 

The process of collecting data took more than two months of time, which was not expected by 

the researcher, due to delay in responding or reluctance in a department or another to distribute 

the questionnaires among their staff for specific managerial reasons.  

 

3.4 Employees’ and Leaders’ Questionnaires  

Below are the two questionnaires that had been designed and used to conduct the survey. To 

facilitate processing the questionnaires, leaders’ questionnaire was sent to leaders such as team 
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leaders, managers, supervisors …etc, and the other was sent to employees within the field of 

customer care, clerical positions and front disk staff. 

As witnessed in the two questionnaires, the questions in each are different from the other in 

order to be measurable and suitable to each subject’s duty and requirements at work. Leaders are 

expected to be familiar with motivational zappers and coaching skills. Whereas employees are 

expected to be motivated/not motivated, the implemented techniques meet their needs and up to 

their expectations, and if they are satisfied with these practices. This should also be reflected in 

their performance and accomplishments. 

The questionnaires comprise a 5 point scale and raters were instructed during the administration 

of the questionnaires by the researcher, to mark the most suitable answer.  

In the first variable of the questionnaire, the data obtained from it will be categorical. When 

the choice of categories is only 2, the type of categorical data is sometimes referred to as 0 – 1 

data, for example Employee’s company will be either Zain = 1 or Batelco = 0. 

Likert scales are a type of ordinal data usually obtained from questions asking an opinion. 

They usually have an odd number of categories such that the middle category is neutral. For 

example: 

 1 -             Strongly Agree (SA)  

 2 -             Agree (A) 

 3 -             Neutral (N) 

 4 -             Disagree (D) 

 5 -             Strongly Disagree (SD) 

Ordinal data need to be coded to reflect the order in the data. Similarly, Likert scales with 

statements should be coded such that 1 responds to strongly agree and 5 respond to strongly 

disagree statements, where 3 to neutral.  

The two questionnaires, however, consist of different statements as they were designed from 

different perspectives; being a leader or being an employee.   

The Employee questionnaire comprises 30 questions, grouped into seven fundamental themes of 

motivation and its impact on performance. The themes stem from the major principles of 

motivation and satisfaction at work place that emphasise the different motivational theories 

presented in chapter 2. The themes were also adopted after a minor modification from Two-

Factor theory plus Expectancy theory. The seven themes of both questionnaires are as follow: 

- Organisation and Image    
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- Immediate and Higher Management  

- Colleagues and Environment 

- Information and Communication   

- Personal Development and Coaching 

- Satisfaction and Incentive.  

- Performance. 

The Leader questionnaire, on the other hand, consists of 20 questions. Those questions cast light 

on three focal points or themes in leadership. The fundamental three themes in leaders’ 

questionnaire highlight the existing motivational skills or practices, coaching skills or practices, 

and performance of leaders accordingly. The major consideration in the questions lie upon 

Coaching Practices theme which receives 45% out of 20 questions followed by Motivational 

Practices theme with 35%, and finally Performance notion which receives 20% out of 20 

questions in the questionnaire.  

The three major themes above stem from the literature of Coaching and Motivation theories we 

have already studied in Chapter 2. 
  

Finally, for an unfilled sample of the employee questionnaire which had been distributed among 

the employees in the two companies, refer to Appendix 1.  

For an unfilled sample of the leader questionnaire which had been distributed among the leaders 

in the two companies, refer to Appendix 2. 

3.5 Analytic Approach  

Thorough analysis of the data will be carried out and a comparison between the two companies 

will be taken into account. The data will be analysed quantitatively to examine the authenticity of 

research hypotheses. Also the quantitative analysis will verify the comparison and interpret the 

trends in both companies in terms of coaching and motivational skills.  

The data will be analysed, moreover, qualitatively to interpret the tables, figures, and graphs 

collected in the first analysis and to investigate deeply the approaches adapted by both 

managements. The findings of the survey will be written up in the last section and emphasized in 

the conclusion. It should provide evidences for accepting or refuting the initial hypotheses of the 

research. 
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SPSS 16 statistical software will be used for analyses. This includes finding the mean, 

median, mode, standard deviation…etc and a parameter will be defined clearly to measure the 

responses quantitatively and use the previous items to validate the findings. Upon these 

results and generalisations the conclusion should be designed and accordingly the research 

hypotheses will be tested to be proved or rejected (Leedy, P. & Ormrod, J. 2001).  

All the tables and graphs will be brought in directly from the SPSS 16 software after 

statistical treatment of data and being found relevant and valid that shows clear correlation.  

However, there is no method to dealing with missing data that is free of disadvantages. 

Anytime missing data is ascribed there is a risk of biasing the results (e.g. distribution, 

correlation). When only completed data is used, there is a risk of reducing the sample size to 

an inappropriate number. Moreover, the results may no longer be generalizable to the 

intended population if the missing data is systematized rather than randomized (Leedy, P. and 

Ormrod, J. 2001).  

The approach will be decided as to how handle the missing data in the analysis chapter. 

Additionally, the missing data will be reviewed for systematic avoidance of response.  
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4.1 Introduction 

This chapter examines and analyses the data which has been collected by using two 

questionnaires; [1] Employee Questionnaire and [2] Leader Questionnaire that the researcher 

created and administrated to 80 employees and 25 leaders in the two companies to obtain the 

data. The questions of the questionnaires focused on the concepts of motivation and coaching 

skills or practices implemented at work place in the targeted companies. 

Some of the questions from Questionnaire [1] were combined in order to decrease the number 

of questions in the sheets and to form one complete data source set. The criterion of this 

process was similarity and closeness of the topics in the two questions. Some of the questions 

were found common and identical. This was also applied in the analysis stage where some 

approximately similar data was combined and formed one single set of data. The same 

mechanism was adopted for Leaders’ Questionnaire, Questionnaire [2], in which the data 

from the two companies was combined to form one data set.  

The questionnaire response rate, that is the percentage of completed and returned 

questionnaires, gives an indication of how representative the findings from the study are 

likely to be. Studies with a poor response rate (<60%) are likely to be biased.  

In the next section, the analysis starts with Questionnaire [1] followed by Questionnaire [2]. 

The hypotheses of the research as mentioned in the introduction are the following: 

1. The motivational and coaching techniques implemented by the two companies in 

order to enhance performance of customer service representatives are extremely 

distinctive. 

2. From employees’ perception, leaders are motivating to a specific extant in one 

company and demotivating in another.  

3. The motivational techniques in both companies are matching the organisation’s 

objectives and employees' needs. 

4. Managers are found to understand the concepts of a coach or a motivational 

leader in one company rather than the other.  

5. The findings in the empirical part correspond to the theory in the field. 

The researcher is either to accept some or all of them or refute them according to the findings in 

the following analysis. Each hypothesis is investigated and verified either solely or in combination 

of other hypothesis in different sections of analyses.  

 



Chapter 4 Analysis 39 

4.2 Analysis of Employees’ Questionnaire [1] 

The questionnaire response rate of employees’ questionnaire [1] is 90%. The targeted 

population was 80 questionnaires; 40 in each company. However, the completed and returned 

samples from both companies were 72 indicating that 90% of the total number of samples was 

processed. This percentage is in fact is excellent and promising. It confirms that the response 

rate is undoubtedly reliable and can scaffold the validity and significance of the results.   

Table 4.1 below displays the number of respondents received from the two companies along 

with their percentages to the total number of cases. It shows the distribution of samples in the 

two companies. For further details and an overall review of the exact responses of the two 

groups of the employees, refer to Appendix 3 which indicates the missing responses and the 

valid responses from the choices (SA, A, N, D, SD) for each statement. 

 

Employee's company 

  
Company Frequency Percent Valid Percent

Cumulative 

Percent 

Zain 35 48.6 48.6 48.6

Batelco 37 51.4 51.4 100.0

Valid  (N) 

Total 72 100.0 100.0  

Table 4.1: Distribution of samples in the two companies 
 

The table displays the frequency distribution of the variable, employee’s company. It also 

shows the number of valid cases (N) which were processed and answered by employees, and 

the number of cases having missing values for each of the variables.  

Since we have no missing values, the number of valid cases is 72 employees in both 

companies; Batelco and Zain.  

The first column lists the names of the two companies of this variable (1: Zain, 2: Batelco). 

The Frequency column displays the frequency of each score which shows that out of 72 

respondents, 35 were from Zain and 37 were from Batelco. The frequencies are also 

converted into percentages in the Percent column (48.6 Zain, 51.4 Batelco). The total 

percentage of the total number is 100%. These frequencies and percentages are shown clearly 

in the following chart. 

See Figure 4.1 below; a pie chart generated for work place variable:     
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Figure 4.1:  Frequency distribution of the variable Employee’s company  
 
This visual depiction of the results shows that the number of respondents in both companies is 

approximately equal. As the two halves of the pie of the chart are relatively equal in size with 

trivial increase of Batelco's part, we can conclude that the findings upon these responses 

should be consistent in the case of Batelco and the case of Zain because the limited difference 

in respondents cannot affect the results or decrease their significance.   

By using descriptive statistics to analyse the data, frequency procedure is most effective and 

efficient number cruncher for summarizing data and showing the initial discrepancies among 

them if there is any. Also other ways of analysis that can be generated using the frequencies 

procedure such as the mean, the mode, the median and the standard deviation, will be 

considered, special concentration will go for frequencies in order to summarize such huge 

amount of data.   

Table 4.2 below, displays the above measurements; i.e. the mean, the median…etc. of the 30 

variables respectively.  

