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Factors Influencing the Decision of Buying Crispy Banana with Tamarind Jam VIA E-
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ABSTRACT

The automobile has been the most booming in India for decades. Indian automobile industry spread
globally, it has been an importance source of the country's economy. The purpose of this study is to explore
customer orientation of a selected automobile company in India and also indicated the level of satisfaction that
the customer perceives from the automobile services qualities. The current study extended customer orientation
of service employee model (COSE) for automobile services. 384 questionnaires were collected online from
customers of dealers of a selected automobile company in India. This study found that customer orientation are
the key sources of customer satisfaction and the satisfied customer leads to repurchase the product from the
service provider. This study confirmed the impact of customer orientation on customer satisfaction (B = 0.787),
customer satisfaction on repurchases intention (B = 0.673) and customer orientation has positive impact on
repurchase intention (B = 0.806). The current study found that the direct effect of customer orientation on
repurchase intention (B = 0.806) is stronger than the direct effect on customer satisfaction (B = 0.787).
Furthermore, the company should focus technical skill and ability to read and understand customer to achieve
customer satisfaction while extending technical skill and ability to deliver service for enhancing repurchase
intention.

Keyword: Customer Orientation, Customer Satisfaction, Repurchase intention, automobile industry

Introduction

India has prospered in technological fields, such as the automobile industry. Indian automobile industry
spread globally, therefore; a lot of profit is coming from overseas. According to Jadhao & Kedar (2016), Indian
auto industry is one of the largest automobile industries in the world while gross domestic product (GDP) increase
by 7.1 percent in fiscal year 2014-15. The automobile industry is influence by the two-wheeler segment, which
is over 76 percent of total vehicles manufactured in India. Sinha (2017). The automobile dealers offer service
includes speed-O-service, online service, door step service (DSS), 24x7 road side assistance, and quick repair.

Consumer orientation is key to achieve business goals in automobile industry. Consumer orientation
emphasizes on understanding consumers’ real needs and satisfying them better than competitors. Customer
orientation has a direct impact on the company and salesperson performance. A company market has two
primary dimensions one is customer orientation which is focused on the needs and wants of the customers, and
another one is competitive orientation, which emphasizes a focus on competitive threats (Cross et al., 2007).

According to Wang & Chen (2012), individual has emotions while customer satisfaction impact on

customer emotions. Therefore, emotions can be positive or negative. Positive emotions make customer pleasure
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and lead repurchase intention while negative emotions mean negative felling which may lead customers to
switch the organization. According to Kaura, (2013,) customer satisfaction indicated the firm ability to make a
profit because customer satisfaction enhances customer loyalty as well as repurchase intention since loyal
customer prone to make long term relationship which is beneficial for organization.

According to Hanzaee et al., (2011) previous researches focus on examining the effect of service quality
on customer satisfaction while limited research studied the role of customer orientation applying customer
orientation of service employee model in automobile service. Therefore, this research aims to explore the effect
of customer orientation on customer satisfaction and repurchase intention of the selected automobile company
in India.This study also intend to indicate the level of customer orientation, customer satisfaction, and repurchase
intention of the select company. This study contributes to extend customer orientation of service employee
model (COSE) in automobile service. The current study provides empirical evidence of the effect of customer
orientation of the after sales service on customer satisfaction and repurchase intention. This study also propose

managerial implication to improve after sales service to improve customer outcome.

Literature review
Customer orientation

Hennig-Thurau (2004) proposed customer orientation of service employee (COSE). This model influences
service firm success. COSE has four dimensions which are the impact on employee behavior for extending
customer orientation way.

The four dimensions are 1) technical skill, 2) social skill, 3) motivation, 4) decision-making authority.
Technical skills refer to technical knowledge that fulfills customer needs during the personal interaction process.
Social skill focuses on the service employee’s ability to take the customer's perspective during interactions,
visible, emotion, and conative. Motivation refer to customers motivated by employee’ s positive behavior. The
employee’ s self- perception of being able to behave in a customer-oriented way. The last dimension is self-
perceived decision- making authority which emerges when employee perceived authority to decide on an issue
that concerns customer interest and needs. This dimension enables employee-friendly behavior and competent
the way into actual behavior (Hennig-Thurau, 2004)

In addition, Donavan et al. (2001) developed a customer orientation scale appropriate for the service
industry. This scale, which was used in the current study consists of the following four facets: 1.) Pamper: need
to the customer pamper, to make customers feel special; 2.) Read: need to read customer, understand customer
desire; 3.) Deliver: need to deliver, the employee should deliver the performance in promise time, which make
customer satisfy; 4.) Personal relationship: need for a personal relationship, employees get to connect with
customers on a personal level.

Llonch & Lopez, (2015) suggested to apply ‘fit’ theory to study customer satisfaction in relation to
customer orientation. ‘Fit’ theory defined, which employee is fit for the job. It also includes whether the
employee is suitable for the organization environment. It focuses on finding the right person who can equivalent
the goal between the organization and an individual which predicts the long-term relationship between customer
orientation and outcomes. This would lead the firm to have a good relationship with the customer. Consequently,
customer orientation would increase customer satisfaction.

Customer satisfaction
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Oliver (1980, 1997) introduced disconfirmation of expectation paradigm. This paradigm is a customer
satisfaction concept that measure how products or services provider meet customer expectations (Huang, 2015).
Thus, customer expectation and ability of serve customer are essential in automobile service business.

According to Kopalle & Lehmann, (2001), previous authors assumed that expectation is based on
information, such as advertisement. High expectation increase satisfaction level and lower expectations decrease
satisfaction level. Decrease expectations might increase future satisfaction. For example, customer hopes to get
an offer from automobile company but customer expects to be rejected. Consequently, the result will be
potential satisfaction.

Repurchase intention

According to Miniard & Cohen, (1981), Fishbein introduced the model for the prediction and explanation
of specific behaviors. This model has two major factors which are a personal or attitudinal and social or normative
factors, which influences in attempting to explain the formation of behavioral intention. Thus, this would explain
how antecedents enhance repurchase intention of automobile service.

Repurchase intention is an individual judgment of customer, while perceived product performance fulfill
customer expectation, then customer feel satisfied and want to purchase the product again from a certain
organization (Ariffin et al,, 2016).

