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Ser Feliz 
 
 
Posso ter defeitos, viver ansioso e ficar irritado algumas vezes, mas não esqueço 
que a minha vida é a maior empresa do mundo. E posso evitar que ela vá à 
falência. 
 
Ser feliz é reconhecer que vale a pela viver, apesar de todos os desafios, 
incompreensões e períodos de crise. 
 
Ser feliz é deixar de ser vítima dos problemas e tornar-se  um autor da própria 
história. 
 
É atravessar desertos fora de si, mas ser capaz de encontrar um oásis no 
recôndito da sua alma. É agradecer a Deus a cada manhã pelo milagre da vida. 
 
Ser feliz é não ter medo dos próprios sentimentos, é saber falar de si mesmo, é 
ter coragem para ouvir um “Não”. É ter segurança para receber uma crítica, 
mesmo que injusta. 
 
Pedras no caminho? Guardo-as todas… E um dia vou construir um castelo… 
 

Fernando Pessoa 
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Resumo 

Investigada por várias disciplinas como a sociologia, a psicologia, economia e 

ciências do trabalho, a satisfação no trabalho tem vindo a ser relacionada com 

comportamentos do mercado de trabalho, com a produtividade, absentismo e 

rotatividade dos funcionários. A satisfação no trabalho tem ainda sido considerada 

uma boa maneira de prever o bem-estar individual. 

Não existem muitos estudos em Portugal relativamente a este tema e é 

extremamente difícil encontrar algum relacionado com a restauração. 

O objectivo deste estudo é avaliar e relacionar a satisfação no trabalho, a 

rotatividade e as características sócio-demográficas de uma população de 

empregados de uma cadeia de restaurantes de comida típica portuguesa. De 

modo a atingir este objectivo utilizamos um questionário sócio-demográfico e uma 

adaptação para português da Escala de Satisfação Global com o Trabalho 

desenvolvida por Warr, Cook e Wall. 

De um modo geral concluímos que os empregados desta empresa estão 

satisfeitos com o seu trabalho. 

Concluímos que o grau de satisfação com o superior hierárquico directo, com a 

oportunidade de utilizar as suas capacidades e com os colegas de trabalho são os 

itens do questionário de satisfação que se relacionam mais com características 

sócio-demográficas e do restaurante, logo devem ser tomadas em consideração 

pelos responsáveis da restauração.  

De modo surpreendente as vendas são a variável com maior impacto no 

questionário de satisfação no trabalho; colaboradores a trabalhar em restaurantes 

com maiores vendas apresentam níveis mais altos de satisfação. 
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Por outro lado, constatamos que o tempo de trabalho na área da restauração e a 

função que desempenha são as variáveis sócio-demográficas que mais 

influenciam todas as outras variáveis, incluindo a satisfação no trabalho. 

Consideramos que aquando do recrutamento e selecção de novos funcionários, 

os responsáveis deverão ter em atenção os níveis de satisfação e as expectativas 

dos colaboradores para assim promover uma relação a longo prazo.  

  

Palavras-Chave 

Satisfação no Trabalho, Rotatividade, Restauração, Portugal 
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Abstract 

Investigated by several disciplines such as psychology, sociology, economics and 

management sciences, job satisfaction is belived to affect labor market behavior 

and influence work productivity, work effort, employee absenteeism and staff 

turnover. Furthermore job satisfaction is considered a strong predictor of overall 

individual well-being. 

There aren’t many Portuguese studies on the area of job satisfaction and it is 

nearly impossible to find any related to food service.  

The purpose of this study is to evaluate and correlate job satisfaction, turnover and 

socio-demographic characteristics of a population of food service employees from 

a Typical Portuguese Food chain of restaurants. In order to achieve this purpose 

we used a socio-demographic questionnaire and an adaptation to Portuguese of 

the Overall Job Satisfaction Scale developed by Warr, Cook and Wall. 

Overall we concluded that employees working in this food service company are 

satisfied with their jobs.  

We found that like satisfaction with your immediate boss, satisfaction with the 

opportunities to use your abilities and satisfaction with your fellow workers are the 

ones that relate more to socio-demographic and restaurant variables and therefore 

should be taken into account by food service managers.  

Surprisingly sales was the variable with greater impact in the job satisfaction 

questionnaire, employees working in restaurants with higher sales state higher 

levels of overall satisfaction. 

Looking at our results from a different point of view we see that time in the food 

service area and function within the restaurant are the two social-demographic 
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variables with greater impact on all other variables including on the job satisfaction 

questionnaire. 

We believe that when recruiting and training new staff, managers should pay close 

attention to their levels of satisfaction and expectations in order to promote a long 

term working relationship. 

 

Key words 

Job Satisfaction, Turnover, Food Service, Portugal 
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Résumée 

Investiguée par plusieurs disciplines telles que la sociologie, la psychologie, 

l’économie et les sciences du travail, la satisfaction au travail est venue à être 

associée aux comportements du marché du travail, à la productivité, à 

l’absentéisme et à la rotation des salariés. La satisfaction au travail a été 

également considérée comme un bon moyen de prévoir le bien-être individuel. 

Il existe peu d’études au Portugal sur ce thème et il est extrêmement difficile d’en 

trouver une liée à la restauration.  