The table also displays the valid and missing values for each statement.  The table shows the 

30 statements (variables) that were included in the questionnaire and responded to by the 

employees. The variables measure different aspects, notions, practices and concepts of 

motivation and coaching skills which were expected to be adopted by leaders in both 

companies. 
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Statistics 

 N 

Variables Valid Missing Mean Median Mode Std. Deviation 

summing up major values 70 2 2.4571 2.0000 2.00 1.01704

expectation of team 72 0 2.3750 2.0000 2.00 1.19196

measuring success 67 5 2.6418 2.0000 2.00 1.25168

future in company 71 1 2.6901 2.0000 2.00 1.26029

clear appraisal system 72 0 3.1806 3.0000 3.00 1.27076

feeling valued 72 0 2.6806 2.0000 2.00 1.11110

internal and external image 72 0 3.1250 3.0000 4.00 1.12510

unique selling point 72 0 2.6250 3.0000 2.00 1.02693

encouragement from team 71 1 2.4648 2.0000 2.00 1.03966

unfairly competition 72 0 2.2639 2.0000 2.00 1.07459

sharing information 71 1 2.9014 3.0000 2.00 1.25533

happy in department 72 0 2.3611 2.0000 2.00 1.22538

threatening by team 72 0 1.9722 2.0000 2.00 .96374

tolerating poor performance 71 1 2.6761 3.0000 2.00a 1.07935

spending time doing work 72 0 2.3750 2.0000 2.00 1.23833

unnecessary meetings 71 1 2.8028 3.0000 2.00 1.20261

meeting outcomes 72 0 2.8194 3.0000 2.00 1.06581

finishing work at time 72 0 2.1111 2.0000 2.00 1.13281

technological breakdowns 71 1 2.4366 2.0000 2.00 1.05197

referring up system 72 0 2.2361 2.0000 2.00 1.09407

suitable environment 72 0 2.4583 2.0000 2.00 1.22115

turning phone off  72 0 2.4722 2.0000 2.00 1.28887

unnecessary rules 69 3 2.9130 3.0000 2.00 1.12117

completing work and leaving 72 0 3.0972 3.0000 5.00 1.53053

fairly treatment 72 0 3.3194 3.5000 4.00 1.31969

acknowledge of success 71 1 2.5915 2.0000 2.00 1.22565

no factions in company 72 0 2.7917 3.0000 3.00 1.08689

expressing opinions openly 72 0 3.0417 3.0000 3.00 1.27199

obligation to employers  72 0 2.2917 2.0000 2.00 .79501

listening to feelings & opinions 72 0 2.7778 3.0000 2.00 1.15334

a. Multiple modes exist. The smallest value is shown 
Table 4.2: Frequency and major statistic measurements of the variables  
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The descriptive statistics are displayed above in table 4.2. It shows the mean, the median, and 

the mode of each variable. Those statistic items represent the frequencies and the required 

measurements of the majority of the 30 variables (except the shaded variables in colours). As 

observed, the majority of the variables fall within the range of 1.9 and 3.00 in the 4th column 

(mean). The other three indicators (mean, median, and mode) of central value are in close 

agreement, indicating that the middle of the distribution happens to be the midpoint of our 5-

points scale of the variables. Thus, the typical employee was about average on motivational 

skills scale (about 1 or less point from the mean).  

This assessment of the variables scores provides some initial evidence that the implemented 

motivational skills were efficient to some extent and employees’ satisfaction is on average. 

Ultimately, it can be said that the typical employee in the two companies has a score one (or 

less) point above the midpoint of the scale. The standard deviation of the variables indicates 

that there was no much change in the variability of scores. All in all there was an agreement 

trend with the statements above. Broadly speaking, most of the statistics of the statements fall 

in the range of 2.00 on the mode scale and between 2.00 and 3.00 in the mean and median 

scales, which reflect sufficient agreement of those motivational practices or at most neutrality 

attitude to them which means trivial affect on motivation.  

On the other hand, the remaining statements numbered 5, 7, 24, 27, and 28 (shaded statements 

in table 4.2) showed higher records on the scale in all statistic measurements, i.e. mode, 

median, mean…etc. They range between 3.00, 4.00, and 5.00 in the table, specifically on the 

mode scale with a record of 4.00 which reflects Disagree on the questionnaire scale. This 

indicates that dissatisfaction of the practices related to these notions of motivation. Such 

displeasure among employees in both companies is significant. It shows that unfairness is 

practised at work place in both companies widely. This is also emphasised from obtaining 

some employees’ comments in their replied emails. Such discrimination is basically based on 

sect or sex as they clarified.  

The above discussed statements are the following:  

- The company’s internal image is consistent with its external one. 

- The feeling of being treated fairly that there was no favouritism. 

The disagreement intensified (5.00 on the mode scale that reflects Strongly Disagree on the 

questionnaire scale) in statement number 24 which is: 

- Leaving the office when work is completed and no compulsion is applied to stay just 

because others are still there.  
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This portrays the displeasure of employees in the companies with the policies and, hence, 

reveals incompliance and poor commitment spreading among the employees, perhaps due to 

frustration stems from unfairness as well as carelessness to company’s favour.    

Also there is a declining trend in the above statements due to employees’ dissatisfaction with 

the motivational practices. On the other hand, we found that there were 2 statements received 

neutral responses (3.00 on the mode scale which reflects Neutral on the questionnaire scale).  

The rest of the items from Questionnaire [1] do not show any obvious distinguished patterns 

for dissatisfaction with the procedures and practices applied at workplace. Each of these 

remaining items had approximately equal percentages of employees agreeing with the 

statements. The percentage difference between the ‘agree’ and ‘disagree’ across the scores 

cohorts was not large (varying by less than 20%) and, therefore, showed no distinct pattern. 

For example, the second variable Expectation of Team shows the following measures of the 

mean, the median, the mode and the standard deviation respectively; 2.37, 2.00, 200, 1.19.  

The remaining variables scored relatively same measures with slide differences in the 

percentages of frequencies. Assessing the variable Expectation of Team frequency and 

percentage basis shows that 32 respondents checked ‘agree’ with 44.4%, followed by 16 

‘strongly agree’ with 22.2%, 12 ‘neutral’ with 16.7%, 5 ‘disagree’ with 6.9%, and 7 ‘strongly 

agree’ with 9.7% out of the total number of respondents.      

Accordingly, we need to obtain a larger vision of the prominent items on table 4.2 for the sake 

of analysis. Thus examination of the frequency table of the above distinct six items is useful 

to understand the trends clearly. Table 4.3 below shows the frequency and the percentage of 

The Company’s internal image is consistent with its external one variable. 

internal and external image 

  
Frequency Percent Valid Percent 

Cumulative 

Percent 

SA 5 6.9 6.9 6.9

A 18 25.0 25.0 31.9

N 20 27.8 27.8 59.7

D 21 29.2 29.2 88.9

SD 8 11.1 11.1 100.0

Valid 

Total 72 100.0 100.0  

Table 4.3: The variable Internal and external image of the company 
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Examination of frequency table of Internal and external image (table 4.3) confirms that the 

highest frequency of scores 4 ‘disagree’ (21 employees, or 29.2%), and the Cumulative 

Percent column of 2 ‘Agree’ shows that 31.9% scored 2 or lower while 4,5 (Disagree, 

Strongly Disagree) received about 43%. Adding 3 (the neutral) to the previous percentage, we 

get a score at the extreme high end of the scale. Examining the frequencies/percentages, we 

see that the score at either the extreme high (when adding 3, the neutral) or higher than the 

mid point with about 12% compared to the ‘Strongly Agree+ Agree’. This is an indication of 

the disappointment of the employees with the notion “company’s external and internal image” 

or more precisely, the employees are perhaps totally unaware of the importance of the 

consistency of the internal with the external image. This, of course, is a result of the 

negligence of the leaders or the management to the task of enlightening the employees. They 

are responsible of making them aware of this issue.  

Figure 4.2 shows this trend of disagreement from the employees in the two companies and the 

distribution of their choices on the questionnaire. 

 
Figure 4.2: Distribution of employees’ responses on internal and external image variable. 
 
The above histogram visually illustrates this shift towards the higher score on the scale. The 

bars depicting frequencies of scores 4 [disagree] are taller in the scored figure than in the first 

two, reflecting the increased number of employees in the two organisations with high scores 

on this variable.  
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The same approach is executed to the variable Fairly Treatment, statement number 25 on the 

questionnaire. Table 4.4 below shows the frequency and the percentage of I feel we are all 

treated fairly. I do not see or experience favouritism variable. 
                                             

Fairly Treatment 
 

  
Frequency Percent Valid Percent 

Cumulative 

Percent 

SA 7 9.7 9.7 9.7

A 16 22.2 22.2 31.9

N 13 18.1 18.1 50.0

D 19 26.4 26.4 76.4

SD 17 23.6 23.6 100.0

Valid 

Total 72 100.0 100.0  

Table 4.4: The variable Fairly Treatment among employees in the two companies 

Examination of frequency table of Fairly Treatment (table 4.4) confirms that the highest 

frequency of scores 4 ‘disagree’ (19 employees, or 26.4%), and the Cumulative Percent 

column of 2 ‘Agree’ shows that 31.9% scored 2 or lower while 4,5 (Disagree, Strongly 

Disagree) received about 50 %. Adding the 3 (neutral) to the previous percentage, we get a 

score at the extreme high end of the scale. Examining the frequencies/percentages, we see that 

the score at either the extreme high (when adding 3, the neutral) or higher than the mid point 

with about 30% compared to the ‘Strongly Agree+ Agree’. This emphasises the conclusion 

that we have drawn in the frequency discussion of the dissatisfaction of the employees with 

the company’s treatment. It explained that both companies are experiencing favouritism or 

unfair treatment. This phenomenon is according to the results, the norm in the two companies. 

Employees explained that the resulted discrimination occurring at work place is based either 

on sex, sect, origin…etc.  

This, of course, is a result of the unprofessional practices that the leaders or the management 

adopt at work places which make the employees extremely irritated and dissatisfied of the 

unfair treatment they are receiving.  

The direct impact, in such ill work environment, however, is placed on performance, i.e. the 

employee’s performance will generally decrease due to the feelings of being unfair treated. 

Due to decreasing level of performance, productivity as well is under serious threat of 

declining. This result can be confirmed if we are allowed to study employees’ annual 
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appraisals and compare their performance and productivity with new ones taken in a test time 

of applying new motivational norms.  

Leaders are responsible of making them aware of this issue develop their attitudes and 

treatment strategies towards employees on the basis of performance and competence rather 

than other attributes. The correlation between unfairly treatment and performance will be 

shown in details later.   

Figure 4.3 presents this trend of disagreement and the distribution of the responses. 

 
Figure 4.3: Frequencies of the variable Fairly Treatment within the organisations 

Examination of the above graph reveals that the distribution has shifted to the higher end of 

the scale on the variable scores. The bars frequencies of scores 4 or higher are much taller, 

reflecting an increased number of employees with high scores on [disagree and strongly 

disagree] with a percentage of more than 50% of the total employees.  

The percentage is significant enough to generate the feeling of dissatisfaction of employees to 

leaders and management treatment.    

Another significant scores in which 5 [strongly disagree] is the trend, has been statement 24. 