A recent study shown that customer satisfaction has a positive impact on repurchase intention (Balla et
al., 2015). The study focus on automotive customers in Sudan. A total of 500 questionnaires were distributed
randomly and the overall response rate was 63%. The finding of this research asserted that customer satisfaction
has a significant positive relationship with repurchase intention (Balla et al., 2015). According to Nilsson et al.,
(2001) customer orientation has positive impact on customer satisfaction. The study focused on automotive
companies, i.e. Maruti, Udyog, Hyundai Motor Ltd, Tata Motor Ltd. Data was collected from multiple respondents,
i.e., executive’ s employees and customer. The finding of the research asserted that customer orientation has
positive impact on customer satisfaction. Jyoti et al., (2012)

Hypotheses development

Customer orientation skill is very important for the organization and every employee needs customer
orientation skill because there is high contact between employee and customer. As a result of the attitude of
servicing, employee make a great influence on customer satisfaction (Li et al., 2019). Consistently, Customer
orientation an important and positive predictor of service worker performance and it impacts customer
satisfaction (Tseng, 2019). Therefore, this study proposed

Hypothesis 1: Customer orientation has a positive impact on customer satisfaction.

According to Hellier et al., (2003), customer satisfaction strongly has positive impact on repurchase
intention. Customer satisfaction is a very important factor and it is the only one of the many variables that can
influence repurchase intention. Satisfaction leads to increase repurchase and satisfaction positively associated
with repurchase intention (Vigripat & Chan, 2007). Satisfaction is a positive affective reaction to an outcome of a
prior experience. Satisfaction is antecedents of consumer repurchase intention therefore increase satisfaction
would increases repurchase intention (Sahin et al., 2012). Therefore, this study proposed

Hypothesis 2: Customer satisfaction has a positive impact on repurchase intension.

In addition, according Kim and Ok (2010), they study on 299 respondents of full-service restaurants in a
Midwestern state of the United States. They confirm that customer orientation has positive impact on repurchase
intention. According to Jones et al., (2000) satisfaction is a judgment based on all previous experiences with

organization because of customer orientation employees can understand customer real needs of customers.
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Conceptually, higher levels of core-service satisfaction reduce customer switching service behavior. Therefore,
this study proposed.
Hypothesis 3: Customer orientation has a positive impact on repurchase intension.
Conceptual framework:
The study explores the effect of customer orientation on customer satisfaction and on repurchase

intention. This study also examine the impact of customer satisfaction on repurchase intention.

Figure 1 Research Model

] ] H1 ] ] H2 . .
Customer orientation Customer satisfaction Repurchase intention

\ i)

H3

Methods
Subjects

This study randomly distributed 1,000 online questionnaires to the customers of the selected automobile
company. The study collected the data from 384 respondents who are the customer of a selected automobile
company in India. According to Cochran (1963) in determining the sample size unknown population number, the
sample size of 384 with 95% level of precision should be adequate for the analysis. Among the total number of
respondents, 58.6% of them are male and 41.4% of respondents are female. Most of respondents (50.5%) are
between the ages of 31-45 years. Majority of them (55.2%) are the full-time employee. Similarly, most of them
(53.9%) obtained master degree. Most of respondents (47.7%) earn INR 50,000-69,999 monthly. The majority of
respondents (70.8%) have driving experience between 3 to 6 years. Among them, 95.3% of respondents has their
own car. Likewise, most customers prefer mid-size cars (66.9%). Most of them (69.3%) has been owned the car
for three to seven years. Most respondents (95.6%) intend to buy the same auto brand again. Most of respondents
(60.7%) visit selected automobile service twice a year.

Table 1 : Sample characteristics

Frequency % Frequency %
Gender  Female 159 41 Vehicle No 18 5
Male 225 59  Ownership  Yes 366 95
Age 18-25 Years Old 14 4 Auto Model  Economy/Compact 30 8
26-30 Years Old 148 39 Mid-size car 257 67
31-45 Years Old 194 51 SUV car/Vans 93 24
45 Years Above 28 7 truck 4 1
Occupation Business owner 111 29 Vehicle < 3 years 96 25
Full-time Ownership
Employee 212 55  duration > 8 years 22 6
Part-time
Employee 29 8 3 -7 years 266 69
Retired Person 15 4 Repurchase No 17 4
Student 17 4 Yes 367 96
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Table 1 : Sample characteristics (continue)

Frequency % Frequency %
Education Graduate 207 54 Current Ashoke Laylend 6 2
< Undergraduate 8 2 Brand Eicher Motors 2 1
Hidustan Motor
Posteraduate 15 4 LTD 9 2
Undergraduate 154 40 Honda Motors 4
Income Mahindra &
>= 100,000 rs 2 1 Mahindra 5 1
30,000 - 49,999 rs 132 34 Maruti Suzuki 3 1
50,000 - 69,999 rs 183 48 Tata motor limited 355 92
70,000 - 99,999 rs 29 8 Frequency once a year 139 36
of the thrice a year or
< 30,000 rs 38 10 dealer visit more 12 3
Driving > 6 years 24 6 twice a year 233 61
Experience < 2 years 88 23
3 -6 years 272 71

Measurement items

The measurement items of four dimensions of customer orientation include 8 items For Pamper, The 2
measurement items were adopted from Donavan & Hocutt, (2001). “They make me feel so special”, “they give
importance to my problem”.

For read customer’s needs, The 2 measurement items were adopted from Donavan & Hocutt, (2001)
“they talk with me for understand my need”, “employee generally knows what | want before | ask”.

For deliver, The 2 measurement items were adopted from Donavan & Hocutt, (2001). “The service
provider delivers the service on time”, “they feel us safe because they have confidence on their service”.

For personal relationship, The 2 measurement items were adopted from Donavan & Hocutt, (2001). “The
service provider interacted with me personally”, “they know my name”.

This study also includes items from Hennig-Thurau (2004) that include four dimensions: technical skill,
social skill, motivation, decision-making authority.

The measurement items of four dimensions of customer orientation of service employees (COSE) include
9 items.