L’objectif de cette étude est d’évaluer et corréler la satisfaction au travail, les 

caractéristiques sociodémographiques et la rotation d’une population d’employés 

d’une chaine de restaurants de cuisine portugaise typique. Afin d’atteindre cet 

objectif, nous avons utilisé un questionnaire sociodémographique et une 

adaptation en portugais de l’échelle de Satisfaction Globale du travail développée 

par Warr, Cook et Wall.  

De façon générale, nous avons conclu que les employés de cette entreprise sont 

satisfaits de leur travail.  

Le degré de satisfaction avec le supérieur hiérarchique direct, avec l’opportunité 

d’utiliser ses capacités et la satisfaction avec ses collègues de travail sont les 

items du questionnaire les plus liés avec la restauration et les caractéristiques 

sociodémographiques, ainsi ces éléments doivent être pris en considération par 

les responsables de la restauration. 

De façon surprenante, les ventes sont la variable avec le plus fort impact sur le 

questionnaire de satisfaction au travail, les collaborateurs travaillant dans les 

restaurants réalisant les meilleures ventes présentent des niveaux plus élevés de 

satisfaction. 
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Par contre, nous constatons que la durée à travailler dans la restauration et la 

fonction occupée sont les variables sociodémographiques qui influencent le plus 

toutes les autres variables, satisfaction au travail comprise.  

Nous considérons que lors du recrutement et de la sélection de nouveaux 

salariés, les responsables devront faire attention aux niveaux de satisfaction et 

aux attentes des collaborateurs afin de favoriser une relation à long terme. 

  

Mots-clés:  

Satisfaction au travail, Rotation, Restauration, Portugal 
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Introduction 

Job satisfaction has been gathering the interest of the scientific community since 

the Taylor model of organization was questioned and the human factor valued in 

the company. Since then, this variable has been considered very important 

because, implicit or explicitly, it has been associated with both company’s 

productivity and employee personal achievement. (1) 

On his article “The emergence of job satisfaction in organizational behavior: an 

historical overview”, Wright describes the three early stages of job satisfaction 

studies and refers two hypotheses to its success in the academic and 

management world.(2) 

According to this author, the systematic analysis of employee attitudes began at a 

rudimentary level in the early 1920s. Based more on practical, rather than 

theoretical grounds, over time, job satisfaction came to be the work attitude of 

choice for many researchers interested in studying organizational behaviors. While 

primarily on the role of fatigue on employee output and achievement, employee 

“contentment” also had a significant impact on output. The Hawthorne studies 

began as an investigation of the effects of such factors as rest pauses and 

incentives on worker fatigue and monotony, but soon shifted to the study of 

“attitudes” when the employees failed to respond in the “expected” manner.  

By the early 1930s job satisfaction had still not yet become the attitude of choice 

for the vast majority of researchers in applied psychology and management. It is 

surprising to see how infrequent the term “job satisfaction” actually appears in the 

literature until the late 1940s. 

According to Wright, the job satisfaction research “boom” may be the result of two 

parallel researches. On one hand the much early interest in job satisfaction 
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evolved from work on the purposed relationship between employee monotony, 

boredom and fatigue and job performance. That is, if employee satisfaction is 

related to employee boredom, and employee boredom is related to job 

performance, perhaps employee job satisfaction is related to job performance. On 

the other hand, this interest may come from the relationship between customer 

satisfaction and future sales performance. According to this theory, if customer 

satisfaction is predictive of product sales and subsequent merchant success, then 

employee’ satisfaction with their job should also be predictive of their performance.  

Beyond the research literature and studies, job satisfaction is also important in 

everyday life. Organizations have significant effects on people who work for them 

and some of those effects are reflected in how people feel about their work. This 

makes job satisfaction an issue of substantial importance for both employers and 

employees. Employers benefit from satisfied employees as they are more likely to 

profit from lower staff turnover and higher productivity if their employees 

experience a higher level of job satisfaction. However, employees should also be 

happy in their work, given the amount of time they have to devote to it throughout 

their lives. (3) 

Nowadays the basis for a successful food service company is its employees and 

its ability to make employees understand and achieve company’s goals. The 

easiest way to convey information to employees are training sessions given by 

those responsible for quality control or management; if a team as a significant rate 

of turnover or absents it can be difficult to plan and execute long term training 

programs.   

There aren’t many studies done in Portugal in the area of job satisfaction and it is 

nearly impossible to find any related to food service. Furthermore, most of the 
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studies published regarding the Portuguese reality are part of large European 

studies and mainly based on survey’ data. Further ahead in this thesis we will 

review the existing studies and their main conclusions.  

This is the basis for the development of your study. We intent to study, at a 

company level, what factors can be associated with job satisfaction. In order to 

achieve this goal, we considered both factors related to the employee (social-

demographic characteristics) and factors related to the work place itself (location, 

type of service, etc.). 

We start this paper with a review of the relevant literature concerning our main 

variables: job satisfaction, turnover and social and cultural factors. In the second 

part we explain the methodology used to measure both job satisfaction and 

turnover, and explain our choices. Thirdly we explain the project itself and how it 

was developed. Then we present the results and their discussion. To finalize this 

thesis we present a conclusion of our major findings as well as recommendations 

for managers in the food service business and for future research. 
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Review of Relevant Literature 
 

Job Satisfaction 

Historical Overview 

While systematic attempts to study the nature and causes of job satisfaction as 

such did not begin until the 1930s, the important role played by a worker’s 

“attitudes” in determining his actions in the job situation was recognized long 

before. According to Locke, as early as 1912 Taylor referred to attitudes as being 

the workers’ philosophy concerning cooperation with management and their view 

of their own self-interest. Locke states that Taylor implicitly assumed that a worker 

who accepted the scientific management philosophy and who received the highest 

possible earnings with the least amount of fatigue would be satisfied and 

productive. (4) 

The problem of fatigue reduction which had been a primary concern of early 

researchers continued to be investigated during World War I and into the 1930s. 