This variable states that the employee leaves the office when work is complete. He does not 

feel compelled to stay just because others are still there. Table 4.5 below shows the frequency 

 



Chapter 4 Analysis 47 

and the percentage of this statement. Large number of employees strongly disagrees with the 

notion of leaving the office after completing work and the compulsion of staying just because 

others are still at work. 

               Completing work and leaving 
 

  
Frequency Percent Valid Percent 

Cumulative 

Percent 

SA 14 19.4 19.4 19.4

A 16 22.2 22.2 41.7

N 13 18.1 18.1 59.7

D 7 9.7 9.7 69.4

SD 22 30.6 30.6 100.0

Valid 

Total 72 100.0 100.0  

Table 4.5: Frequencies of the variable completing work and leaving  

 
Examination of frequency table of Completing work and leaving regardless of others still 

being there (table 4.5) confirms that the highest frequency of scores 5 ‘strongly disagree’ (22 

employees, or 30.6%), and the Cumulative Percent column of 2 ‘Agree’ shows that 41.7% 

scored 2 or lower while 4,5 (Disagree, Strongly Disagree) received about 41%. Adding the 3 

(neutral) to the previous percentage, we get a score at the high end of the scale 60%. 

Examining the frequencies/percentages shows that the score at either the extreme high (when 

adding 3, the neutral) or higher than the mid point with about 10% compared to the ‘Strongly 

Agree+ Agree’ with about 20% than the mid point (N).  

This trend can be interpreted by stating that the employees are not satisfied with this 

procedure of forcing them to stay at offices after completing work. In other words, it shows 

that the leaders and management in the two companies concern only about quantity rather 

than quality. They are just interested in keeping the employees at work aimlessly just for the 

sake of completing the time duty imposed on them.  

Measuring performance with quantity and time initially is definitely inadequate. Employees, 

instead of working harder and raising their performance level, will focus only on consuming 

time to meet the quantity target of management. This will definitely affect productivity 

negatively and the result will be long staying hours at offices and less productivity due to 

lacking motivation and declining performance level.   
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The interesting side here is the total number of employees who chose options 1 and 2 to 

compile a percentage of 41% who thought that they could leave the office and they were not 

obliged to stay just because of others.  It seems that they were happy with these procedures 

and believe that the management did not ask them to stay when work was complete or 

perhaps they wish they could do that.  Anther optional interpretation is that the employees did 

not understand the statement correctly and then they chose the above options.  

All in all, the results here are really confusing for comparison. Perhaps we can conclude this 

by stating that half of the employees are satisfied with this procedure while the other half are 

dissatisfied. Figure 4.2 shows this trend of strong disagreement from the employees in the two 

companies and the distribution of their choices on the questionnaire. 

 
Figure 4.4: Frequencies of the variable completing work and leaving 

 
Figure 4.4 above reveals that the distribution has shifted to the higher end of the scale on the 

variable scores. The bars frequencies of scores 5 is much taller than any other bar, reflecting 

an increased number of employees with high scores on [strongly disagree] with a percentage 

of more than 30.6% of the total employees in comparison to others. With adding 4.00 

[disagree], the percentage raises to 41% which is noteworthy.  

Accordingly the system of attendance and leave should be reconsidered and made focused on 

quality of work rather than quantity and time measure. 
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4.3 Further analysis  

The hypothesis of this research endeavours to establish whether or not a relationship exists 

between existing motivational and coaching techniques and skills being practised at work 

place in the two companies, and the level of employee satisfaction/motivation within a 

telecom organisation in the Kingdom of Bahrain., and subsequently higher performance 

within telecom organisation and higher productivity. 

As the statements of the questionnaires have been grouped into 7 themes in chapter 3, analysis 

and discussion will be carried out on these themes to reach fresh and authentic findings.  

The seven themes gathered from the questions of both questionnaires are as follow: 

- Organisation and Image    

- Immediate and Higher Management  

- Colleagues and Environment 

- Information and Communication   

- Personal Development and Coaching 

- Satisfaction and Incentive.  

- Performance.  

The above themes have been tested and verified via SPSS software in order to obtain 

authentic and reliable results. They have been shifted into independent variables for the sake 

of analysis. These new composed variables will be analysed and discussed below to find out 

their impact on performance and subsequently productivity if any impact on the later notion 

even exists.   

In this regards, the light will be shed on two major themes as well as the dependent variable, 

performance, as they are very interrelated and they represent the core of this study. Those two 

themes are Satisfaction and Incentive, and Performance to reveal the actual level and 

correlation between these variables in the two companies and whether they need development 

or they are satisfactory.  

The other variables have been found relatively similar in results and findings with only slide 

discrepancies in statistic measurements such as; mode, mean and median in respect to 

responses which give the impression that the implemented practices are to some extent similar 

and consentient. Therefore, I shifted the attention to the most prominent and central variables 

in the above themes and comparing them in the two companies. 
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Satisfaction 

Table 4.6 shows number and percentage of responses in both companies to this central theme: 

Theme Options  Employee's company 

  Percentage Zain Batelco Total 

Count 2 2 4 

% within Satisfaction 50.0% 50.0% 100.0% 

% within Employee's company 5.7% 5.4% 5.6% 

Missing  

Value 

% of Total 2.8% 2.8% 5.6% 

Count 5 1 6 

% within Satisfaction 83.3% 16.7% 100.0% 

% within Employee's company 14.3% 2.7% 8.3% 

1 

SA 

% of Total 6.9% 1.4% 8.3% 

Count 3 9 12 

% within Satisfaction 25.0% 75.0% 100.0% 

% within Employee's company 8.6% 24.3% 16.7% 

2 

A 

% of Total 4.2% 12.5% 16.7% 

Count 11 5 16 

% within Satisfaction 68.8% 31.2% 100.0% 

% within Employee's company 31.4% 13.5% 22.2% 

3 

N 

% of Total 15.3% 6.9% 22.2% 

Count 8 11 19 

% within Satisfaction 42.1% 57.9% 100.0% 

% within Employee's company 22.9% 29.7% 26.4% 

4 

D 

% of Total 11.1% 15.3% 26.4% 

Count 6 9 15 

% within Satisfaction 40.0% 60.0% 100.0% 

% within Employee's company 17.1% 24.3% 20.8% 

5 

SD 

% of Total 8.3% 12.5% 20.8% 

Count 35 37 72 

% within Satisfaction 48.6% 51.4% 100.0% 

% within Employee's company 100.0% 100.0% 100.0% 

Satisfaction 

Total 

% of Total 48.6% 51.4% 100.0% 
 
Table 4.6:     Satisfaction * Employee's company Cross tabulation 
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The table merely lists the total number of processed cases (72; 37 from Batelco, and 35 from 

Zain). Thus there is a fairly equal number of both companies employees, and in general, 

employees are much more likely to be dissatisfied in both companies as the total percentage 

of both row 4 and row 5 (D, SD) 47%.  

Having a look at the 3rd and 4th rows of both companies, we can find major discrepancies in 

the level of satisfaction of employees in both. While in the 3rd column of Zain, 31.4% of the 

employees are undecided (Neutral), 22.9% of them decidedly appear to be dissatisfied of their 

workplace. Comparing this with Batelco, we find that nearly 30% of the employees are 

dissatisfied, but 13.5% are undecided (Neutral). By adding negative responses together, i.e. 

agree + disagree, the total percentage is 54% which is significant in Batelco comparing to 

about 40% in Zain.  

This simple analysis shows that there is a strong correlation between satisfaction and work of 

place (the company). To determine whether or not this value indicates a significant 

relationship (correlation) we need to examine the probability that this distribution of 

frequencies occurred by chance alone. To answer this question, there are many ways to 

evaluate the relationship between variables, and one of such procedure involves the 

calculation of the Pearson Correlation Coefficient. 

Generally, the Pearson correlation coefficient is used to determine the degree and direction of 

relatedness. The possible values of correlation coefficient range from – 1.00 to + 1.00, and the 

closer the number is to an absolute value of 1.00, the greater the degree of correlation. The 

direction of the correlation, either negative or positive, is indicated by the sign (- or +) of the 

correlation value. The results of the correlation analysis are presented in table 4.7 below. 

Correlations 
 

  Employee's company Satisfaction Performance 

Pearson Correlation .103 1.000 .355**

Sig. (2-tailed) .390  .002

Satisfaction 

N 72 72.000 72

Pearson Correlation .016 .355** 1.000

Sig. (2-tailed) .896 .002  
Performance 

N 72 72 72.000

**. Correlation is significant at the 0.01 level (2-tailed).   

Table 4.7: Correlations between Satisfaction/ Performance and Work place 
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The correlations were found to be significant at a 95% confidence level, indicating that there 

is a 95% probability that the population will fall within the correlation coefficients of this 

variable. With 95% confidence we can say that there is a strong correlation between the 

variables satisfaction and workplace. Pearson Correlation is positive and it shows perfect 

correlation with .103 and Significance is also positive with .390 and both are between the 

range -1.00 and +1.00 which gives an impression of perfect positive correlation.  

To conclude, it is possible to interpret these findings by saying that satisfaction level among 

employees is below average, particularly in Batelco, which requires immediate motivational 

treatment and, hence, developing effective incentive system and practices at work place. The 

correlation discussed above showed clearly that satisfaction was in a lower level than average 

and yielded a positive correlation. As satisfaction is low we predict that performance should 

be low as a result since there is perfect positive correlation between the two variables as table 

4.7 above shows.  

For better view of the case and how satisfaction and incentive variable is in a critical 

situation, figure 4.5 compares in details the level of satisfaction of employees and the 

distribution of their responses in the two companies. 

 
Figure 4.5: Satisfaction and Incentive within the two companies 
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Figure 4.5 represents the large discrepancies between Zain and Batelco in respect of 

employees’ opinions and feelings of satisfaction and incentive system applied in both 

organisations. The comparison shows that the gap in the level of satisfaction among 

employees of the two companies is unquestionably large. 

While the tallest bar in 4 and 5 (Disagree and Strongly Disagree) which reflects the largest 

proportion of employees in Batelco feel that they are dissatisfied and under average of 

efficient incentive system. In Zain on the other hand, we find that the majority has chosen 3 

(Neutral) which means that they are undecided about the level of satisfaction they are 

experiencing. Thus they are reluctant or unaware of the efficiency of incentive system at Zain. 

This can be explained as the company is relatively new born in comparison to Batelco and, 

therefore, Zain employees have not yet had enough time of working and exploring the 

positive and negative sides of the system.  

