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The Measurement of Employment
Satisfaction

Summary

A study of satisfaction was conducted, as part of the Work Ad-
justment Project, to develop criterion measures of satisfaction, and
to add knowledge concerning satisfaction with employment among
the physically handicapped. The instruments used in data collection
were the Industrial Relations Center’s Employee Attitude Scale,
the Hoppock Job Satisfaction Blank and 22 experimental job-atti-
tude items. The samples consisted of 638 physically handicapped
persons and 530 “controls” (non-handicapped co-workers of the
physically handicapped workers). The handicapped and control
samples were classified into four occupational groups (non-skilled
blue-collar, skilled blue-collar, non-skilled white-collar, skilled
white-collar), making a total of eight groups for study. The analysis
proceeded as follows:

1. Mean item score differences between handicapped and control
groups, between skilled and non-skilled groups, and between blue-
collar and white-collar groups, were tested for statistical signifi-
cance using an analysis of variance method.

2. For each group, an inter-item correlation matrix was com-
puted. This matrix was then subjected to cluster a~ ~

3. Treating each cluster as a scale, mean standardized scale scores
were computed for each scale. Analysis of variance was used to
test the significance of differences (a) among scales, for each group
separately, and (b) among groups, for each scale separately. Hoyt
reliability coefficients were computed for all scales.

4, An inter-scale correlation matrix was computed for each
group. Each matrix was factor analyzed.

5. For each scale, response choices were reweighted using the
reciprocal averages method. New scale scores for individuals were
then computed and a new inter-scale correlation matrix was deter-
mined for each group. The new matrices were factor analyzed. Hoyt
reliability coefficients were recomputed for the new scales,
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MINNESOTA STUDIES IN VOCATIONAL REHABILITATION

Following are the principal results of the study:

1. Scales for measuring different components of satisfaction were
developed for each group studied. These scales are, for the most
part, highly reliable and independent. Procedures for use of the
scales are discussed.

2, In general, satisfaction is “organized” in similar fashion for
each of the eight groups studied. Five components or areas of satis-
faction (each measured by a scale) are found in common for all
groups: general job satisfaction, satisfaction with working condi-
tions, with supervision, with compensation, and with co-workers.
General job satisfaction represents the worker’s satisfaction-in-
general with his adjustment to work. This includes satisfaction with
his present job, his occupation and his company. The other compon-
ents represent satisfaction with more specific aspects of the work
situation (i.e., with working conditions, supervision, compensation
and co-workers).

3. While the “organization” of satisfaction into scales is general-
ly similar for all the eight groups, significant differences are ob-
served among the groups. For example:

a. A “sensitivity” scale appears for all but the skilled white-
collar groups (both handicapped and control). This scale represents
the worker’s sensitivity about his position in the social structure of
the world of work. For the blue-collar workers it constitutes a more
prominent area to be considered in judging satisfaction than for
white-collar workers.

b. A “satisfaction-with-company” scale appears. only for
skilled blue-collar workers, both handicapped and control. Appar-
ently for these workers, satisfaction with the company is an area of
satisfaction separate and distinct from general job satisfaction.

c. A “satisfaction-with-type-of-work™ scale appears for the
handicapped, skilled blue-collar group only. This scale seems to per-
tain to occupational rather than job satisfaction.

d. Differences in scale content are observed more frequently
between occupational groups (i.e., skilled vs non-skilled, blue- vs
white-collar) and less frequently between handicapped and control
groups.
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4, Differences in the “organization” of satisfaction, therefore,
tend to be associated mainly with occupational differences, and
only to a lesser extent with presence or absence of disability. How-
ever, presence or absence of disability tends to be the more im-
portant factor in determining the level of satisfaction expressed
by workers. Level of satisfaction for the handicapped groups is con-
sistently lower than that of their control counterparts in all areas
of satisfaction. '

5. For most groups, satisfaction with co-workers was at the high-
est level, followed (in order of satisfaction level) by satisfaction
with supervision, satisfaction with working conditions, general job
satisfaction, and lastly by satisfaction with compensation.

6. The factor analysis results suggest the following:

a. among the blue-collar workers, the “human relations” fac-
tor tends-to have larger significance in the satisfactions of the
non-skilled than of the skilled. The handicapped, in contrast to
the controls, tend to single out the physical aspects of the work
environment as a separate factor in their satisfactions.

b. for the white-collar workers, the dominant factor is “satis-
faction with employment in general” or “satisfaction with the
conditions of work” which includes satisfaction with supervision
and compensation. The “human relations” factor is less promin-
ent (in comparison with its role in the blue-collar workers’ sat-
isfactions). The handicapped differ from the controls only in em-
phasis, ie., both factors are about equally prominent for the
handicapped, while the controls deemphasize the “human rela-
tions” factor.