The Hawthorne studies which Mayo and his colleagues initiated in the late 1920s 

also began as a study of the effect of such factors as rest pauses and incentives 

on productivity. The interpretations of these studies stressed the role of the 

informal work group and supervisory practices in shaping employee attitudes and 

performance. Concomitantly, the role of economic incentives was downgraded on 

the grounds that worker were more interested in social relationships than money. 

(2, 4) 

The outgrowth of this work, along with the studies of leadership stimulated by the 

needs of the armed forces in World War II, was the emergence of the “Human 

Relations” movement. This movement stressed the central importance of the 



5 

supervisor and work group in determining employee satisfaction and productivity. 

(4) 

Locke refers that three major schools of thought or historical trends can be 

identified concerning the factors believed to be most conductive to employee job 

satisfaction: (4) 

- The Physical-Economic School emphasized the role of the physical arrangement 

of the work, physical working conditions and pay. Its major proponents were Taylor 

and the British Industrial Health Research Board and most American researchers 

of the 1920s. 

- The Social (or Human Relations) School, beginning in 1930s, emphasized the 

role of good supervision, cohesive work groups, and friendly employee-

management relations. Its proponents were the Hawthorne investigators, and 

industrial sociologists. 

- The Work Itself (or Growth) School emphasizes the attainment of satisfaction 

through growth in skill, efficacy, and responsibility made possible by mentally 

challenging work. 

 

The Concept of Job Satisfaction 

There are innumerous definitions for the concept of job satisfaction, it is possible, 

however, to categorize them according to different perspectives. According to 

Alcobia authors have described job satisfaction in two ways: either as an 

emotional state, feelings or affective responses or as a general attitude towards 

work. The second perspective studies satisfaction within work attitudes. (5) 

According to Locke the definition of the concept of job satisfaction must begin with 

an identification of its epistemological roots. Since satisfaction is an emotional 
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response, the meaning of the concept can only be discovered and grasped by a 

process of introspection, that is, an act of conceptual identification directed to 

one’s mental contents and processes. “Job Satisfaction may be defined as a 

pleasurable or positive emotional state resulting from the appraisal of one’s job or 

job experiences.”  The concept of job satisfaction is related to, but distinguishable 

from the concepts of morale and job involvement. Both morale and satisfaction 

refer to positive emotional states which may be experienced by employees. (4) 

In his book Locke identifies nine job dimensions: (4) 

- Work: including intrinsic interest, variety, opportunity for learning, difficulty, 

amount, chances of success, control over pace and methods, etc. 

- Pay: including amount, fairness or equity, method of payment, etc. 

- Promotions: including opportunities for, fairness of, basis for, etc. 

- Recognition: including praise for accomplishment, credit for work done, 

criticism, etc. 

- Benefits: such as pension, medical, annual leave, paid vacations, etc. 

- Working Conditions: such as hours, rest pauses, equipment, temperature, 

ventilation, humidity, location, physical layout, etc. 

- Supervision: including supervisory style and influence, technical, human 

relations, and administrative skill, etc. 

- Company and Management: including concern for the employee as well 

as pay and benefit policies. 

The first six dimensions are classified by Locke as Events or Conditions. The 

remaining three the author defines as Agents. (4) 

Other authors have proposed different job satisfaction definitions and a definitive 

designation for the term is unlikely to materialize:  



7 

According to Spector, job satisfaction is simply how people feel about their jobs 

and different aspects of their jobs. It is the extent to which people like (satisfaction) 

or dislike (dissatisfaction) their jobs. (6) 

An alternative approach is based on the assumption that there are basic and 

universal human needs, and if an individual’s needs are fulfilled in their current 

situation, then that individual will be happy. This framework postulates that job 

satisfaction depends on the balance between work-role inputs – such as 

education, working time, effort – and work-role outputs – wages, fringe benefits, 

status, working conditions, intrinsic aspects of the job. If work-role outputs 

(‘pleasures’) increase relative to work-role inputs (‘pains’), then job satisfaction will 

increase. (3) 

Job satisfaction as also been viewed as a bi-dimensional concept consisting of 

intrinsic and extrinsic satisfaction dimensions. Intrinsic sources of satisfaction 

depend on the individual characteristics of the person, such as the ability to use 

initiative, relations with supervisors, or the work that the person actually performs; 

these are symbolic or qualitative facets of the job. Extrinsic sources of satisfaction 

are situational and depend on the environment, such as pay, promotion, or job 

security; these are financial and other material rewards or advantages of a job. (3) 

 

Importance of Job Satisfaction 

Investigated by several disciplines such as psychology, sociology, economics and 

management sciences, job satisfaction is a frequently studied subject in work and 

organizational literature. This is mainly due to the fact that many experts believe 

that job satisfaction trends can affect labor market behavior and influence work 

productivity, work effort, employee absenteeism and staff turnover. Moreover job 
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satisfaction is considered a strong predictor of overall individual well-being, as well 

as a good predictor of intentions or decisions of employees to leave a job. (3) 