Therefore, it can be said that they have not had rich experience yet in the company to know 

the system and satisfaction feelings that they could have expressed plainly. For an overall 

view of satisfaction and incentive variable in the two companies, the histogram below shows 

the frequency and distribution of the responses within the two groups: 

 
Figure 4.6: Responses distribution in the two organisations 
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Figure 4.6 shows that the majority of employees’ responses rest in bar 4 [Disagree] which is 

the tallest bar in the graph. It is followed by bar number 3 [Neutral]; a trend which can be 

understood by referring to figure 4.5 where most employees of Zain rest in this alternative. 

The third important bar that shows significant tendency of dissatisfaction among employees is 

the last bar 5 [Strongly Disagree].  

Moreover, the very first bar marked 0 [no response] which indicates missing values as the 

respondents neglected this statement or did not check the any of the 5 alternatives. The bar 

shows a very small number, about 4, and percentage, less than 6%, which would not have 

affected the findings at any rate if the respondents had responded adequately.  

However, by accumulating the number and percentage of the two bars, 4, and, 5, we receive a 

great deal of dissatisfaction in comparison to other tendency. By looking to the mean of this 

statistics, it reads 3.18, which mean higher and serious tendency toward (disagreement) as it is 

over the neutral section. This is unmistakable evident that consolidates the above 

interpretation of dissatisfaction trend spreading in almost the two companies.   

The discussion reveals that there is a sever damage in satisfaction notion that the two 

companies should work on healing the situation by raising satisfaction level and improvising 

or implementing, as a last resort, conventional motivational practices.  

Performance  

Table 4.8 summarizes the number and percentage of responses distributed in both companies 

to this theme: 

Performance 

  
Frequency Percent Valid Percent 

Cumulative 

Percent 

1 3 4.2 4.2 4.2

2 13 18.1 18.1 22.2

3 21 29.2 29.2 51.4

4 23 31.9 31.9 83.3

5 12 16.7 16.7 100.0

Valid 

Total 72 100.0 100.0  

Table 4.8: Reponses distribution to Performance in the two companies 

Examination of frequency table of the theme Performance (table 4.8) confirms that in general 

the highest frequency of scores 4 ‘disagree’ (23 employees, or 31.9%), and the Cumulative 
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Percent column of 2 ‘Agree’ shows that 22.2% scored 2 or lower while 4,5 (Disagree, 

Strongly Disagree) received about 48.6% as an Cumulative Percent, which is nearly half of 

the respondents. This shows that the level of performance accordingly is indeed lower than 

expected and average. In fact it is at the lower part on the scale if we exclude the option 3 

(neutral) from the scale and add it to the disagree notion on the basis that the respondents 

were undecided due to fear of giving negative impression or avoiding expressing his true 

opinion. The percentage, with the previous postulation will reach about 80% of the total 

employees in the two companies whish is truly significant proportion. 

Examining the frequencies/percentages shows that the score at either the extreme high (when 

adding 3, the neutral) or higher than the mid point with about 50% compared to the ‘Strongly 

Agree+ Agree’ with about 30% than the mid point (N).  

Therefore, performance is in a critical situation and it needs to reshape the procedures and 

practices to raise the level of performance among employees to at least the average in similar 

business environment. Poor performance will definitely damage productivity and profitability 

of the organisation. Hence, developing new motivational skills and practices must be taken 

into consideration to make employees perform better and affect positively productivity.  

The histogram below illustrates the trends of level of performance and the figures above: 

 
Figure 4.7: Percentage of Performance level across the total number of respondents 
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As figure 4.7 above shows, the mode is 4.00 and the mean is about 3.5 which strengthen our 

belief that performance is at the extreme low standard.  

For further comparison and discussion of performance in the two companies and the degree of 

performance level in them, the table below shows number and percentage of responses in both 

companies to this central theme: 

  
Theme   Employee's company 

   Zain Batelco Total 

Count 2 1 3 

% within Performance 66.7% 33.3% 100.0% 

% within Employee's company 5.7% 2.7% 4.2% 

1 

% of Total 2.8% 1.4% 4.2% 

Count 5 8 13 

% within Performance 38.5% 61.5% 100.0% 

% within Employee's company 14.3% 21.6% 18.1% 

2 

% of Total 6.9% 11.1% 18.1% 

Count 11 10 21 

% within Performance 52.4% 47.6% 100.0% 

% within Employee's company 31.4% 27.0% 29.2% 

3 

% of Total 15.3% 13.9% 29.2% 

Count 12 11 23 

% within Performance 52.2% 47.8% 100.0% 

% within Employee's company 34.3% 29.7% 31.9% 

4 

% of Total 16.7% 15.3% 31.9% 

Count 5 7 12 

% within Performance 41.7% 58.3% 100.0% 

% within Employee's company 14.3% 18.9% 16.7% 

5 

% of Total 6.9% 9.7% 16.7% 

Count 35 37 72 

% within Performance 48.6% 51.4% 100.0% 

% within Employee's company 100.0% 100.0% 100.0% 

Performance 

Total 

% of Total 48.6% 51.4% 100.0% 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Table 4.9: Performance* Employee's company Cross tabulation 
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Table 4.9 above lists the total number of processed cases (72; 37 from Batelco and 35from 

Zain). As a result there are a fairly equal number of both companies’ employees and, in 

general, the scores are representative. Employees from both are much more likely to be lower 

the average performance in both companies as the total percentage of both row 4 and row 5 

(D, SD) is about 48%.  

Having a look at the 3rd and 4th rows (Batelco and Zain), minor discrepancies in the level of 

performance is found in both. While in the 3rd column of Zain, 31.4% of the employees are 

undecided (Neutral), 34.3% of them decidedly appear to be determined that performance is 

undermined. Comparing this with Batelco, we find that nearly 30% of the employees are 

under performance, and about 27% of them are undecided (Neutral). The percentages of both 

companies are relatively close. However, by adding negative responses together, i.e. agree + 

disagree, the total percentage is 49% in Batelco comparing to about 48.5% in Zain. This 

indicates that there was almost no discrepancy in the employees’ responses in both 

companies. The trivial difference in the level of performance in both companies permits the 

researcher to generalise the result to be drawn to both companies as the total percentage of 

lower performance of both companies is 49%, and it is clearly significant.  

The analysis also shows that there is a considerable correlation between performance and 

work of place (the two companies in general). To determine whether or not this value 

indicates a significant relationship (correlation) we need to examine the probability that this 

distribution of frequencies occurred by chance alone. To answer this question, again a 

procedure which involves the calculation of the Pearson Correlation Coefficient is to be used. 

The results of the correlation analysis were presented in table 4.7 above in Satisfaction 

discussion section. However, an extract from the table is below: 

Pearson Correlation .016 .355**

Sig. (2-tailed) .896 .002

Performance 

N 72 72

 

The correlations were found to be significant at a 95% confidence level, indicating that there 

is a 95% probability that the population will fall within the correlation coefficients of this 

variable.  

With 95% confidence we can say that there is a strong correlation between the variables 

performance and the workplace. Pearson Correlation is positive and it shows perfect 
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correlation with .016 and Significance is also positive with .896, which very close to +1, and 

both are between the range -1.00 and +1.00 which verifies the perfect positive correlation.  

To conclude, it is plausible to interpret these findings by emphasizing that performance level 

of employees is below average, in fact it is much lower than expected, in both companies. 

This requires immediate reliable treatment and intensive development schemes for both 

incentive system and motivational practices. The correlation discussed above also yielded a 

positive correlation between performance and current employees’ motivation. As it has been 

noticed that performance was low according to the statistics analysis, productivity will also be 

low as the two variables (performance and productivity) are tightly linked and affect each 

other since both variables are interrelated as many studies have proved.  

For broader prospect of the case and how performance is in an insufficient level, figure 4.10 

compares level of performance and distribution of the employees’ responses in both 

companies: 

 
Figure 4.8: Performance level in both companies; Batelco and Zain 

As the graph illustrates, there is hardly differences in the 3, 4 and 5 bars. The responses seem 

very close and therefore, the percentages and the results came also very close and similar.  
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4.4 Analysis of Leaders’ Questionnaire [2] 

The questionnaire response rate of Leaders’ questionnaire [2] is 96%. The targeted population 

was 25 questionnaires; 12-13 in each company. However, the completed and returned samples 

from both companies are 24 indicating that 96% of the total number of samples was 

conducted. This percentage is in fact perfect and confirms that the response rate is 

undoubtedly reliable that scaffolds the validity and significance of the findings.   

Table 4.10 below displays samples distribution, number of respondents received from the two 

companies and percentages of the cases in each company. For further details and an overall 

review of the exact responses of the two groups of the employees, refer to Appendix 4 which 

indicates the missing responses and the valid responses from the choices (SA, A, N, D, SD) 

for each statement. 

Leader's organisation 

 Company  
Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Zain 11 45.8 45.8 45.8

Batelco 13 54.2 54.2 100.0

Valid 

Total 24 100.0 100.0  

Table 4.10: Distribution of leaders’ samples in the two companies 

The table above displays the frequency distribution of the variable, leaders’ organisation, 

and it also shows the number of valid cases (N) was processed. Since we have no missing 

values, the number of valid cases is 24 leaders in both companies. 

The first column lists the names of the two companies of this variable (1: Zain, 2: Batelco). 

The Frequency column displays the frequency of each score which shows that out of 24 

respondents, 11 were from Zain and 13 were from Batelco. The frequencies are also 

converted to percentages in the Percent column (45.8 Zain, 54.2 Batelco). 

See Figure 4.11 below; a pie chart generated for work place variable: 
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Figure 4.9:  Frequency distribution of the variable Leaders’ Organisation  

 
This optical representation of the results shows approximately equal distribution of 

respondents in both companies, as the two halves of the pie are relatively equal in the chart 

with a bit larger part in Batelco’s case. However, this trivial increase in Batelco’s part does 

not affect the findings as the difference between the two groups is only 2.  

By using descriptive statistics to analyse the data, frequency procedure is an effective number 

cruncher for summarizing data. Other ways of analysis that can also be generated using the 

frequencies procedure such as the mean, the mode, the median and the standard deviation, 

will be considered. The first step is to have a thorough look to the frequencies and interpret 

the possible indications in the table. 

Table 4.11 displays the above measurements; i.e. the mean, the median…etc. of the 20 

variables respectively.  