For Technical skills, The 3 measurement items were adopted from Hennig-Thurau (2004). “Tata motors
staffs have a high level of knowledge”, “Tata motors staffs are experts in their job”, and “Tata motors staffs are
highly competent”.

For Social skills, The 2 measurement items were adopted from Hennig-Thurau (2004). “Tata motors staffs
are able to consider their customers’ perspective”, and “Tata motors staffs know how to treat a customer well”.

For Motivation, The 2 measurement items were adopted from Hennig-Thurau (2004). “Tata motors staffs
show strong commitment to their job” and “Tata motors staffs do their best to fulfill their customers’ needs”.

For Decision-making authority, The 2 measurement items were adopted from Hennig-Thurau (2004). “Tata
motors staffs are allowed to decide autonomously in customer matters” and “Tata motors staffs have appropriate

room for maneuver in solving customer problems”
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For customer satisfaction, the four measurement items were adopted from Pizam & Ellis, (1999). The

» o«

items are “I am satisfy on performance of quality and management system”, “| get the facility and service, which

» o«

are Hours of operation, Employee appearance, and the helpful attitude of employees”, “I am satisfied with the
service experience”.
For repurchase intention, the six measurement items were adopted from Dhanabalan et al. (2018). It

” o«

includes, “The service provider delivery within the time”, “the service provider service our car as soon as possible
and along with low price”, “the dealership give me pick up and drop service”, “the dealership is reliable for me
because when | need help they give me responded quickly”, “ | would like to purchase the car from certain
company”.

Validity and reliability test

Confirmation factor analysis was conducted to check validity. Revised model of confirmatory factor
analysis has P-value of all items that are statically significant. Some of the items are removed from the original
model for low loadings. GFI, ILI, and CFl has the value above 0.9 (GFI = 0.91, TLI=0.93, CFI=0.93) confirming model
fit based on Hu and Bentler (1999). Meanwhile, RMSEA is 0.045 which is less than 0.08 confirming reasonable fit
based on MacCullum, Browne, and Sugawara (1996).

Factor loadings of customer satisfaction are above 0.60 while those of customer orientation and
repurchase intention are above 0.5. Except, one item of customer orientation and repurchase intention has 0.4
loading but still should be kept in the model. Hence, all three variables confirm validity Nunnally and Bernstein,
(1994). The study found that all variables have sufficient convergent validity and reliability. In addition, the
composite reliability and Cronbach’s alpha of variables exceeded 0.7, showing internal consistency for reliability.
This study employed Cronbach’s Alpha to test the internal consistency of measurement items of each variable.
All variables have Cronbach’s Alpha value above 0.7 which reflected that all variables have high internal

consistency.

Table 2: Validity and reliability test

Cronbach’s Composite Number of
Variables Loadings Alpha Reliability ltems
Customer orientation 0.41-0.64 0.886 0.887 17
Customer satisfaction 0.60 - 0.78 0.691 0.797
Repurchase intention 0.46-0.72 0.689 0.709

Findings

The findings of hypothesis 1 suggested that customer orientation has positive impact on customer
satisfaction (p = 0.000, B = 0.787). This study also confirmed hypothesis 2 that customer satisfaction has positive
impacts on repurchase intention (p = 0.000, B = 0.673). In addition, this study also confirmed hypothesis 3 that
customer orientation has positive impact on repurchase intention (p = 0.000, B = 0.806). Thus, all three

hypotheses are supported.
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Table 3: Hypothesis 1 coefficient

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sie.
(Constant) 786 132 5.974 .000
Customer
1 Orientation 787 .038 130 20.879 .000

a. dependent variable: Customer satisfaction

Table 4: Hypothesis 2 coefficient

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) 1.145 129 8.859 .000
1 Customer Satisfaction 673 .037 .686 18.420 .000

a. dependent variable: Repurchase intention
Table 5: Hypothesis 3 coefficient

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) 713 122 5.841 .000
1 Customer Orientation .806 .035 163 23.063 .000

a. dependent variable: Repurchase intention

For the correlation analysis as shown in table 6, all dimensions of customer orientation are significantly
correlated to customer satisfaction and repurchase intention. This study found that technical skill of customer
orientation has the highest correlation with customer satisfaction and repurchase intention (0.607, 0.658)
respectively compared to other dimensions of customer orientation. Meanwhile, pamper has the least correlation

with customer satisfaction and repurchase intention (0.394, 0,403) compared to other dimensions of customer
orientation

Table 6: Correlation among dimensions of customer orientation, customer satisfaction, and repurchase intention

Pamper  Read Deliver  Personal Technical Social Motivation  Decision
Customer o o . o o o o o
) _ .394 579 544 492 .607 .539 504 419
satisfaction
Repurchase . o . - . . . .
40 577 616 550 .658 576 536 .509

intention

** Correlation is significant at the 0.01 level (2-tailed).
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Discussion and Conclusion

This study explores the impact of customer orientation on customer satisfaction and repurchase intention
as well as the impact on customer satisfaction on repurchase intention. This study confirmed the impact of
customer orientation on customer satisfaction (B = 0.787). This finding is consistent with Tseng (2019) which
suggested that trying to help the customers make purchase decisions that will satisfy customer needs. Customer
orientation has significant effects on customers’ satisfaction with the service worker, financial service worker
etiquette could have a positive impact on customer satisfaction. Also, it is consistent with the finding of Li et al.
(2019) In order to meet customer expectation, the attitude of service employees has a great influence on
customer satisfaction, service delivery, and the needs of customers. Customer orientation also improve service
quality of the company (Wang, et al, 2019)

Similarly, this study confirmed the impact of customer satisfaction on repurchases intention (|3 = 0.673).
This finding is consistent with the research result of Hellier et al., (2003) which concluded that customer
satisfaction with a service is a major factor. Because of customer satisfaction, customers return to the same service
provider. Customer satisfaction is only one of the many variables that can impact customer repurchase intention.
Also, it is consistent with the finding of Elbeltagi & Agag, (2016) found satisfaction and attitude to be major
antecedents of customer repurchase intention.