Introduction

During the past three years, the Vocational Rehabilitation Re-
gional Research Center at the Industrial Relations Center has en-
gaged in research on the problem of vocational outcome criteria.
This problem was given highest priority after earlier research ef-
forts pointed to the need for adequate measures of carefully and
well chosen vocational outcome criteria. These outcome criteria are
needed to assess the effectiveness of vocational rehabilitation pro-
grams as well as other vocational counseling service activities. Im-
provement of techniques in counseling, training, placement and
other phases of vocational rehabilitation depends in large measure
upon knowledge of outcomes associated with the use of these tech-
niques. Evaluation of counselors is facilitated by information on
counseling outcomes. Caseload management is more effectively un-
dertaken with 'the knowledge of case outcomes. Research in voca-
tional rehabilitation would profit immensely from the availability
of outcome criterion measures. It is evident that progress in many
phases of vocational rehabilitation is contingent upon advances in
the knowledge of outcome criteria.

As a first step, an exhaustive study of the research literature on
outcome criteria was undertaken. This study resulted in the formu-
lation of “work adjustment” as the concept most appropriately in-
tegrating the various outcome criteria. Bulletin X of the Minnesota
Studies in Vocational Rehabilitation series, entitled “A Definition
of Work Adjustment,” reviews the research literature and devel-
ops a comprehensive research definition of the concept. The follow-
ing paragraphs are intended to supplement Bulletin X. .

“Work adjustment” is conceptualized as being indicated by two
complementary classes of criteria: satisfaction and satisfactoriness.?
Satisfaction indicates work adjustment as viewed by the jndividual,
i.e., the employee, while satisfactoriness presents work adjustment
from the employer’s viewpoint. Measures of satisfaction reflect the
individual’s evaluation of his work environment (i.e., his working
conditions, his “boss,” his compensation, his co-workers, etc.) The
individual brings to the work environment a unique history and a

1 Minnesota Studies in Vocational Reéhabilitation: X. A Definition of Work Adjust-
ment. Bulletin 30, May, 1960.

s Heron, A. Satisfaction and satisfactoriness: complementary aspects of occupational
adjustment. Occup. Psychol., 1954, 28, 140-153.
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set of capacities and skills which he expects to use on certain tasks.
The individual has certain expectations concerning the work en-
vironment and a set of “work” attitudes which presumably grow
out of, and are affected by, the fulfilment or non-fulfillment of his
expectations. These attitudes constitute the individual’s evaluation
of his work environment, i.e., his satisfaction. Optimal work adjust-
ment from the individual's point of view would thus be when the
individual evaluates his work situation as “satisfying.”

The employer, on the other hand, attempts to utilize his em-
ployee’s’skills and capacities to the fullest extent by providing the
employee with a predictable framework within which to work. The
predictability of the framework is maintained through a set of rules
which specify what is expected of the employee in the performance
of his job. From time to time, the employer evaluates the employee’s
performance as a check on the employee’s activity and as a means
of attaining his the employer’s) goals. The employee is judged
“satisfactory” if he conforms to these requirements and “unsatis-
factory” if he fails to conform.

This concept of work adjustment not only evolves from the in-
tegration of past research findings; it may also be seen as the logi-
cal consequence of employment in a free society. In a free society,
employee and employer enter voluntarily into the employment rela-
tionship. Within broad limits, employee and employer are both free
to make employment decisions. For example, the employee decides
when and where he will seek employment. The employer, on the
other hand, decides what will be required of his employees in terms
of qualifications and effort or output. The employee may decide to
remain with the firm or to leave it. The employer may decide to re-
tain the employee or to discharge him. It is to be presumed that
such decisions are influenced to a significant degree by the em-
ployee’s, and/or the employer’s evaluation of the employment rela-
tionship, that is, by the worker’s “satisfaction” and “satisfactori-
ness.”

Future action by employee and employer is expected to be based
at least partially on these evaluations. Assuming a labor market
which is not highly restrictive, the employee or the employer or
both may initiate action. Thus, a dissatisfied employee quits the
firm and looks for a new job, or an unsatisfactory employee is fired.
A satisfied, satisfactory employee remains and is retained. If move-
ment is difficult, other types of behavior are to be expected. A dis-
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satisfied employee who cannot find another job may be expected to
show signs of “psychological job withdrawal,” such as a higher ab-
sence or tardiness or accident record. An unsatisfactory employee
who cannot be fired may be faced not only with a “pay freeze” but
even with a downgrading of his job. Work adjustment is thus an
equilibrium-type concept.