Also the table displays the valid and missing values for each statement and percentages of 

responses in details:  
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Statistics 

N 

Variables Valid Missing Mean Median Mode Std. Deviation

Office Arrival & leaving 24 0 1.7083 2.0000 2.00 .62409

Expecting same levels of accuracy 24 0 1.6250 1.0000 1.00 .92372

Blaming others & taking responsibility 24 0 1.5417 1.5000 1.00 .58823

Encouraging "no blame culture 24 0 1.8333 2.0000 2.00 .81650

Keeping no secrets from employees 24 0 2.0833 2.0000 2.00 .97431

Encouraging gossip or rumour 24 0 1.6667 1.0000 1.00 1.16718

Setting high ethical standards for behaviour 24 0 1.5000 1.0000 1.00 .88465

Ensuring staff have the required training 24 0 2.0000 2.0000 2.00 .93250

Participating in training & coaching 23 1 1.8261 2.0000 1.00 1.07247

Employees have active role in developing 24 0 2.0000 2.0000 2.00 .83406

Checking objectives are matching 24 0 2.2500 2.0000 2.00 .89685

Having clear system for handling discontent 24 0 2.5833 2.0000 2.00 .97431

Employees are aware of the system  24 0 2.9583 3.0000 3.00 .90790

Significant matters are brought to my attention 24 0 2.5417 2.5000 2.00 .93153

No rapport building by sharing my weakness 24 0 2.6250 2.0000 2.00 1.01350

Employees are encouraged to make mistakes 24 0 3.9583 4.0000 4.00 1.04170

Employees tell me when mistakes made 24 0 2.2917 2.0000 2.00 .90790

Having a coach t keep me focused & motivated 24 0 3.1250 3.0000 2.00 1.15392

No teaching; lead & stimulate team to learn 24 0 2.2083 2.0000 2.00 1.14129

Staff are trusted to handle work 24 0 1.8333 2.0000 2.00 .76139

Table 4.11: Frequency and major statistic measurements of the 20 variables  

The descriptive statistics which are displayed in table 4.11 above demonstrate the initial 

measurements for the analysis. They are the mean, the median, and the mode of each variable. 

Those items represent the frequencies and the mentioned measurements of the majority of the 

20 variables (except the shaded variables in colours). As observed, the majority of the 

variables fall within the range of 1.5 and 3.00 in the 4th column (mean). However, these three 

indicators (mean, median, and mode) of central value are in close agreement, indicating that 

the middle of the distribution happens to be the midpoint of our 5-points scale of the 

variables. Thus, the typical leader was above average on motivational and coaching skills 

scale (about 1 or less point from the mean).  
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This assessment of the scores of the variables provides some initial evidences that the 

implemented motivational and coaching skills were efficient to some extent and leaders’ 

awareness of coaching skills is on average. Furthermore, the typical leader in the two 

companies has a score of one (or less) point above the midpoint of the scale.  

The standard deviation of the variables indicates that there was no much change in the 

variability of scores. All in all there was a strong agreement (1.00 to 2.00 on the mode scale) 

which reflects (Strongly-Agree/ Agree on the questionnaire) satisfactory trend with the 

statements above except for the following statements (shaded statements in table 4.11) which 

represent slide disagreement and neutral tendency: 

--  EEmmppllooyyeeeess  aarree  aawwaarree  ooff  tthhee  ssyysstteemm  ffoorr  hhaannddlliinngg  ddiissccoonntteenntt  aanndd  ffeeeell  eennccoouurraaggeedd  ttoo  uussee  

iitt  ttoo  aaddddrreessss  pprroobblleemmss..  

- EEmmppllooyyeeeess  aarree  eennccoouurraaggeedd  ttoo  mmaakkee  mmiissttaakkeess.. 

- II  hhaavvee  aa  ccooaacchh  oorr  mmeennttoorr  wwhhoo  kkeeeeppss  mmee  ffooccuusseedd  aanndd  mmoottiivvaatteedd  aabboouutt  mmyy  wwoorrkk.. 

As the percentages reveal from table 4.11 the above three notions are uncertain in comparison 

to the rest of the notions of the questionnaire [2]. Those three themes will be under the focus 

for analysis below to interpret the trends among leaders in the two companies. 

The table reads for the first statement; employees’ awareness of the system, the following 

frequencies; the mean is 2.96, the median is 3.00, and the mode is 3.00. This indicates that the 

majority of leaders in both companies are not sure if their employees are aware of the system 

of handling discontent. We can claim upon the results, that they are not obliged to make the 

employees fully aware of the system. To their part, as long as they are aware of it, there is 

unnecessary for the employees to know small details. Hence, it can be interpreted as a lack of 

information and hence carelessness from the part of leaders towards their employees. It can 

also be considered as abandonment of responsibility and inattention to their commitments as 

efficient leaders who should share information with their teams equally. 

As it is known at work places, employees are under direct supervision of leaders. If the 

leaders are unaware of the amount of information related to work and procedures at work, 

how can they make a decision of promoting such an employee or if he/she needs training or 

development?  

This must be considered as a weakness in leadership style from top management side, as it 

should be leaders’ responsibility to enlighten employees and guide them (coach them) in the 

whole process of work.  
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Table 4.12 below shows the frequencies in details 
  Employees are aware of the system 
  

Frequency Percent Valid Percent 

Cumulative 

Percent 

SA 1 4.2 4.2 4.2

A 6 25.0 25.0 29.2

N 11 45.8 45.8 75.0

D 5 20.8 20.8 95.8

SD 1 4.2 4.2 100.0

Valid 

Total 24 100.0 100.0  

Table 4.12: The frequency of the statement Employees are aware of the discontent system 

The table represents the frequencies of scores on the questionnaire. It is shown that about 30% 

of the leaders thought that employees were aware of this system in dealing with discontent, as 

their options were either (agree) or (strongly agree). 25% percent of those leaders believed 

that employees were not aware of that system, while the majority of the leaders, about 46% of 

the leaders were not sure (neutral) whether employees aware or not of the system. While, as a 

leader and a coach, he/she should be certain that his/her employees are fully aware of any 

system and procedure adopted in the department.  

Figure 4.10 below shows these frequencies clearly: 

 
Figure 4.10: The frequencies of the notion Employees awareness of discontent system 
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Nevertheless, the second notion, employees are encouraged to make mistakes, reveals 

amazing findings. Table 4.11 shows that the mean, median and the mode are almost 4.00 for 

this notion. The steady figures of them at 4.00 confirms that the majority of leaders in both 

companies are reluctant and in fact against allowing employees to make mistakes for the 

purpose of learning from their mistakes.  

This coaching practices seems to be neglected by leaders or perhaps they are not aware of it.  

For broader prospect of the trends in this theme, see table 4.13 below: 
Employees are encouraged to make mistakes 

  
Frequency Percent Valid Percent 

Cumulative 

Percent 

SA 1 4.2 4.2 4.2

A 1 4.2 4.2 8.3

N 4 16.7 16.7 25.0

D 10 41.7 41.7 66.7

SD 8 33.3 33.3 100.0

Valid 

Total 24 100.0 100.0  

Table 4.13: Frequencies of the theme Employees are encouraged to make mistakes  

The table signifies the frequencies of scores on the questionnaire. It reads that about only 

8.3% of the leaders thought that the employees were encouraged to make mistakes and learn 

from such mistakes. In other words, the main practice and the fundamental job of a coach lie 

in this theme. Leaders’ options were either (agree) or (strongly agree) that yielded a 

cumulative Percent of 8.3% only.  

On the other hand, 75% percent of those leaders believed that the employees were not and 

(should not be) encouraged to make mistakes. Likewise, 16.7% of the leaders were not sure 

whether the employees should be encouraged to make mistakes. Of course the reaction on the 

above trend is basically astonishment. It is clear that the leaders according to the above notion 

are comprehensively unaware and unwilling to apply such a practice to coach and motivate 

their employees. 

This is an astonishing finding in this study. For clearer vision, see figure 4.11  
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Figure 4.11: Frequencies of the theme Employees are encouraged to make mistakes 

Figure 4.11 clearly illustrates the large difference in responses as the tallest bar is 4.00 

(Disagree) followed by 5.00 (Strongly Disagree). The shortest bars are both 1.00 and 2.00. 

This proves that the leaders were not aware or not convinced of the importance of using trial 

and error technique in caching employees.  

In the third notion, the measures are in difference. The mean and median are about 3 while the 

mode is 2. It seems that the leaders are not willing to have a coach (executive coach) who 

directs them and keeps them focused and motivated or perhaps they do not fully understand 

the role of a coach and they seem not sure about whether the idea fruitful. Table 4.14 below 

demonstrates the frequencies of this theme: 

 Having a coach to keep me focused & motivated  

  
Frequency Percent Valid Percent 

Cumulative 

Percent 

SA 1 4.2 4.2 4.2

A 8 33.3 33.3 37.5

N 5 20.8 20.8 58.3

D 7 29.2 29.2 87.5

SD 3 12.5 12.5 100.0

Valid 

Total 24 100.0 100.0  

Table 4.14: Frequencies of the theme having a coach to keep the leader focused & motivated 
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The major responses lie in the second row of the options. The frequencies show that 33.3% of 

the leaders do have a coach (agree) added to the first row the cumulative percentage will be 

37.5% which is significant. The mode was 2 as we have seen in table 4.11.  However, about 

42% of the leaders (in both strongly disagree and mere disagree) disagreed and did not think 

that they should have a coach to keep them focused and motivated.  

The final percentage is N (neutral) with about 21% which indicates unawareness or 

misunderstanding of the job of the coach for the leader.  

Figure 4.12 below gives further information and clear perception of the frequencies: 

 
Figure 4.12: Frequencies of the theme having a coach to keep the leader focused & motivated 

All in all, 17 out of 20 statements were answered by leaders with similar or very close 

alternative ranging from 1 to 2 (Strongly Agree and Agree). The mode, median, and mean of 

these 17 statements tended to be relatively close or similar. The mean is over 1.5 and under 

3.00, the median is also between 1 and 2 with some exceptional to reach 2.500. The mode is 

the interesting measure. It is usually 1 or 2 in table 4.11. These measures give strong 

impression that leaders in both companies possess such motivational and coaching skills and 

they agree mostly on the practices of these two notions.  
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However, implementation is questionable. Linking these findings with the previous analysis 

of questionnaire [1], we concluded that motivational skills in those companies were at 

jeopardy and need to be improved particularly in Batelco.  