In addition, this study found that customer orientation has positive impact on repurchase intention (B =
0. 0.806). The finding is consistent with Kim & Ok (2010) that confirm the impact of customer orientation on
repurchase intention. Furthermore, this study found that the direct effect of customer orientation on repurchase
intention (B = 0.806) is stronger that the direct effect on customer satisfaction ([ =0.787). Thus, the company
should develop strategy to retain current customer so that they will repurchase product or revisiting services of
the automobile company. Meanwhile, the automobile company should strictly apply customer orientation
concept to improve the business performance as it has very strong impact on customer satisfaction.

In addition, this study found that technical skill has the highest correlation with customer satisfaction
and repurchase intention. Thus, the company should ensure that the service staffs are strongly knowledgeable
about the automobile services and have high competent to serve the customers. In contrast, pamper has the
least correlation with customer satisfaction and repurchase intention. Thus, the company should focus on other

dimensions of customer orientation to improve customer outcome.

Managerial Implication

The automobile should continue to gives importance to customer problem, recognize customer want
before ask as well as paying close attention the customers which makes the customer very special and customer
feel like he or she is only one customer. So that the automobile can achieve a higher level of customer
satisfaction. Furthermore, the company should train the staff to be an expert in automobile service to achieve a
higher level of customer satisfaction. The automobile in India should also have focus on keeping securely
customer personal information, improving waiting lounge, adequate transportation service (e.g. pickup, drop up,
and free rental car). Therefore, the application of customer orientation would enhance customer satisfaction and

repurchase intention which will lead to advancement of overall corporate performance.

Limitation and recommendations for future research
The current research focus on customer orientation of the after-sales service of a selected automobile

company in India. The future research should include service quality and service recovery in the analysis so that
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the study can identify the importance dimensions of service quality in automobile business. The study might
adopt Auto SERVQUAL in the future research. Further research should also include brand relationship and brand
commitment in the analysis.
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ABSTRACT

In recent years, the issue of shortage of nursing staff has become a great concern in the health sector of most
countries including Thailand and measures to evade a sustained effect has been a global effort for the health of
the populace and the economy as well. This may be as a result of migration, work-life imbalance, advancement
in technology, turnover, ageing and retirement of workforce. The objectives of the research were to examine the
impact of organizational justice and employee engagement on nurses’ job satisfaction and intention to stay and
provides suggestions to improve the hospital’s overall performance through continuous evaluation of nurses
(employees) perception of organizational operations. The study was conducted among nurses of a public Hospital
in Thailand in October 2020 and a descriptive approach and quantitative methods were employed for collection
and analysis of data. The data was collected via distribution of questionnaires and a total of 261 questionnaires
were used for analysis. Data evaluation involved the use of descriptive analysis and linear regression was used to
test hypotheses. The research findings showed positive significant relationships between organizational justice
and job satisfaction (P-value < 0.05, B = 0.651), employee engagement and job satisfaction (P-value < 0.05, B =
0.558) and confirmed relationship between job satisfaction and intention to stay (P-value <0.05, B = 0.248). The
study based on the findings suggests that hospital management should occasionally evaluate nurses’ perception
of organizational behavior and given the platform for interaction, sharing their opinion on how to improve their
work for all to benefit.

Keywords : organizational justice, employee engagement, job satisfaction, intention to stay, nurse, public hospital

Introduction

Human resources are key ingredients in every social system and very necessary in the delivery of health care
(Joseph & Huber, 2015). Nurses form an integral part of the health care system and their efforts, engagement and
commitment are needed to achieve the desired result. Therefore keeping a constant supply of nurses becomes
paramount for achieving populations’ health. Unfortunately, this has not been the case in recent years as there
has been an overwhelming shortage of nurses globally and this has had an unpalatable effect on the health and
wellbeing of the population (Sawaengdee et al., 2016). A report from the International Council of Nurses (2002)
showed that nurses represents the largest percentage of health care professionals and take care of 80% of
patients globally, this was also corroborated by WHO in their world health data platform - the global health
observatory (GHO)- in the article it was observed that over 50% of the national health workforce comprised of
nurses and midwives, more than 55% of the member states reported that the number of nursing and midwifery
personnel were below 40 per 10,000 population while 23% of the member states reported below 10 personnel.
Also data from the GHO for Thailand in 2018 reported that there were 27.59 nursing and midwifery personnel per
10,000 population as against 29.57 in 2017 (WHO Global Health Observatory, June 2020). Furthermore, the COVID-

19 pandemic has really impacted on the health workers especially nurses, the International Council of Nurses
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stated in their report in April 2020 that more than 100 nurses have died resulting from contracting the virus in
their line of duty globally. Consequently there has been an increasing demand for health care in Thailand; as the
economy of the country grows, the population is gradually moving to an aging society and will need highly
experienced nurses (Sawaengdee, 2009). Howteerakul and Noree (2019) stated that one of the fundamental
causes of shortage of nurses in Thailand is aging; out of 97,942 registered nurses, 63.4% were between 30 to 44
years and the average age of nurses rose from 30.5 years in 2000 to 37.8 years in 2005. Furthermore, excerpts
from the Ministry of Public Health revealed that retirees snowballed from 803 in 2011 to 2,274 in 2015 and 17.6%
were registered nurses; there was an approximate value of 87.8% increase in RNs retirement. (Howteerakul &
Noree, 2019). This also corresponds with the study of Pagaiya et al. (2019) who found out from their forecast that
in 2026 there will likely be profound shortage and dearth of nurses compared to other health professionals as
the estimated supply was 180,992 while the actual demand will be about 186,901- 228,435 nurses. Another
culprit to nursing shortage is turnover rate. The high turnover rate was discovered to be due to the demands of
the job (high workloads), low job autonomy, substandard work condition, and insufficient organizational support.
In Thailand, a survey showed that the turnover rate of nurses yearly amounts to 4.4% and was predicted to
escalate to 15% in 2020 and about 30% of registered nurses are likely to leave the profession. (Howteerakul &
Noree, 2019).