Chi suggests that employee satisfaction plays a primary role in helping companies 

achieve financial goals. The basis for this argument is if a company takes care of 

its employees, the employees will take care of the customers. Satisfied employees 

are more likely to be motivated and harder working than dissatisfied ones. (7) 

Retaining an adequate and qualified workforce is a prerequisite for a well-

functioning organization, but this is sometimes difficult to achieve when conditions, 

such as good economic situation, a tight labor market and an ageing workforce, 

tend to increase the turnover of the workforce. It can be hypothesized that job 

satisfaction could function as a buffer against conditions favoring a high turnover, 

because a small but significant relationship exists between a low level of job 

satisfaction and turnover. (8) 

In recent years, service companies have been allocating significant resources for 

employee retention because most hospitality professionals and research suggest 

that lowering employee turnover is likely to have significant impact on the bottom-

line. Furthermore satisfied employees are likely to provide better services, which is 

likely to result in a satisfactory service experience for their customers. (7) 

 

Job Satisfaction Determinants  

According to Alcobia, as a result of innumerous studies about job satisfaction, 

researchers have identified a set of variables that fall in the range of job 

satisfaction determinants. A possible categorization has two types of variables: 

situational variables that influence job satisfaction and individual variables (socio-
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demographic characteristics or personal characteristics) that also contribute to the 

increase or decrease of satisfaction in the workplace. (5) 

According to the same author, we can considerer six job satisfaction determinants: 

a) job characteristics; b) salary and reward systems; c) organizational 

characteristics; d) work-family conflict; e) demographic variables and f) personality 

factors.(5) 

In his book “Job Satisfaction” Spector refers to two categories of antecedents of 

job satisfaction: environmental antecedents of job satisfaction and personal 

antecedents of job satisfaction; both categorie of antecedents often work together 

to influence employee job satisfaction. (6)  

Within the category of environmental antecedents of job satisfaction we can find: 

job characteristics such as skill variety, task identity, task significance, autonomy 

and job feedback; organizational constrains, that come from many aspects of the 

job, including other people and the physical work environment; role variables, a 

role is the required pattern of behavior for an individual in the organization; work-

family conflict, this conflict exists when demands of the family and demands of the 

job interfere with one another; pay; job stress; workload, it’s defined as demands 

placed on the employee by the job; control, is the freedom that employees are 

given to make decisions about their work; and work schedules. As personal 

antecedents of job satisfaction we can find personality traits and person-job fit. (6) 

A recent study, indicated that both financial and nonfinancial incentives 

contingently administered to identified performance behaviors exhibited by the 

work group significantly increased both unit profit performance and customer 

service measures and decreased turnover rates. It is important to note that these 

improvements were sustainable over time. (9) 
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Job Satisfaction Consequences 

In 1997 Spector described six potential effects of job satisfaction: job performance; 

withdraw behavior, characterized by absence and turnover; burnout; physical 

health and psychological well-being; counterproductive behavior; and life 

satisfaction. (6)  

Epidemiologists have long been aware that social and environmental factors can 

contribute to the incidence of many diseases. Predictably, as the single activity 

occupying most people’s waking time is work, pressures, strains, and stresses 

within the workplace have been identified as being a potentially important health 

factor. (10) 

A study by Faragher as provided a clear indication of the immensely strong 

relationship between job satisfaction and both mental and physical health. These 

relationships are particularly impressive for aspects of mental health, specifically 

burnout, lowered self-esteem, anxiety, and depression, it can now be confirmed 

that dissatisfaction at work can be hazardous to an employee’s mental health and 

well-being. Importantly, the relationships found in this study were much greater 

than with any other work characteristic evaluated. (10) 

A recent report summarizing the results of the National Survey on Drug Use and 

Health in the USA titled “Depression among Adults Employed Full-Time by 

Occupational Category” revealed some alarming news regarding the prevalence of 

depression among employees in the US food service industry. The report 

indicated that employees in the food preparation and serving related occupations 

in the 2004-2006 period had the second highest incidence (10.3%) of major 

depressive episodes (MDEs). To make things even worse, the same report 
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indicated that “… the highest rates (14.8%) of past year MDE among female full-

time workers aged 18-64 were found in the food preparation and serving related 

occupations”.(11) Depression negatively affects the economy through low 

productivity, employee absenteeism, and poor morale. (12) 

The results of Judge et al. study suggest that job satisfaction and life satisfaction 

are positively and reciprocally related. Life satisfaction significantly influences job 

satisfaction, and job satisfaction significantly influences life satisfaction. According 

to the same author, the effect of life satisfaction on job satisfaction was 

significantly stronger than the effect of job satisfaction on life satisfaction. (13) 

Figure 1 summarizes the main job satisfaction determinants (antecedents) and its 

consequences. 