Since satisfaction and satisfactoriness are expected to lead to
several kinds of action, a behavioral component of work adjustment
is needed. For this reason, work history is added as a third indica-
tor to “round out” the definition of work adjustment. This indica-
tor shows the movement of the worker from job to job, how long he
stays on each job, how he progresses within a firm, whether he
leaves a firm voluntarily or not, and how long he is unemployed
between jobs. How satisfaction, satisfactoriness and work history
are defined, measured and linked together constitutes the basic
problem of the Work Adjustment Project.

The previous paragraphs and, in more detail, Bulletin X of the
Minnesota Studies in Vocational Rehabilitation series, have defined
work adjustment and its three indicators: satisfaction, satisfactori-
ness, and work history. It remains to determine empirically the sig-
nificant components of each indicator, and to combine these com-
‘ponents if possible into a single criterion of work adjustment. It is
also necessary to “explain” work adjustment, that is, to determine
how various factors affect it, factors such as presence of a disability,
sex, age, education, family circumstances, prior work experience,
differential patterns of vocational aptitudes and interests, person-
ality factors, institutional factors (e.g., unionization) and eco.aomic
factors (e.g., state of the labor market).

The present bulletin is the first of a series of reports devoted to
the research problems listed above. It is concerned with the identi-
fication and measurement of the significant components of satis-
faction. The bulletin also examines the data on satisfaction among
physically handicapped workers, deriving conclusions therefrom.
Data and conclusions provide the necessary ‘baseline” knowledge
for a more effective use of the satisfaction measures which are de-
veloped in this report.



Methodology

This section describes the instruments used to obtain satisfaction
data, the samples of workers from whom satisfaction data were ob-
tained, and the process by which these data were obtained.

The Instrumentis
Two instruments were used to assess satisfaction:

1. A short form of the Hoppock Job Satisfaction Blank.? This con-
sists of four items, each of which requires the responding individual
to choose from among seven statements the one which best repre-
sents his opinion or his perception. A copy is shown in Appendix A.
One of the items is reproduced below as an illustration:

Choose the ONE of the following statements which best tells how

well you like your job. Place a check mark (/) in front of that
statement.

-——1. I'hateit.

—2. Idislike it.

——3. Idon't like it.

—4. Iam indifferent to it.
—b. Ilike it.

———6. I am enthusiastic about it.
7. Ilove it.

2. The Industrial Relations Center’s Employee Attitude Scale,
consisting of 54 items which attempt to measure employee attitudes
on seven aspects of work, namely, Working Conditions, Type of
Work, Supervision, Co-workers, Communications, Hours and Pay,
and General Morale.* The responding individual indicates his reac-
tion to each item by choosing one of five responses, namely, Strongly
Agree, Agree, Undecided, Disagree, and Strongly Disagree. A sample
item follows:

_There isn't a better Company to work for SA A U D SD
than this one. O0000

s Hoppock, R. Job satisfaction. New York: Harper, 1935,

¢ Yoder, D., Heneman, H, G., Jr., and Cheit, E. F. Triple audit of industrial rela-
tions. Industrial Relations Center Bulletin 11, August, 1951. See also: Fox, H., Albers,
W. 8., and Hellweg, Adele. Triple audit: Employee Anltudc Scale development and pre-
liminary norms. Industrial Relations Center Release 6, December, 1934,
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A copy of this scale is also shown in Appendix A. In addition, 22
experimental items were added to the Employee Attitude Scale.
These cover the areas of general job' satisfaction, supervision, co-
workers and pay and promotion. Appendix A includes these experi-
mental items.

Sampling Methodology

The following considerations entered into the sampling meth-
odology:

1. To define the “physically handicapped” precisely, the “handi-
capped” samples included only persons for whom medical diagnoses
of disability were available. To meet this requirement, the “physi-
cally handicapped population” was developed from lists of known
handicapped persons furnished by rehabilitation agencies and hos-
pitals. These institutions also furnished a medical diagnosis for each
person on the lists.