From the data revealed above it is mostly obvious that the nursing profession is facing an increase in ageing
workforce, turnover from job and profession entirely and the dearth of younger registered nurses. From her
findings, Sawaengdee (2009) found that of all of the reasons mentioned to quit nursing or change jobs, a higher
percentage agreed that they do not want to do shift work. This corresponds with the study released by the
European Union; Nurses’ Early exit Study (NEXT Study) which found out that nurses quit their jobs because of
the shift duties involved. The researcher focused on concepts of organizational behavior to explore the working

conditions and reason for nurses staying or quitting their job.

Organizational justice

One of such concepts is organizational justice which is used to describe the function of fairness as it relates
explicitly to the workplace (Al-Zu’bi, 2010). It helps explain why employees are outspoken or acts against
inequitable outcomes or inappropriate procedures and interactions (Alsalem & Alhaiani, 2007). Employee’s
perceptions relate to three aspects of organizational justice: distributional justice, procedural justice, and
interactional justice. Procedural justice refers to participants' (employees’) perceptions about the fairness of the
rules, measures and procedures that guides a process (Nabatchi et al., 2007), distributional justice refers to the
perceived fairness of the outcomes that an employee gets from the organization. Outcomes may be discharged
on the grounds of equality, need or performance and employees determine the fairness of this distributional
through comparison with others (Alsalem & Alhaiani, 2007) and interactional justice, defined as the quality of
interpersonal treatment received during the performance of organizational procedures (Bies & Moag, 1986).
McAuliffe et al. (2010) studied on understanding job satisfaction amongst mid-level cadres in Malawi focusing on
the contribution of organizational justice. The study analyzed how organizational justice impacted on the job
satisfaction of mid-level health workers employed in 34 health centers in three districts of Malawi. Outcome of
the study showed that perceived organizational justice strongly corresponds with level of job satisfaction, more
especially the degree of information shared with them concerning changes and decision made in the health
centers and promotion opportunities marked as remarkable factors to the employees’ job satisfaction. It is

therefore important that nurses are treated fairly in order to improve their satisfaction which increases
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performance on the other hand poorly treated nurses are dissatisfied and this is evident in their attitudes as their
productivity is affected as a response. Similarly, Li et al. (2020) confirmed that organizational justice has strong
positive effect on perceived organizational support and perceived commitment among employee of road
transportation company in China.

Employee engagement

On the other hand another important concept is employee engagement, it states that employee engagement is
a sought-after state, it has an organizational purpose and implies involvement, commitment, fervor, drive, focused
effort, and energy (Macey & Schneider, 2008). They went further to say that it is the willingness to contribute
voluntarily and expend one’s permissive effort to help the employer succeed. Dempsey and Reilly (2016)
considered nurses’ engagement as a degree of commitment to the organization where they work as well as their
commitment to the profession ultimately. Primarily because nurses’ engagement corresponds unequivocally with
the quality of care, safety, and patient outcomes. As attested by the Press Ganey nurses’ engagement survey, 15
nurses out of every 100 are reckoned to be disengaged thus leading to low productivity, high expenditures, and
losses in revenue. Aside from these consequences of disengagement to the hospital management, nurses’
retention rate is also affected; as disengaged nurses lack commitment and satisfaction for their job ultimately
leading to turnover. (Dempsey & Reilly, 2016). Consistently, Hu et al. (2020) found that employee engagement
has positive impact on employee commitment.

Job satisfaction

Also, (Spector as cited in Aziri B. 2011, p. 77) defined job satisfaction as the individuals feel about their job and
its different facets. It involves the degree or level to which individuals like or dislike their job. Understanding job
satisfaction helps to estimate employee behavior. Satisfied employees are unlikely to leave their employer, have
lower rates of absenteeism and have higher productivity (Kosteas, 2011). A study carried out by Kalliath and Morris
(2002) titled “job satisfaction among nurses: A predictor of burnout levels published in the journal of nursing
administration”. The study hypothesized that increased level of job satisfaction anticipates decreased level of
burnout. Correspondents for the study includes nurses using the Maslach Burnout Inventory (MBI) to assess
emotional exhaustion, depersonalization, and personal accomplishment while Katzell et al’s job satisfaction scale
was used to evaluate correspondent’s response on job satisfaction. Results of the study depicted a remarkable
direct adverse impact on emotional exhaustion. This means that the higher the degree of job satisfaction, the
lower the degree of emotional exhaustion and burnout and vice versa. The path coefficient as well reveals a
direct and indirect consequence of job satisfaction on burnout corroborating and validating the hypothesis. Job
satisfaction is paramount as it improves job performance, increases productivity and efficiency. Satisfied nurses
are less prone to negligence, it also increases self-worth, a sense of achievement as well as loyalty to the hospital.
He/she is welcoming and cheerful to patients and other staff. (Kalliath & Morris, 2002).

Intention to stay

Lastly, Intention to stay is the probability, identified by themselves, of continuing as an employee in a certain
organization. Closely related to this, are two other variables - the intention to leave and turnover. “‘Intention to
leave is considered a calculated, planned and deliberate inclination to leave an organization within the near
future” while turnover is the rotation of the number of employees (Ferreira et al,, 2015). Effective retention

lessens the need for recruitment but anticipates careful attention to all stages of the employee experience
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(Ferreira et al., 2015). People need to feel that their contributions to the organization are valued and it is
manifested in their intentions to stay or leave the organization. To keep employees they need to feel they are
part of the organization. To reduce the problem about employees leaving, various relevant measures need to be
taken as organizations are now competing for talent. The solutions to improve retention of employees includes
competitive salaries, comprehensive benefits, incentive programs, and similar initiatives like treating them with
respect and dignity are important to be implemented. Besides, pay and financial incentives there is also need to
increase employees’ commitment, and satisfaction (Johari et al., 2012).

Identifying the specific factors that influences the decision to stay may be extremely productive and
beneficial for an organization and many theoretical models have been designed to try to explain these factors.
Reasons related to selflessness, personal development, considerations for the community and self-esteem are
deduced as important motivational factors associated with the intention to stay (Ferreira et al,, 2015). A
publication in the journal of nursing management by McCarthy et al. (2007) on “Intention to leave or stay in
nursing” examined the reasons why nurses and midwives in the Republic of Ireland leave their jobs. According
to the literature, they proposed that intention to leave or stay is the last step in the decisive process.
Questionnaires were distributed at random to 352 registered nurses in 10 hospital of the country. Findings showed
that a higher percentage (60%) of the correspondents which consisted of young female and college trained nurses
showed an intention to leave their current positions citing kinship responsibilities and job satisfaction as the most
statistically outstanding reasons. Citing that the outcome of turnover is disadvantageous to the hospital
management because there is disruption in the flow of work as reduced number nurses turn out to shift, leading
to work overload, stress, and burnout. Also the management incurs cost of recruiting qualified nurses to fill these
vacant positions, time, and resources to train newly registered nurses/fresh graduates.