 

 

Figure 1 - Job Antecedents and Consequences  
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Turnover and Job Satisfaction 

There is some limited empirical evidence that job satisfaction influences future 

labor turnover. Nevertheless, job satisfaction data are powerful predictors of future 

mobility. According to Sousa-Poza, men and women value different attributes of 

their jobs: women value the ability to use initiative, whereas men prefer job 

security.  (14) 

Turnover has been directly linked to rising employee recruitment and training 

costs, low levels of employee morale, job satisfaction and costumers’ perceptions 

of service quality. (15) 

According to Lima, studies about turnover show that unsatisfied workers have a 

higher probability of work abandonment than those that are satisfied. Therefore, 

the levels of employee satisfaction may supply some information regarding 

individual intentions, including turnover intentions. (1) 

Koys, in a longitudinal study, concluded that employee satisfaction and turnover 

rates among other factors may determine the profitability of a restaurant. (16) 

Within the Zimmermann and Darnold’s turnover model, job satisfaction is likely to 

partially mediate the job performance – intent to quit relationship. This belief is 

grounded in expectancy theory, which states that high performance leads to 

greater rewards (both extrinsic and intrinsic) which in turn increases job 

satisfaction. (17) 
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Turnover 

Turnover measures the movement in and out of employment within a particular 

firm. Consequently, concern with the issue and interest in measuring such 

movement only arouse when working for an employer (rather self-employment in 

craft or agricultural production) became the norm. The rise of large scale firms in 

the late nineteenth century and the decreasing importance (in percentage terms) 

of agricultural employment meant that a growing number of workers were 

employed by firms. It was only in this context that interest in measuring labor 

turnover and understanding its causes began. (18) 

 

Turnover and Organizational Behavior 

Turnover has been conceptualized as a ‘withdrawal behavior’ suggesting that 

dissatisfaction with various job factors may be the most plausible explanation for 

high turnover rates. (18) 

Lima highlight’s the need to know employees expectations as a way of predicting 

their behaviors and attitudes. If the organization knows the employees 

expectation, it can manage each employees’ level of job satisfaction and therefore 

the decision of participation and involvement of each employee in the company’s 

life or, on the contrary, the decision to redraw or abandon the company. The 

decisions of involvement or redraw can be seen as a good pointer of the balance 

between potential or received rewards and employee expectations. (1) 

According to the National Restaurant Association turnover rates in the US 

restaurant industry often exceed 90% per year. (19) From 1995 to 1999 annual 

employee turnover at casual full-service restaurants decreased from 111 percent 
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to 85 percent, with hourly turnover declining from 117 percent to 88 percent and 

salaried turnover decreasing from 50 percent to 33 percent. (20) 

Recently, reduced turnover has been examined has one outcome of “high-

involvement human resource systems”, which can ultimately be linked with 

organizationally valued outcomes, including performance measures such as sales 

and profits. (21) 

In the hospitality industry, it was shown that dissatisfaction with pay is among the 

significant factors responsible for turnover. (22, 23) 

In fact, intentions to quit have a stronger relationship with work-related attitudes, 

such as job satisfaction, than between intent to quit and turnover itself. Therefore 

the effects of job performance on turnover decisions may not be fully mediated by 

turnover intentions or job satisfaction. (17) 

According to Peterson both the financial and nonfinancial incentives have a 

significant impact on turnover over time, although in his study the financial 

incentives had a significantly greater initial impact. (9) 

Over the last decade the foodservice industry, hampered by the labor shortage, 

has made strides to improve retention rates as operators have learned the hard 

way that the high costs associated with turnover aren’t good for business – both 

from a financial perspective and moral standpoint. (20) 

 

Costs of Employee Turnover 

Managers of food service employees well know the expense, aggravation, and 

untold lost sales associated with the difficulty of recruiting staff and associated to 

high staff turnover. For example, the cost of replacing hourly employees is 

reported at between US$3000 and US$10000, while the figure for restaurant 
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employees is similar, at US$5000. These values include expenses for training, 

recruiting, administration fees, and lost opportunities, such as failing to generate 

repeated clientele. In the UK, the estimated cost of replacing a worker in the hotel 

and leisure industry was £1922, and an average of 10 weeks was required for 

training. (24) 

High levels of turnover impose both direct and indirect costs on business. Direct 

costs include the time and money needed to find, hire and train replacement 

workers. Indirect costs include reductions in productivity and service caused by 

understaffing during the time it takes to find replacement workers and by the 

inexperience of new workers once they are found and hired. (23, 25) 

White categorizes turnover costs as tangible and intangible. Tangible costs include 

time involved for recruitment, selection and training of new personnel. These are 

real costs in terms of advertising expenses and manpower. Intangible costs are 

reflected in increased workloads as coworkers take up the slack until new 

employees are hired; the turbulence inherent in companies with high turnover; and 

the adverse publicity that seems to follow high-turnover business. (26) 
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The Portuguese Reality 

Literature Review 

While reviewing the literature, we found seven relevant studies regarding job 

satisfaction and turnover which had at least in part Portuguese data. 

In 2000, Sousa-Poza published an article analyzing well-being at work: levels and 

determinants of job satisfaction, based on the Work Orientations data set from the 

International Social Survey Program and using data for 21 countries including 

Portugal. This studied concluded that in all the countries considered job 

satisfaction was remarkably high. They also showed that there are some 

determinants of job satisfaction that apply to all countries studied such as having 

an interesting job and god relations with management. (27) 

In 2000, Sousa-Poza published another article analyzing the gender / job 

satisfaction paradox, based on the Work Orientations data set from the 

International Social Survey Program and using data for 21 countries including 

Portugal. This study showed that in most countries there is no gender / job 

satisfaction paradox: only in eight of the twenty-one countries studied do women 

report higher job satisfaction levels than men, and Portugal was not among them. 