Initially, the majority of the items from Questionnaire [2] do not show any obvious trends or 

patterns for disagreement or dissatisfaction with the procedures and coaching practices 

applied at workplace. Each of these items had approximately equal percentages of leaders 

agreeing with the statements. More clearly, the percentage difference between the ‘strongly 

agree’ and ‘agree’ across the scores cohorts was not large and, therefore, showed no distinct 

pattern. Accordingly, we found that leaders are aware of these skills but we have the feeling 

that they are unable to implement such procedures or they do not pay much attention to this 

area of leadership.  

To conclude the analysis chapter, the statistical analysis yielded most of the hypothesis and 

showed that there were interesting findings in both companies. The statistical analysis used to 

test the reliability of the data was to a large extent consistent.  The research hypotheses are 

also presented in this chapter and discussed upon the findings.  

As a starting point in summing up the findings, Questionnaire [1] reliability test proved to be 

positive and the employees’ responses to the questions were to a large extent dependable and 

faithful. Generally speaking, the analysis showed that there is a considerable amount of 

motivation among the employees in the two companies. To be more consistent, we can claim 

that the level of motivation is about satisfactory level. However, there are some indicators that 

reveal lower levels among employees due to some demotivational practices particularly in 

Batelco. According to the statistical analysis, 31.4% of the employees in Zain were undecided 

(Neutral), 22.9% of them decidedly appear to be dissatisfied of their workplace. On the other 

hand, 30% of the employees in Batelco were dissatisfied, but 13.5% are undecided (Neutral). 

This clearly showed that employees were demotivated particularly in Batelco, due to lack of 

satisfaction of the work place. It is clear that I picked up this variable (work place) to 

demonstrate the fundamental role of it in motivating any employee in a given work 

environment. That is to say that work place is obviously the most important element in an 

employee’s career life and if s/he is frustrated of it then expectations of being less motivated 

and lower performing element are undoubtedly very high.  

 



Chapter 4 Analysis 68 

The second point that should be emphasized at the end of the chapter is the significant finding 

of frequency discussion about dissatisfaction of employees with the company’s treatment. It 

illustrated that both companies were experiencing favouritism or unfair treatment at 

workplace which generated frustration among the staff. This phenomenon was according to 

the findings, the norm in the two companies. Employees explained that the resulted 

discrimination occurring at work place is based either on sex, sect, origin…etc.  

The analysis also showed that there was a considerable correlation between performance and 

work of place (the two companies in general). Dissatisfaction and low level of motivation 

affected performance evidently. The correlations were found to be significant at a 95% 

confidence level, indicating that there is a 95% probability that the population will fall within 

the correlation coefficients of this variable. It was found that performance level of employees 

was below average and much lower than expected, in both companies. This requires 

immediate reliable treatment and intensive development schemes for both incentive system 

and motivational practices. The correlation discussed above also yielded a positive correlation 

between performance and current employees’ motivation. As it has been noticed that 

performance was low according to the statistics analysis, productivity would subsequently be 

low as the two variables (performance and productivity) are tightly linked and affect and fully 

interrelated as suggested by many studies. 

In the second major part, the chapter dealt with the results of Coaching and Leadership skills 

among leaders in both companies. Questionnaire [2] reliability test proved that both 

companies had satisfactory leadership skills, regardless of minor weaknesses due to 

unawareness or inattention of the crucial role of coaching in leadership in some leaders’ 

styles. Some motivational and coaching skills were in severing need of development and 

enhancement. However, the study showed that there were many areas of coaching skills 

which were on average. As it was found in the analysis, leaders were perhaps unable to 

implement such coaching or motivational practices and procedures due to larger pressure 

from top management, or they did not pay much attention to this area of leadership.  

Finally, the hypotheses of the research were tested using correlation analysis and the null 

hypothesis was rejected. A statistically significant relationship existed between motivational 

and coaching skills applied in the two telecom companies and performance. 

It has proven that low motivational skills resulted in low performance and vice versa 

according to the results of the questionnaire survey held in the two companies.  
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The main aim of the study was to examine selected issues, which were related fundamentally 

to management in general and to leadership in particular. It explored, first, how leaders make 

effective use of motivational and coaching skills to improve employees’ performance in 

Batelco and Zain; the two major companies in telecommunication, mobile services and 

internet market in Bahrain. Second, it investigated the impact of leaders’ motivation and 

coaching plans and techniques on employees and measured to what extent they were efficient 

and satisfactory to the employees in respect of performance and retention.  

Chapter one was the introduction of the study. It described the motivation of study and why the 

researcher thought it was important and showed interest in conducting it. The first chapter also 

explained data selection and the scope of the study. It also portrayed the structure of the 

dissertation and how the researcher approached the topic. 

Chapter two was devoted to literature review where the major and prominent theories on 

Motivation were covered and discussed elaborately. Motivational skills were also discussed 

thoroughly with the chapter and the attention was drawn to the most common skills and 

practices within the field. Coaching skills were also investigated and discussed accordingly to the 

most recent approaches in coaching discipline. The emphasis was on the role of executive coach 

within modern industrial and competitive business environment. It was found that successful and 

global business enterprises draw great attention to the important role and significant part of his 

job within the company. Every aspect and characteristic of a successful coach within business 

context was covered. The most important skills of a motivation and practices of coaching were 

also discussed.  

Chapter three was devoted to methodology in which the population of the study was declared 

and the method of conducting the survey was also discussed. It was emphasised that the survey 

would be a questionnaire designed for employees and leaders to measure the level of motivation 

and coaching existing within the two companies under investigation.  

Statistical software, SPSS 16, was the major software used for analysis and reaching coherent 

findings.  

In chapter four, using SPSS software was a great assistance in analysing the data. The 

approach that had been adopted in the analysis was Frequency analysis which includes the 

four major measurements in analysing categorical (nominal and ordinal) data. These four 

major measurements are; the mean, the mode, the median, and the standard deviation.  
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Upon these measurements, thanks to the SPSS software and taking into consideration the 

recommendations of analysing survey data offered in simplicity and digestible on Using SPSS 

to Understand Research and Data Analysis website23, the findings of the analysis seem to be 

reliable and valid. 

Typically these statistical measures would include indices of centrality (e.g., a mean or 

median) and distribution (e.g., the range or standard deviation). Conceptually, these are not 

complex statistics; but computation - actually calculating them - may require tedious (and 

error-prone) work. 

Beyond simple description of individual variables, a good deal of research attempts to show 

that two variables are in some way related to one other. Often, this type of research is also 

descriptive in nature, but rather than describing single variable, it describes relationships 

between two or more variables. Consequently, many findings that answered the questions of 

the research have been revealed.  

However, the hypotheses of the research which the researcher tried to prove or refute them are 

as follows:  

1. The motivational and coaching techniques implemented by the two companies in 

order to enhance performance of customer service representatives are extremely 

distinctive. 

2. From employees’ perception, leaders are motivating to a specific extant in one 

company and demotivating in another. 

3. The motivational techniques in both companies are matching the organisation’s 

objectives and employees' needs. 

4. Managers are found to understand the concepts of a coach or a motivational leader in 

one company rather than the other.  

5. The findings in the empirical part correspond to the theory in the field. 

The analysis has verified the hypotheses introduced in chapter three. The analysis has proved 

that a statistically significant relationship exists between existing motivational and coaching 

techniques and skills implemented by leaders, and employee satisfaction/motivation level, and 

subsequently specific degree of performance within the two telecom organisations.  

                                                 
23 A useful website that guides the user through the process of dealing with and analysing data by 
SPSS, available from:  
http://www.medspan.info/spss-guide/
  

 

http://www.medspan.info/spss-guide/
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Broadly speaking, lower or inappropriate motivation skills or practices implemented at work 

place were reflected in employees’ satisfaction and hence lower level of motivation. This fact 

led to a lower performance and lower productivity. This trend has been tested in the analysis 

and found that both companies suffered from low level of motivation and satisfaction among 

employees due to bad incentive system, absent of encouragement, and unfairness or obvious 

discrimination in favoured positions, benefits and promotion specifically in key managerial 

chairs at Batelco basically and in Zain to less extent. This was by no means planned by policy 

makers and higher management; instead, it was created by direct managers who lacked the 

appropriate skills needed for motivating staff. This was obvious in both companies, 

particularly in Batelco. The phenomenon can be linked to Aderfer’s Equity Theory very 

neatly. As equality in treatment can damage motivation and performance, this has been 

proved in this particular case in Bateclo.  

Leaders, on the other hand, tended to be unaware of the important role of motivational skills 

and they were found to be traditional in their methodologies and approaches in regard to 

motivation. In some context they were found demotivating to their employees by applying 

practising outdated techniques. This was obvious when testing Incentive and satisfaction 

variable. It yielded that employees were almost dissatisfied with the system of incentive and 

this resulted in low level of satisfaction.  

Leaders, moreover, seem to be unaware of the fresh theme of coaching. They tended to be 

traditional managers rather than coaches. The analysis of Leaders’ questionnaire reflected that 

leaders at both companies did not show interest or awareness of the important role of a coach 

to focus on work and motivate them to meet the goals of organisations. Coaching in fact was 

another problem that was almost neglected and leaders tended to be do-it type of managers 

rather than a coach that guide and train the employees. Leaders’ responses revealed that the 

level of coaching was too low that affected performance among both employees and leaders. 

All in all, deficiencies in skills and practices in the two companies were reflected in the 

employees’ attitudes, their performance and productivity. They were presented under 

performance and their responses revealed grievances. Such grievances based on unfairly 

treatment, experiencing favouritism in some cases, unclear and ineffective appraisal systems, 

inability to share information freely, existence of some clear factions and unawareness of 

major values and organisation’s image. The above notices have been interestingly found in 

both companies regardless of the fact of being old and newly established.  
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5.2 Implications of the research 

Successful people management in a telecom industrial environment is the art of balancing 

organisational productivity objectives against highly unpredictable and variable human and 

environmental elements or assets. Such a scenario is difficult to recreate on a research station 

and the leaders must be prepared to extend their knowledge and experiences and adjust their 

styles to meet the demands and needs of the employees at work. It is not merely to place the 

burden on the leaders’ shoulders and neglect the other parties. Top management people and 

employees themselves are invited to cooperate effectively for the success of the organisation 

and achieving its objectives.    