Dewanto and Wardhani (2018) gave reasons why nurses quit their jobs and the perception of hospital
managers in this context. From their study, hospital managers perceived that nurses quit for the following reasons:
personal reasons (36.11%), accepting employment offer from another organization (33.33%), their working
condition (27.78%) and other reasons (2.78%). Also from the hospital managers’ point of view, the repercussions
for nurses’ turnover includes- an interference in hospital services, disruption in staffing operations, it increases
hospital expenditures and reduces revenue as recruitment and training new nurses impacts on the finances of
the hospital, it interrupts the managerial process and also patients and other health workers feel the impacts of

nurses’ turnover. They also expressed difficulty in finding replacements. (Dewanto & Wardhani, 2018).

Theories

Social exchange theory - The theory posited that a form of exchange or relationship exists between parties who
are mutually dependent on one another and they are required and obliged to show commitment to their
agreement (Cropanzano & Mitchell, 2005). This relationship is such that exists between an employer and an
employee and so necessitates that both parties treat themselves fairly for the relationship to be productive and
goal oriented. The tenets of social exchange theory are that over the course of time, the relationship manifests
trust, loyalty, and commitment between parties provided that they maintain the rules of the exchange
(Cropanzano & Mitchell, 2005). The theory provides a framework for employee engagement and job satisfaction
and explains why some employees are engaged while others are not.

Herzberg’s motivation-hygiene theory - This is a two-dimensional theory that highlights factors affecting
employees’ attitude towards work. On one hand are the motivation factors — achievement, recognition, work

itself, responsibility, advancement, and growth. These are intrinsic factors and facilitates job satisfaction and
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employee engagement. (Robbins & Judge, 2019). On the other hand are hygiene factors which are company
policies, supervision, relationships, work conditions, salary, security etc. These are extrinsic factors and brings
about job dissatisfaction; this dimension provides a framework that explains organizational justice. (Robbins &
Judge, 2019).

Organizational justice and job satisfaction

Previous studies have shown a correlation between organizational justice and job satisfaction. A study
carried out by Al-Zu'bi (2010), examined the relationship between organizational justice encompassed by three
components: (distributional justice, procedural justice, and interactional justice) and job satisfaction in Jordan
among employees from Electrical Industries Companies selected through a stratified random sampling method.
The data was collected through the distributional of questionnaires to 229 employees. The study findings show
that there was a positive association that exist between organizational justice and job satisfaction, stating that
employee job satisfaction depends upon the organizational justice of managers.
Consequently, a similar study was carried out by Elamin and Alomaim (2011) in Saudi Arabia, the study consisted
of 793 employees both Saudi Arabians and foreigners who worked in different companies. Regression analysis of
the data gotten showed that perceived organizational justice was positively significant to job satisfaction.
Another study published in Abasyn University Journal of Social Sciences carried out by Afridi and Baloch 2018
compared the effect of organizational justice and job satisfaction in public and private universities in Khyber
Pakhtunkhwa in Pakistan. The respondents involved were 550 employees comprising of teaching and non-
teaching staff of the said universities. Findings from the study showed that dimensions of organizational justice
(procedural and distributional justice) are positively and significantly associated with employees’ job satisfaction.
Based on these the current study proposed that organizational justice has a positive impact on job satisfaction.

Hypothesis 1: Organizational justice has a positive impact on job satisfaction.

Employee engagement and job satisfaction

In the relationship that exist between employee engagement and job satisfaction, various studies have
been conducted. As employee engagement is a necessity for employee productivity and performance. A study
was conducted by Kamalanabhan et al. (2009) in India among IT professionals to explore how employee
engagement impacts perceived job satisfaction in the Information Technology Industry. They developed a scale
for both employee engagement and job satisfaction which was more aligned to the [T industry, a tryout study
was conducted with these scales using 30 graduate students enrolled in a management program in an Indian
institute. Utilizing a sample size of 159 for the main study, the investigation showed that employee engagement
had a significant and positive correlation with job satisfaction.
Similarly, investigations carried out by Andrew and Sofian (2012) on 104 human resource officers working at the
Inland Revenue Board of Malaysia with the objective of ascertaining the influence of individual factors of
employee engagement on work outcomes. The interaction between employee engagement and job satisfaction
was tested amongst other variables and the result validates that there is a significant effect between employee
engagement and job satisfaction.
Furthermore investigation conducted by Biswas and Bhatnagar (2013) corroborates the two studies mentioned
above. The authors assessed the mediating role of employee engagement between perceived organizational
support (POS) and person-organization fit (P-O fit) as the antecedents while organizational commitment and job

satisfaction as the consequences. 246 full-time employees working in organizations located in north-central India
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were used as correspondents, survey questionnaires were distributed and findings showed that there was a
significantly positive influence of employee engagement on job satisfaction.
Hence this study proposed that employee engagement has a positive impact on job satisfaction.

Hypothesis 2: Employee engagement has a positive impact on job satisfaction.

Job satisfaction and intention to stay

Abualrub and Alghamdi (2012) researched on the impact of leadership styles of nurse managers on Saudi
nurses’ job satisfaction and their intent to stay at work. The research utilized 308 nurses from three groups; nurses
who were either holding a registered nursing license and practicing as a registered nurse or having at least 6
months of experience in their current job or working under the direct supervision of a nurse manager in a hospital
setting. Findings showed that as the level of nurses’ job satisfaction increased, the level of their intention to stay
at work also increased, implying a positive influence between both variables.
Chen et al. (2016) conducted a research on how Organization-based self-esteem mediates the effects of social
support and job satisfaction on intention to stay in nurses from a medical Centre in Taiwan. A total of 791 nurses
were used for the study. A hypothesis of Job satisfaction positively correlates with the intention to stay in nurses
was postulated among others; investigation and findings showed an acceptance of the hypothesis. Thus proving
that there is a significant positive correlation between job satisfaction and intention to stay.
James and Mathew (2012) carried out a study on employee retention strategies in the IT sector in Bangalore,
India. Respondents used for this study were 225 employees from 50 IT firms who were members of NASSCOM
and also listed in the NSE. Convenience sampling method was adopted for data collection. And findings showed
that job satisfaction significantly influenced intention to stay.