(28) 

In 2004, Vieira et al. published an article using data from the European Community 

Household Panel (ECPH) for the 1994 – 1999 period. This study had as objective 

to examine the determinants of job satisfaction in Portugal. Their results indicate 

that wages matter for job satisfaction but aren’t the only determinant. Having a 

good health status, a permanent contract and working in the public sector 

influences positively the level of satisfaction. (29) 
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In 2005, Diaz-Serrano et al. published an article using data from the European 

Community Household Panel (ECPH) for the 1994 – 2001 period, studying 

fourteen European Union countries. This study examined the differences between 

low- and higher-paid workers within the European Union. Their results indicate that 

low pay workers report a lower level of job satisfaction when compared with their 

higher paid counterparts in most of the countries. Moreover, the difference in job 

satisfaction between low and higher pay workers is much more pronounced in 

Southern European countries such as Portugal, Spain, Greece and Italy. This may 

indicate that labor market segmentation and therefore differences in job quality are 

more profound in these countries. (30) 

In 2005, Vieira published an article regarding skill mismatches and job satisfaction. 

This paper used six waves (1994-1999) of the European Community Household 

Panel (ECHP) for Portugal. The main variable of concern was obtained from the 

question: “Do you feel that you have skills or qualifications to do a more 

demanding job than the one you now have?” of the ECHP questionnaire. They 

found that overall job satisfaction is adversely affected by perceived over 

qualifications. (31) 

In 2005, Llorente published an article regarding job satisfaction as an indicator of 

the quality of work. This study was based on the International Social Survey 

Program questionnaire on Work Orientations for 1997, using information on 23 

countries including Portugal. According to the author, on a scale of 1-7, Portugal 

showed an index of job satisfaction of 5,22. This study concluded the non-

existence of a relation between objective job quality and levels of job satisfaction. 

(32) 
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In 2006, Martins published an article regarding turnover in Portugal. This study 

was based on data sent to the Ministry of Work regarding the number of people 

working in various companies throughout several years. This study showed that 

the rate of hiring is much higher than the rate of employment creation and the rate 

of separations is also higher that the rate of employment destruction, implying that 

there is a significant turnover rate. (33) 

 

Food Service Reality 

Associated with the particularities of this study it is important to take a look at the 

reality of food service in shopping centers and at the immigration trend in Portugal 

in the last decades 

Portugal has had in the last 10 years a boom of shopping centers developments. 

(see Figure 2). (34) These shopping centers represent a great opportunity for food 

service companies has they receive millions of people yearly that shop and eat in 

the premises, furthermore, most shopping centers in Portugal are located near 

areas where a great number of people work and eat on a daily basis.  

 

 

Figure 2 - Evolution of Shopping Centers in Portugal 
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Portugal is traditionally a country of emigrants, particularly during the 1960s and 

1970s mainly for financial reasons many emigrants left the country in search for a 

better life. In the last twenty years this trend has changed and Portugal has 

became a country that receives more and more immigrants. Most of the 

immigrants arriving in Portugal are from African Portuguese Speaking Countries, 

these immigrants arrive as an unqualified work-force that works mainly in 

construction. Since the early 2000s there has been a rise in immigrants from 

Brazil, these immigrants find work mainly in the food service business, 

construction and trade. (35) 

In 2002, 33,2% of all immigrants worked in the hospitability business (lodging and 

food service). The greater Lisbon area is the one with more immigrants in 

Portugal. (35) 
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Purpose 

The purpose of this research is, within a food service company to: 

- Characterize social and demographically its employees; 

- Evaluate their employees degree of satisfaction; 

- Evaluate the turnover rate of each restaurant; 

- Correlate this 3 items among themselves. 
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Methodology 

Measuring job satisfaction 

Historically we can say that there were five major attempts at measuring job 

satisfaction until the emergence of the modern version of scales. (2) 

The first approach for work attitude measurement was the “impressionistic” 

method. This approach was highly subjective and informal in nature. Researcher’s 

impressions were formed on the basis of many incidental observations of what 

employees said, how they said it, how they worked and how they played.  

The second approach involved the unguided interview. The interviewer was 

trained to ask no specific questions, but to encourage employees to talk about 

subjects important to then, especially related to attitudes and feelings.  

This unguided interview evolved to the third approach, the guided interview format.  

Early research varied as to the actual level of guidance. Typically the interviewer 

had a specific set of topics or questions, but did not subscribe to a particular set 

order of questioning. This format allowed room for the employee to branch off into 

other topics of interest or concern.  

The fourth method involved the use of attitudinal questions blanks. In this 

approach employees where asked a number of simple questions which could be 

answered by a simple “yes” or “no” format. This format allowed researchers to 

compile simple quantitative data regarding, for example, how satisfied / unsatisfied 

employees were on any number of workplace conditions.  

The fifth, and final, approach in use by the 1930s involved the actual creation of 

sophisticated scales, specially designed to measure particular attitudes.  
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Nowadays, the methods used to measure satisfaction can be categorized as direct 

and indirect. Regarding the direct methods, the most common form is the use of 

questionnaires. This instrument allows researchers to gather information about 

individuals’ attitudes towards various work dimensions. On most cases the 

subjects can answer by choosing one of several alternatives presented as a scale. 