2. In order to determine if the presence of disability had any ef-
fect on satisfaction, it was necessary to compare the physically
handicapped worker with his non-handicapped counterpart. For
this reason, a “control” group of non-handicapped workers was ob-
tained to “match” each group of physically handicapped workers.
The method used to match handicapped and control samples is de-
scribed in detail in the Data Collection section which follows.

3. Research on job attitrdes and job satisfaction has consistently
shown differences among occupational groups in level and structure
of satisfaction, i.e., in the proportions of “satisfied” or “dissatisfied”
and in the elements and organization of the elements which make
up “satisfaction.”® This means that any study of satisfaction must
be undertaken with reference to a specified occupation or occupa-
tional group. Each occupational group must be studied separately,
and findings pertain only to the occupational group under study.

For the purposes of the research project, accupations were clas-
sified according to similarity in tasks or work activities (i.e., skill)
and similarity in work environment (i.e., “collar”). Skill was de-
fined in terms of the amount of formal training required and the

$ See, for exnmrle. Herzberg, F., et al., Job attitudes: review of research and opinion.
Pittsburgh: Psychol. Services, 1957.
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degree of control allowed the worker over his work setting. The
two categories used were:

(a) non-skilled—a position requiring no training beyond public
schools, short courses or company in-plant programs. The worker is
allowed little or no discretion or control over alternative methods
of performing the job;

(b) skilled—a position requirix{g trade or business school, col-
lege, or lengthy apprenticeship training. The worker has some con-
trol over his work methods and/or is allowed some individual de-
cisions.

“Collar” was defined in terms of closeness to product or equip-
ment used in production, methods of payment, and actual “dirti-
ness” of the work. The two categories used were:

(a) blue-collar—a position which is non-salaried. The worker
works on or delivers the finished product and is required to wear
some protective clothing or “work clothes”;

(b) white-collar—a position which is usually salaried, is staff,
service or clerical in nature, and which is “cleaner” than blue-collar
positions.

These categories, cross-classified, result in four occupational
groups: non-skilled blue-collar, skilled blue-collar, non-skilled
white-collar, and skilled white-collar.

A fifth occupational group, the professional, was added, for
which:

(a) skill requirements include a professional collegiate degree
and membership in professional associations. The worker has much
control over his work methods and is allowed a large area for in-
dividual decision;

(b) the work environment differs sufficiently from that of the
white-collar worker in the degree of latitude allowed the worker
in structuring his work environment.

Thus, for the present study, ten groups were required: two groups,
handicapped and control, for each of the five occupational categories
described above.
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Data Collection

The preceding sections outlined the kind of information and the
type of samples required in this study. The following data collection
procedures were used to meet those requirements:

. 1. A list of known physically handicapped persons (with medical
diagnoses) was obtained from rehabilitation agencies and hospitals
in the Minneapolis—St. Paul metropolitan area. Agencies cooperat-
ing included the Minnesota State Division of Vocational Rehabili-
tation (main office and Minneapolis and St. Paul district offices),
Minnesota State Services for the Blind, Minnesota State Employ-
ment Service, University of Minnesota Hospitals Rehabilitation
Center, University of Minnesota Student Counseling Bureau, Hen-
nepin County Welfare Board, Ramsey County Welfare Board, Fair-
view Hospital Rehabilitation Center, Goodwill Industries, Sister
Kenny Institute, Curative Workshop, Opportunity Workshop, Inc.,
Salvation Army Medical Services, Minneapolis Hearing Society,
Swedish Hospital,® United Cerebral Palsy of Minneapolis, Jewish
Vocational Service, Minnesota Association for the Deaf and St.
Paul Rehabilitation Center.

2.-Name and address of each potential subject were checked
against telephone and city directories to determine present address
and occupation. Approximately half (2,466) of about 5,000 names
obtained from the rehabilitation agencies and hospitals were found
to have usable current data on address, occupation and phone num-
ber.

3. Telephone contact was attempted with potential handicapped
subjects. When successful, the person was asked to participate in
the study and an appointment for a home interview was made. Con-
tact was attempted for 1,646 individuals. Of these, 438 refused to
participate, 155 were reported as deceased or as no longer rgsiding
in the city, and 1,153 were interviewed. Of those interviewed, about
a third were found to be self-employed, not working and not seek-
ing work, or were the wrong persons, and were not included in the
present study. With the elimination of the professional group,’ the
number of handicapped persons for this study totalled 638.

¢ Only those with severe and permanent disability (as identified by the medical
records librarian) were included in the list.

T See Sampling Methodolog{. When analysis of the data was started, the professional
groups were too small (N's of less than 30) to be included in the study.
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