Hypothesis 3: Job satisfaction has a positive impact on intention to stay.

Methods

Research design - This is a descriptive and exploratory study that has employed quantitative methods of data
collection and analysis. The aim of the study is to expand theory and practice knowledge in relation to factors
that mitigate against job satisfaction and intention to stay using survey methods.

Population and sample - This study used the formula from Yamane (1967) to determine the sample size of a
known population. The formula assumes a confident level of 95% and the degree of variability of 0.5 with
population size of nurses in the selected public hospital given as 700, the sample size is 255 with 95% level of
precision. The selected public hospital was based on number of nurses, proximity, and size of the hospital hence
a provincial hospital.

Data collection and procedures - A total of 600 survey questionnaires were distributed to nurses of the selected
public hospital in Thailand, convenience sampling method was used to recruit respondents, and 261
questionnaires were used for analysis after carefully sorting out respondents with incomplete information. The
questions were in two parts, the first part contained demographic information like gender, age, marital status,
educational qualification, and work-related information such as years of nursing experience, shift pattern most
frequently worked etc. While the second part included measurement items of related variables which are
organizational justice, employee engagement, job satisfaction and intention to stay. Inclusion criteria for data
collection are nurses who are licensed (registered nurses) and working in the hospital.

All measurements were adapted from previous studies with necessary key words related to a hospital context.

All items for the variables- organizational justice, employee engagement, job satisfaction and Intention to stay-
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were measured through a 5- point Likert- type scale that best describes their feelings — 1= strongly disagree; 2 =
disagree; 3 = neutral; 4 = agree; 5 = strongly agree.

Organizational justice: There are three dimensions of organizational justice: procedural justice, distributional
justice and interactional justice used in this study.

Procedural justice: Six items developed by Niehoff and Moorman (1993) were adopted to measure procedural
justice one of the items includes, ‘Job decisions are made by the supervisor is an unbiased manner’ etc.
Distributive justice: The variable was measured using a 5- item distributive justice scale developed by Niehoff and
Moorman (1993). One of the item is: ‘My work schedule is fair’ etc.

Interactional justice: To measure interactional justice, a 9- item measurement was adopted from the work of
Niehoff and Moorman (1993). One of the questions include: ‘When decisions are made about my job, the
supervisor treats me with kindness and consideration’ etc.

Employee engagement: The variable was measured using a 6-item employee engagement scale developed by
Simpson (2009). An item from the measurement items states that — ‘I am encouraged to look for ways to improve
my work processes and productivity” etc.

Job satisfaction: The variable job satisfaction was measured adapting the Brayfield and Rothe (1951) job
satisfaction items, the items are 5 in number with the third and the fifth items were transformed to positive items
(from the original reverse scale). One of which is — ‘At this very moment, | am enthusiastic about my work’ etc.
Intention to stay: The measurement for intention to stay was adopted from the McCain and McCloskey (1987)
intention to stay scale. One of the items include - ‘I plan to keep working at the hospital for at least 2 or 3 years’
etc.

Data Analysis - Descriptive analysis was employed to analyze respondent demographic information. Descriptive
analysis was also applied to explore mean of variable ratings. Multiple and simple linear regression were

employed to test the hypotheses. Mean and standard deviation was also analyzed.

Validity and Reliability Test - According to table 1, the study found that organizational justice, employee
engagement, job satisfaction, and intention to stay have sufficient convergent validity and reliability. The factor
loadings from the table shows validity of items which ranged from 0.5- 0.7 (Hare et al,, 2010). In addition, the
composite reliability and Cronbach’s alpha was employed to test internal consistency of measurement items of
each variable and this ranged between 0.5-0.8 (Nunnally, 1978), showing internal consistency for reliability. The
loadings of all measurement items for each construct were above 0.5. The number of items from the table 1 is

the measurement items from each construct that exhibited a relationship with the latent construct.

Table 1 Validity and reliability tests

Composite Number

Loadings Cronbach alpha Reliability of items
Organizational justice 0.470-0.566 0.828 0.812 13
Employee engagement 0.506-0.704 0.606 0.650 4
Job satisfaction 0.472-0.700 0.592 0.561 3
Intention to stay 0.531-0.607 0.514 0.635 3
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Figure 1 CFA model

The confirmatory factor analysis is a statistical method used to test the hypothesis or measures of a construct to
ascertain its consistency with the underlying latent construct. The CFA measured all 36 measurement items of
organizational justice, employee engagement, job satisfaction and intention to stay and revealed that some
measurement items from the variables had low factor loadings (<0.4), these items are 13 in all; 7 from
organizational justice construct, 2 from employee engagement, job satisfaction and intention to stay constructs.
After removal, the Root Mean Square Error of Approximation (RMSEA = 0.059) of the model shows a good fit.
According to (Steiger, 2007), RMSEA should be less than 0.07. Therefore, CFA of this study is supported.

Results

Among 261 nurses, 85.4% (223) are female and 14.6% (38) are male. 27.6% (72) of respondents are between the
ages of 25-29, 54.4% (142) are single and 73.9% (193) obtained a Bachelor of Nursing degree as their highest
qualification. 34.9% (91) of the participants earns between 31,000- 40,000 per month, 35.2% (92) have less than
5 years of nursing experience, afternoon shift duty accounts for 42.1% (110) and participants who worked between
6-12 accounts for 64% (167) of the total number. 53.3% (139) have worked in the hospital for 1-5 years and 19.9%
(52) works in internal medicine unit.