It is also common to use other methods such as interviews.  Indirect methods try 

to minimize bias and get more accurate informations regarding individuals’ true 

attitudes. These methods present a series of significant complications particularly 

regarding the subjectivity of interpretations and to the difficulty of quantifying the 

answerers given. (5) 

According to Warr, studies of job satisfaction have taken many different forms 

since the original work of Hoppock. Some investigators have preferred to obtain 

overall satisfaction scores, either through single items or through aggregates of 

several items. Other researchers have used instruments specially constructed to 

tap a number of different features of satisfaction. For example, the Job Description 

Index contains subscales to measure attitudes towards pay, promotion prospects, 

the work itself, supervision, and co-workers. (36) 

These measures have a number of disadvantages. They tend to contain 

redundant and overlapping items and are rather long and cumbersome. Their 

emphasis has been primarily upon extrinsic features of satisfaction, to the relative 

exclusion of intrinsic components. Furthermore, they sometimes confuse 

descriptive and evaluative judgements, although it is only the latter which can be 

said genuinely to measure satisfaction. (36) 

According to Kristensen, several errors may occur when measuring job 

satisfaction: (37) 
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- Cognitive: ordering of questions, phrasing of questions, scales 

applied, low mental effort; 

- Social desirability: respondents report what is politically correct; 

- Non-attitudes, wrong attitudes and soft attitudes; 

- Context dependent and relative situation; 

- Exogenous changes: terror attacks, natural catastrophes, rain or 

shine; 

- Norms: in society, among colleagues, etc.; 

- Individual personality traits: positive, extrovert personality or not. 

When researchers apply answers to subjective questions or try to explain 

subjective measures, they implicitly rely on people being able to describe their 

feelings with “candor and accuracy”. However, reports on subjective well-being do 

not reflect a stable inner state of wellbeing. Rather, they are judgments that 

individuals form on the spot, based on information that is chronically or temporarily 

accessible at that point in time, resulting in pronounced context effects. (37) 

 

For this study we decided to use the Overall Job Satisfaction Scale developed by 

Warr, Cook and Wall in 1979.  

Based on existing literature and a pilot study the authors developed eight 

concepts: work involvement, intrinsic job motivation, higher order need strength, 

perceived intrinsic job characteristics, job satisfaction, life satisfaction, happiness 

and self-rated anxiety. (36) 

Scales to measure these concepts were developed through two interview studies 

with blue-colour workers. For measuring Job Satisfaction a 15 item scale was 

developed: (36) 
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1. The physical work conditions 

2. The freedom to choose your own method of working 

3. Your fellow workers 

4. The recognition you get for good work 

5. Your immediate boss 

6. The amount of responsibility you are given 

7. Your rate of pay 

8. Your opportunity to use your abilities 

9. Industrial relations between management and workers in your firm 

10. Your chance of promotion 

11. The way your firm is managed 

12. The attention paid to suggestions you make 

13. Your hours of work 

14. The amount of variety in your job 

15. Your job security 

The subjects responding to this questionnaire were requested to indicate how 

satisfied or dissatisfied they were with each item by using the following scale: 

1. I’m extremely dissatisfied 

2. I’m very dissatisfied 

3. I’m moderately dissatisfied 

4. I’m not sure 

5. I’m moderately satisfied 

6. I’m very satisfied 

7. I’m extremely satisfied 

Through a cluster analysis the authors discovered that the 15 items of this scale 

could be divided in two separate ways. At one level of analysis, two separate 

clusters of items could readily be identified: seven items: numbers 2, 4, 6, 8, 10, 

12, 14 came together into a subscale termed intrinsic job satisfaction; the 

remaining eight items represent extrinsic job satisfaction. The full set of items 

could also be viewed at a different level in terms of three other clusters, one group 
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of four items (numbers 2, 6, 8, 14) emerged as a cluster specially concerned with 

job itself intrinsic satisfaction; another cluster of five extrinsic satisfaction items 

(numbers 1, 3, 5, 13, 15) appeared to be best described as working conditions 

extrinsic satisfaction; the remaining items (numbers 4, 7, 9, 10, 11, 12) comprised 

a cluster which straddled the intrinsic and extrinsic features in a way which 

suggested a concern for individual recognition and management behaviour, this 

was interpreted in terms of employee relations satisfaction. (36) 

This scale was translated in 2008 into Portuguese from the Spanish version. This 

translation was reviwed by two Portuguese-Spanish translators and some 

semantic adjustments were made to the Portuguese version of the scale. In order 

to evaluate the quality of this instrument, its internal consistency was tested. The 

results for overall satisfaction were a Cronbach alpha coefficient of 0,933 (in the 

original scale it was 0,63); for intrinsic satisfaction were a Cronbach alpha 

coefficient of 0,903 (in the original scale it was between 0,79 and 0,85); for 

extrinsic satisfaction were a Cronbach alpha coefficient of 0,844 (in the original 

scale it was between 0,74 and 0,78). Has the results are higher than 0,80 it was 

considered that they were good indicators of the scale’s internal consistency. (38) 

This scale was chosen for this particular research for several reasons: 

 - The fact that had been translated and adapted for the Portuguese 

population; (38) 

 - Its short nature and easiness for response; 

 - Its ability to analyse both intrinsic and extrinsic job characteristics; 