The implications of this research touch many facets of the relationship between successful 

human management practices and reaching organisation objective, most specifically the 

adopted leadership style in the organisation. It is essential for all parties to maximise 

motivation level, develop efficient coaching skills and generate higher level of performance 

among employees. The two notions are neatly interrelated. This issue must be based and 

practised at work places, specifically front production line, not in the managers’ offices. The 

small example from the dissertation demonstrates the effect of making employees motivated 

and turning leaders into coaches and how this affects performance. The study invites 

managers to overcome bureaucracy and self-centred thinking and move to a wider vision of 

achieving organisational objectives by raising performance level. This is reached by acquiring 

the best of the employees and building mutual trust.    

The study has dealt with employee motivation and performance of Bahraini telecom 

organisations; finding out several factors that affect the level of motivation from looking at 

positive as well as negative factors that clarified the mode of motivation received by 

employees. Ideally, employees are being considered as a manpower basis into the production 

of goods and services. The need to recognise if some employees are not motivated by merely 

economical factors as employee behaviour is linked to a certain degree of encompassed 

attitudes. Motivation is also a process that gives behaviour purpose and direction. It is a drive 

to satisfy need and the will to achieve. For the study, employee motivation is presumed to be 

an inner force that drives individuals to accomplish personal and organisational goals.         
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5.3 Recommendations 

Upon the findings above, the researcher would like to emphasise the following 

recommendation to overcome the deficiencies and obstacles that may occur in dealing with 

motivation problem: 

- There should be a clear and well-established plan of motivation based on a culture of 

cooperation and goal achieving between employees and leaders. This plan is the top 

management’s job. 

- Successful, fresh, and well-paid incentive system that generates satisfaction among 

employees should be guaranteed. 

-  Diffusion of team culture instead of employee and manager culture should be 

considered. 

- Fairly treatment among employees and avoiding experiencing favouritism or clear 

factions should be emphasised.  

- Efficient and clear appraisal system that the employee participates effectively in 

evaluating his/her performance should be considered.  

- Training and career development should be reinforced to all employees on equal 

chances to enhance their skills and loyalty to the organisation.  

- Exposing leaders to intensive coaching skills and practices training sessions, and new 

leadership styles that fit adequately the environment and culture of employees within 

the organisation. 

5.4 Future Work and Further Research 

In order to have a successful factor analysis test, it is recommended that a sample size of 

approximately between 200 to 400 subjects is necessary as research analysis books 

recommend to reach more reliable and authentic results that can upon them build or 

emphasise or reshape some theoretical work. 

It is also recommended that the two companies, within which this research is based, re-assess 

the five employee satisfaction factors (Job, Equity, Personal Development, Pay and Higher 

Management) which produced poor coefficients within this research. This is important since 

these factors produced good reliability scores when the company’s employee satisfaction 

questionnaire was tested prior to its world-wide roll-out. 
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It is recommended that performance should be measured while being under the impact of 

developing motivation and coaching skills process to find out the range of effected 

performance and consequently productivity. This can be done by calculating the ROI and 

other accounting ratios at the core of budgeting organisations, and finding out the difference 

in the figures above, during and after implementing specific motivational and coaching skills. 

If the there is an increase in the ROI according to an increase in productivity due to high 

performance, then such implemented skills are useful and productive, otherwise they are not 

and should be revised.  
 

Additionally, to perform similar studies within the telecom industry, it may be necessary to 

conduct more research across the entire telecom industry in a wider region, as opposed to 

performing research on two telecom providers. It is also suggested that different types of 

leadership topics and tendencies can be investigated thoroughly within telecom industry.  

Such topics are the effectiveness of transactional leadership in comparison of transformational 

leadership. It is expected that the style of leadership may yield various findings in the scope 

of telecom industry and might affect motivation among employees accordingly. This norm is 

of interest to any researcher in the field of leadership or human resources management.  

The core idea of the above study, motivational and coaching skills in telecom companies, can 

also be applied and investigated entirely in different areas of industry, rather than telecom 

industry, such as car manufacturer, oil industry, construction industry, tourism, educational 

and training scope, chemical industry, marine industry…etc. 

Further research, however, is to be devoted to motivation and coaching areas from within 

innovative leadership discipline to revolutionize or enhance the theoretical foundation of the 

realm. This is to be achieved by utilising directly a variety of researching techniques such as 

direct or indirect interviews and questionnaire surveys in order to explore larger and fresher 

areas of motivation with a preliminary focus on a given theoretical framework such as 

Expectancy theory. Such research should be based on a larger number of informants which 

may provide much more authentic results.  

It will be interesting to explore motivation domain deeply and find out if the outcomes are 

universal by comparing the findings with similar studies in other domain or other regions 

across the continents.  
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Appendix 1: Employees’ Questionnaire [1] 

EEmmppllooyyeeeess’’  QQuueessttiioonnnnaaiirree  
  
TThhee  ppuurrppoossee  ooff  tthhiiss  ppaappeerr  iiss  ttoo  iiddeennttiiffyy  aanndd  mmeeaassuurree  tthhee  mmoottiivvaattiioonnaall  aanndd  ccooaacchhiinngg  tteecchhnniiqquueess  tthhaatt  
aarree  iimmpplleemmeenntteedd  iinn  yyoouurr  oorrggaanniissaattiioonn  aanndd  hhooww  mmuucchh  tthheeyy  aarree  eeffffeeccttiivvee  aanndd  wweellll--ddeevveellooppeedd..      
  

IInnssttrruuccttiioonn::  
Indicate how much/often you agree with the following statements. Please tick [ ] the 
option that fits your work environment for each statement. 
 

Questionnaire Keys:  
SA = strongly agree, A = agree, N= neutral (neither agree/ disagree), D= disagree, SD= strongly disagree     
                SSttaatteemmeennttss                                                                                                          SSAA        AA          NN          DD        SSDD  
11  II  ccaann  ssuumm  uupp  iinn  aa  sseenntteennccee  tthhee  mmaajjoorr  vvaalluueess  ooff  mmyy  ccoommppaannyy            
22  II  kknnooww  wwhhaatt  iiss  eexxppeecctteedd  ooff  mmyy  tteeaamm            
33  II  kknnooww  hhooww  mmyy  ssuucccceessss  iiss  mmeeaassuurreedd..  II  aamm  pprroouudd  ooff  mmyy  ccoommppaannyy              
44  II  sseeee  aa  ffuuttuurree  ffoorr  mmyysseellff  iinn  tthhiiss  ccoommppaannyy..  II  hhaavvee  tthhee  ooppppoorrttuunniittyy  ttoo  ddeevveelloopp  

nneeww  sskkiillllss  
          

55  TThheerree  iiss  aa  cclleeaarr  aanndd  eeffffeeccttiivvee  ssyysstteemm  ooff  aapppprraaiissaall  aanndd  ccaarreeeerr  ddeevveellooppmmeenntt            
66  II  ffeeeell  vvaalluueedd  bbyy  mmyy  ccoommppaannyy..  MMyy  jjoobb  iiss  uunnddeerrssttoooodd  bbyy  ootthheerrss  iinn  iitt              
77  TThhee  ccoommppaannyy’’ss  iinntteerrnnaall  iimmaaggee  iiss  ccoonnssiisstteenntt  wwiitthh  iittss  eexxtteerrnnaall  oonnee            
88  II  kknnooww  wwhhaatt  tthhiiss  ccoommppaannyy’’ss  uunniiqquuee  sseelllliinngg  ppooiinntt  iiss              
99  II  eennjjooyy  ccoommiinngg  ttoo  wwoorrkk  ppaarrttllyy  bbeeccaauussee  ooff  tthhee  ppeeooppllee..  II  ggeett  ssuuppppoorrtt  aanndd  

eennccoouurraaggeemmeenntt  ffrroomm  mmyy  tteeaamm  mmaatteess..  
          

1100  II  ddoo  nnoott  hhaavvee  ttoo  ccoommppeettee  uunnffaaiirrllyy  wwiitthh  tthhee  rreesstt  ooff  tthhee  tteeaamm              
1111  IInnffoorrmmaattiioonn  iiss  sshhaarreedd  ffrreeeellyy  wwiitthhiinn  tthhee  tteeaamm..  II  ddoo  nnoott  ffeeeell  tthheerree  aarree  sseeccrreettss..                
1122  II  aamm  hhaappppyy  ttoo  bbee  iinn  tthhiiss  ddeeppaarrttmmeenntt..  II  rreessppeecctt  mmyy  bboossss  aanndd  mmyy  ccoolllleeaagguueess            
1133  II  aamm  nnoott  tthhrreeaatteenneedd  bbyy  mmyy  tteeaamm  mmaatteess..  II  wwaanntt  tthheemm  ttoo  bbee  tthhee  bbeesstt..            
1144  PPoooorr  ppeerrffoorrmmaannccee  iiss  nnoott  ttoolleerraatteedd..  NNoo  ““ggeett  aawwaayy  wwiitthh””  uunnddeerr--ppeerrffoorrmmiinngg            
1155  TThhee  mmaajjoorriittyy  ooff  mmyy  ttiimmee  ((8800%%  pplluuss))  iiss  ssppeenntt  ddooiinngg  vvaalluuaabbllee  wwoorrkk            
1166  II  ddoo  nnoott  hhaavvee  ttoo  aatttteenndd  uunnnneecceessssaarryy  mmeeeettiinnggss            
1177  TThhoossee  mmeeeettiinnggss  II  ddoo  aatttteenndd  aarree  wweellll  rruunn  aanndd  aacchhiieevvee  aaggrreeeedd  oouuttccoommeess            
1188  II  uussuuaallllyy  ffiinniisshh  wwoorrkk  aatt  aa  rreeaassoonnaabbllee  ttiimmee            
1199  WWee  aarree  rraarreellyy  pprreevveenntteedd  ffrroomm  wwoorrkkiinngg  bbyy  tteecchhnnoollooggiiccaall  bbrreeaakkddoowwnnss              
2200  WWee  hhaavvee  cclleeaarr  ssyysstteemmss  ooff  rreeffeerrrriinngg  uupp..  II  ccaann  ssaaffeellyy  aasskk  ssoommeeoonnee  aabboovvee  mmee  

iiff  II  aamm  nnoott  ssuurree  ooff  wwhhaatt  ttoo  ddoo  mmyysseellff    
          

2211  MMyy  wwoorrkk  eennvviirroonnmmeenntt  iiss  ssuuiitteedd  ttoo  tthhee  wwoorrkk  II  hhaavvee  ttoo  ddoo..  II  hhaavvee  tthhee  ssppaaccee  
aanndd  ffaacciilliittiieess  ttoo  ddoo  mmyy  jjoobb..  NNooiissee  aanndd  ootthheerr  ddiissttrraaccttiioonnss  aarree  mmiinniimmaall  