For hypothesis 1, the aim was to determine the impact of organizational justice on job satisfaction. The regression
showed positive and significant impact on job satisfaction (P < .000, B = 0.651). Null hypothesis was rejected and
alternate hypothesis was accepted corroborating with the findings of Al-Zu’bi (2010) whose study findings showed
that there was a positive association that exist between organizational justice and job satisfaction, which means
job satisfaction of employees depends on the fair treatment from the supervisors/managers. Also Elamin and
Alomaim (2011) found that perceived organizational justice was positively significant to job satisfaction in their
study carried out on 793 employees in Saudi Arabia. And Afridi and Baloch (2018) discovered from their study
that dimensions of organizational justice (procedural and distributive justice) positively impact job satisfaction.
For hypothesis 2, a simple linear regression was carried out to determine the impact of employee engagement
on job satisfaction. Findings on analysis showed a significant positive impact (P-value < .000, B = 0.558). The null
hypothesis was rejected as P- value was less than 0.05 and alternate hypothesis was accepted. This finding
supports the results of related literatures by Kamalanabhan et al. (2009), their investigation showed that
employee engagement had a significant and positive correlation with job satisfaction. Also, Andrew and Sofian
(2012) found out from their studies there is a significant effect between employee engagement and job

satisfaction. Furthermore, Biswas and Bhatnagar (2013) found that the interaction between employee engagement
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and job satisfaction was a significantly positive one. This proves that employee engagement is an attribute that
needs to be present for job satisfaction to thrive.

For hypothesis 3, a simple linear regression was conducted to ascertain the impact of job satisfaction on intention
to stay. Regression analysis showed a 95% confidence interval as P- value was less than 0.05 (P < .000, B =0.248).
There was a significant correlation between job satisfaction and intention to stay. Hence, job satisfaction has a
positive impact on intention to stay. Alternate hypothesis was accepted and the result corroborates the studies
of Abualrub and Alghamdi (2012) findings showed that as the level of nurses’ job satisfaction increased, the level
of their intention to stay at work also increased, suggestive of a positive influence between both variables. Also,
Chen et al. (2016) proved from their findings that there is a significant positive correlation between job satisfaction
and intention to stay; And James and Matthew (2012) found out from their studies that job satisfaction significantly
influenced intention to stay. This means the decision to continue working in an organization or to quit depends

on the job satisfaction of the employee.

Discussion

The present study suggests that issues that improves job outcomes — performance, productivity, reduced turnover
etc. usually stems and emanates from the organization as well as the nurses themselves. And this is explicitly
explained by the social exchange theory and Herzberg two factor theory. From the data analyzed for the
organizational justice construct, it showed that details needed for work to be done are provided and made
feasible to the nurse, but information expected for their personal motivation is lacking. Social exchange
relationship demands reciprocity for the relationship to be built on trust and loyalty. For the various aspects of
organizational justice; there are varying sizes of the effect on job satisfaction and the aspect that impacted the
most was interactional justice (B = 0.888), then by procedural justice (B =-0.098) and finally distributional justice
(B = -0.007). Interactional justice is defined as the quality of interpersonal treatment received during the
performance of organizational procedures (Bies & Moag, 1986). By interpersonal it means a subjective or
individualistic oriented type of treatment as perceived by the nurse, interpersonal relationship in the hospital
setting might be hinged on attitude towards work, being able to follow instructions, resourcefulness, and a general
sense of rapport between the nurse and the supervisor and co-workers. And decisions made by supervisors
concerning the job decisions that affect nurses may come as result of their personal relationship with each nurse
and vice versa. As individuals tends to repay the benefit they get with corresponding attitudes; however, it is
important to create an environment that treats nurses with respect and dignity, decisions should incorporate the
interest of every nurse with careful consideration on how decisions affect them. The finding on employee
engagement construct depicted a strong effect size (B = 0.558) on job satisfaction; the perspective of the nurses’
satisfaction with opportunities for career growth was low and this situation ultimately affects commitment as
achievement, advancement and growth are motivators and should be inherent in the job. Job satisfaction had a
small effect on intention to stay (B = 0.248) Nurses were neutral about their intent to stay in the job. This means
that there may actually be low turnover rates in the long run. This result might be hinged on the ethics and
moral standing of nurses whose orientation was aimed at providing healthcare and showing empathy and this
may impact on the decision to stay. Also, there may be cultural interpretation or influence on this result as Thai
citizens are easy going and less confrontational people (Tuohy, 2017). This can also be attributed to strategies
employed by the government of Thailand and the Ministry of Public Health to produce more health personnel
every year and evenly distribute them across provinces. The researcher suggests that a similar study is needed

to ascertain the cross-cultural dimension of this model. This does not in any way conclude that turnover is
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inevitable but highlights the probable reason for a small effect of job satisfaction on intention to stay. The
variables used for this study all elicited responses from the nurses, their perceptions about their jobs and their
supervisors and analysis were presented based on these responses. This seemed like a one-sided analysis. It
would be of great value to the hospital and contribution to the body of research if the hospital management or
supervisors gives ratings or their perceptions about the nurses are measured. This is necessary to give a broader
perspective of the social exchange theory and improve the relationship further. Future studies should therefore
consider using supervisors’ perception as a variable. Recommendations to the hospital management are given
thus: A comprehensive and routinely scheduled (biannual or quarterly) evaluation of nurses’ perception of
organizational behavior, encourage nurses to engage in participative decision making, make suggestion and be
open about how work can be improved to benefit all stakeholders, should be able to ascertain the level of

needs of employees and work towards meeting them.

Conclusion

The study has revealed the role of perceived organizational justice on job satisfaction among nurses, ascertain
the level or impact of nurses’ engagement on their job satisfaction as well as provide empirical evidence of
factors that promote job satisfaction and its effect on intention to stay. It has shown the relationship between
the variables and the effect size of the predictors on the dependent variables, from the results obtained the
nurses in from the hospital showed a high level of correspondence that organizational justice and employee
engagement impacts job satisfaction but are neutral about their intent on staying on the job. Also suggestions

and recommendations were made based on the findings.

Suggestion for future research
Further research may evaluate the perceptions of other health professionals, supervisors and hospital
management as well as conducting similar study in a private hospital. In addition, further research should include

organizational commitment, perceived organizational support, and leadership in the research model.
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