          

2222  II  ccaann  ttuurrnn  ooffff  mmyy  pphhoonnee  oorr  ddiivveerrtt  ttoo  vvooiicceemmaaiill  ttoo  ccoommpplleettee  uurrggeenntt  ttaasskkss            
2233  II  ddoo  nnoott  ffeeeell  ccoonnssttrraaiinneedd  bbyy  ttoooo  mmaannyy  uunnnneecceessssaarryy  rruulleess            
2244  II  lleeaavvee  tthhee  ooffffiiccee  wwhheenn  mmyy  wwoorrkk  iiss  ccoommpplleettee..  II  ddoo  nnoott  ffeeeell  ccoommppeelllleedd  ttoo  

ssttaayy  jjuusstt  bbeeccaauussee  ootthheerrss  aarree  ssttiillll  tthheerree  
          

2255  II  ffeeeell  wwee  aarree  aallll  ttrreeaatteedd  ffaaiirrllyy..  II  ddoo  nnoott  sseeee  oorr  eexxppeerriieennccee  ffaavvoouurriittiissmm            
2266  II  ffeeeell  aacckknnoowwlleeddggeedd  ppuubblliiccllyy  ffoorr  mmyy  ssuucccceesssseess..  AAnnyy  ccoonnssttrruuccttiivvee  ccrriittiicciissmm  

iiss  ggiivveenn  iinn  pprriivvaattee  
          

2277  TThheerree  aarree  nnoo  cclleeaarr  ““ffaaccttiioonnss””  iinn  oouurr  ccoommppaannyy            
2288  II  aallwwaayyss  ffeeeell  II  ccaann  eexxpprreessss  mmyy  ooppiinniioonn  wwiitthhoouutt  ffeeaarr  ooff  bbeeiinngg  mmaarrggiinnaalliisseedd  

oorr  lloossiinngg  ffaavvoouurr..  II  ccaann  aallssoo  ttaallkk  ooppeennllyy  aabboouutt  mmyy  ffuuttuurree  aanndd  aammbbiittiioonnss  
          

2299  WWhhiillee  II  mmaayy  bbee  ““llooyyaall””  II  ddoo  nnoott  ffeeeell  oobblliiggaatteedd  ttoo  mmyy  eemmppllooyyeerrss            
3300  MMyy  ffeeeelliinnggss  aanndd  ooppiinniioonnss  aarree  oofftteenn  aasskkeedd  aanndd  lliisstteenneedd  ttoo,,  nnoo  mmaatttteerr  wwhhaatt  

mmyy  ppoossiittiioonn  iinn  tthhee  ccoommppaannyy  hhiieerraarrcchhyy  
          

 
Please return after ticking the questions to : alsbr33@yahoo.com

Thank you very much 
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Appendix 2: Leaders’ Questionnaire [2] 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

LLeeaaddeerrss’’  QQuueessttiioonnnnaaiirree  
  
TThhee  ppuurrppoossee  ooff  tthhiiss  ppaappeerr  iiss  ttoo  iiddeennttiiffyy  aanndd  mmeeaassuurree  tthhee  mmoottiivvaattiioonnaall  aanndd  ccooaacchhiinngg  tteecchhnniiqquueess  tthhaatt  
aarree  iimmpplleemmeenntteedd  iinn  yyoouurr  oorrggaanniissaattiioonn  aanndd  hhooww  mmuucchh  tthheeyy  aarree  eeffffeeccttiivvee  aanndd  wweellll--ddeevveellooppeedd..      
  

IInnssttrruuccttiioonn::  
Indicate how much you agree with the following statements which reflect the occurrence of 
motivation zappers. Please tick [ ] the option that fits your style in a work environment for 
each statement. 
  
Questionnaire Keys:  
SA= strongly agree, A= agree, N= neutral (neither agree/ disagree), D= disagree, SD= 
strongly disagree     
  
                        SSttaatteemmeennttss                                        SSAA          AA          NN          DD        SSDD  
11  II  aarrrriivvee  aatt  tthhee  ooffffiiccee  oonn  ttiimmee  aanndd  ddoo  nnoott  lleeaavvee  eeaarrllyy            
22  II  eexxppeecctt  tthhee  ssaammee  lleevveellss  ooff  aaccccuurraaccyy  iinn  mmyy  oowwnn  wwoorrkk  aass  mmyy  eemmppllooyyeeeess’’            
33  II  ddoo  nnoott  bbllaammee  ootthheerrss..  II  ttaakkee  rreessppoonnssiibbiilliittyy  ffoorr  mmyy  ppaarrtt  iinn  mmiissttaakkeess            
44  II  eennccoouurraaggee  aa  ‘‘nnoo  bbllaammee’’  ccuullttuurree  wwhheerree  ssttaaffff  aarree  aabbllee  ttoo  aaddmmiitt  mmiissttaakkeess  

aanndd  lleeaarrnn  ffrroomm  tthheemm  
          

55  II  ddoo  nnoott  kkeeeepp  sseeccrreettss  ffrroomm  mmyy  eemmppllooyyeeeess            
66  II  ddoo  nnoott  eennccoouurraaggee  ggoossssiipp  oorr  rruummoouurr              
77  II  sseett  hhiigghh  eetthhiiccaall  ssttaannddaarrddss  ffoorr  mmyy  bbeehhaavviioouurr  ttoowwaarrddss  eemmppllooyyeeeess  aanndd  hhoolldd  

mmyysseellff  ttoo  tthhoossee  ssttaannddaarrddss  
          

88  II  eennssuurree  tthhaatt  ssttaaffff  hhaavvee  tthhee  ttrraaiinniinngg  tthheeyy  rreeqquuiirree            
99  II  ppaarrttiicciippaattee  iinn  ttrraaiinniinngg  aanndd  ccooaacchhiinngg  ttoo  iimmpprroovvee  eemmppllooyyeeeess’’  sskkiillllss  aanndd  

ccoommppeetteenncciieess    
          

1100  EEmmppllooyyeeeess  hhaavvee  aann  aaccttiivvee  rroollee  iinn  ddeevveellooppiinngg  oobbjjeeccttiivveess  ffoorr  tthheemmsseellvveess,,  
tthheeiirr  tteeaamm  aanndd  tthhee  ccoommppaannyy  aass  aa  wwhhoollee..    

          

1111  II  rreegguullaarrllyy  cchheecckk  tthhaatt  oobbjjeeccttiivveess  bbeettwweeeenn  ddiiffffeerreenntt  ppaarrttss  ooff  tthhee  tteeaamm  oorr  
ccoommppaannyy  aarree  mmaattcchhiinngg..  EEvveerryyoonnee  ppuullllss  ttooggeetthheerr  ffoorr  tthhee  ssaammee  eenndd  rraatthheerr  
tthhaann  ccoommppeettiinngg  ffoorr  ddiiffffeerreenntt  rreessuullttss..  

          

1122  II  hhaavvee  aa  cclleeaarr  ssyysstteemm  ffoorr  hhaannddlliinngg  eemmppllooyyeeee  ddiissccoonntteenntt            
1133  EEmmppllooyyeeeess  aarree  aawwaarree  ooff  tthhee  ssyysstteemm  ffoorr  hhaannddlliinngg  ddiissccoonntteenntt  aanndd  ffeeeell  

eennccoouurraaggeedd  ttoo  uussee  iitt  ttoo  aaddddrreessss  pprroobblleemmss..    
          

1144  MMeemmbbeerrss  ooff  mmyy  tteeaamm  ddoo  nnoott  aasskk  mmee  ssiimmppllee  qquueessttiioonnss..  SSiiggnniiffiiccaanntt  mmaatttteerrss  
aarree  bbrroouugghhtt  ttoo  mmyy  aatttteennttiioonn..  BBuutt  ssmmaalllleerr  cchhaalllleennggeess  aarree  ccoonnssiiddeerreedd  aanndd  
rreessoollvveedd  bbyy  tthhoossee  rreessppoonnssiibbllee..  II  aamm  nnoott  bbootthheerreedd  bbyy  mmiinnoorr  mmaatttteerrss..  

          

1155  II  ddoo  nnoott  bbuuiilldd  rraappppoorrtt  wwiitthh  mmyy  tteeaamm  bbyy  sshhaarriinngg  mmyy  wweeaakknneesssseess  aanndd  ffeeaarrss..  II  
aamm  hhoonneesstt  bbuutt  pprrooffeessssiioonnaall..  

          

1166  EEmmppllooyyeeeess  aarree  eennccoouurraaggeedd  ttoo  mmaakkee  mmiissttaakkeess..              
1177  EEmmppllooyyeeeess  tteellll  mmee  wwhheenn  mmiissttaakkeess  hhaavvee  bbeeeenn  mmaaddee,,  hhooww  tthheeyy  hhaavvee  bbeeeenn  

rreeccttiiffiieedd  aanndd  wwhhaatt  tthhee  kkeeyy  lleeaarrnniinnggss  aarree  ffrroomm  ssuucchh  mmiissttaakkeess..  
          

1188  II  hhaavvee  aa  ccooaacchh  oorr  mmeennttoorr  wwhhoo  kkeeeeppss  mmee  ffooccuusseedd  aanndd  mmoottiivvaatteedd  aabboouutt  mmyy  
wwoorrkk..  

          

1199  II  ddoo  nnoott  tteeaacchh..  IInnsstteeaadd  II  lleeaadd,,  sshhaarree,,  eennccoouurraaggee  aanndd  ssttiimmuullaattee  tteeaamm  
mmeemmbbeerrss  ttoo  ggrrooww,,  ddeevveelloopp  aanndd  lleeaarrnn..  

          

2200  II  ttrruusstt  mmyy  ssttaaffff  aanndd  tthheeiirr  ccaappaabbiilliittiieess  ttoo  hhaannddllee  wwoorrkk  mmaatttteerrss..              
 
Please return after ticking all the questions to: alsbr33@yahoo.com

Thank you very much 
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Appendix 3: 

Case Summery of Questionnaire [1] is attached to the thesis file.  

 

Appendix 4: 

Case Summery of Questionnaire [2] is attached to the thesis file.  
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