 - The fact that it has been defined as the standard measure of job 

satisfaction in Spain; (39) 
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 - The fact that it can be answered by all workers regardless of their 

schooling.  (39) 

 

Measuring Turnover 

Turnover is typically measured in terms of separation rates: quits, layoffs, and 

discharges per 100 employees on the payroll. (18) 

The historical analyses of labour turnover have relied upon two types of data. The 

first type consists of firm-level data on turnover within a particular workplace or 

governmental collections (through firms) of data on the level of turnover within 

particular industries or geographic locations. (18) 

The second type of turnover data is generated using employment records or 

governmental surveys as the source for information specific to the individual 

worker. Job histories can be created with these data and used to analyze the 

impact of individual characteristics such as age, education, and occupation, on 

labour turnover, firm tenure and occupational experience. (18) 

When it comes to the calculus of the turnover rate different authors proposed 

different approaches. In 2001 Lynn, calculated the turnover rate by dividing the 

total number of employee terminations in a year by the number of employees at 

the start of the year. (23) In 2006, Kacmar divided the number of terminations by the 

average hourly employee restaurant headcount during the same time. (21) 

Even though these definitions on how to calculate turnover are slightly different 

they all divide the number of people leaving the company by the number o people 

that usually work there.  
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In order to calculate turnover for each restaurant, information was gathered 

regarding the number of employees whose contracts were terminated in the year 

studied (2008).  

We were unable to distinguish voluntary turnover from involuntary turnover as that 

data was not available. Blending the two types of turnover, while not ideal has 

been done in other studies, as shown by Kacmar. (21) 

In order to calculate the turnover rate in our study we divided the total number of 

employee that left the company during the time evaluated, by the “personnel 

board”. 

“Personnel Board” is defined as the number of people that the company considers 

as being necessary for the correct function of that particular restaurant, 

considering the size of the restaurant, type of service and predicted sales.  

 

Statistical Analysis 

In order to analyse our results we used SPSS (Statistical Package for the Social 

Sciences) version 14.0 for Windows. (40) 

The descriptive statistics consisted on the computation of frequencies, since the 

presented variables are nominal or ordinal, obtained from discrete and limited 

scales, frequently with skewed distributions.  (41) 

When comparing mean ranks for ordinal variables and cardinal variables without 

normal distribution for two independent groups we used the Mann-Whitney test. 

We used the Kruskal-Wallis test when comparing three or more independent 

groups. We used Spearman’s correlation coefficient to evaluate the degree of 

association between pairs of variables when at least one of them was ordinal or 

cardinal without normal distribution and the other ordinal or cardinal. We used 
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Pearson’s correlation coefficient to evaluate the degree of association between 

pairs of variables when both variables followed a normal distribution. (41) 

A statistically significant difference was considered when p<0,05. 
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The Project: 

In this study we gathered information from 12 restaurants belonging to a chain of 

Typical Portuguese Food restaurants. This chain of restaurants as a strong human 

relations component, as it started with only a few restaurants and few employees, 

and grew into a chain of over ten restaurants, nevertheless most of the employees 

that started with the company still work in it today although divided throughout the 

different locations. In order to complete this study information was gathered both 

about employees and about the restaurant itself. 

Each employee from each restaurant was requested to answer a questionnaire 

divided in two parts. The first part of the questionnaire related to personal 

characteristics like age, gender, nationality, degree of education, etc. and to their 

work in the restaurant: function, time in the food service business and salary. 

The second part of the questionnaire was a translation to Portuguese of the Scale 

of Overall Job Satisfaction by Warr, Cook and Wall. This questionnaire consists in 

a series of 15 statements about witch each employee had to state his / hers own 

satisfaction. The scale of satisfaction presented went from 1 to 7, 1 being 

Extremely Dissatisfied and 7 being Extremely Satisfied. 

In order to guarantee the maximum number of answers the restaurants were 

informed of the visit, requesting that all employees were at the restaurant at a 

certain date and time. At the arranged time the interviewer was there with the 

questionnaire.  

The interviewer presented the project to everyone at the restaurant explaining the 

objective of the study and the anonymity that it entailed. During the answering of 

the questionnaire the interviewer answered any questions made. All restaurants 
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were assessed by the same person except for one, never the less the 

methodology used was exactly the same.  

The information was gathered in all restaurants in the same month (November). In 

the end, we had 119 questionnaires from 12 different restaurants situated in the 

center and south of Portugal. 

 

Sample: Job Satisfaction Questionnaire 

The sample for our study includes 115 foodservice employees from 12 different 

restaurants.  

The response rate varied between restaurants, in eight restaurants the response 

rate was 100%, the lowest response rate was 60%. This rate was related only to 

some employees being on their day off as there were no rejections to answering 

the questionnaire. 

 

Exclusions: 

From this study we excluded 4 questionnaires. Two were excluded as the 

employees answering were from a non-portuguese speaking country and weren’t 

able to read Portuguese. The other two were from Portuguese employees that did 

not know how to read, therefore didn’t quite understand the meaning of some of 

the statements from the Job Satisfaction Questionnaire. 

 

Sample: Restaurant information 

Information regarding each restaurant was gathered in the company headquarters.  

Some information was available, as type of restaurant, location and “personnel 

board”. Other information had to be requested: sales, turnover and prizes. 
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The volume of sales (in euro) was listed monthly for each restaurant for the year 

2008, in order to add this information to our database an average was calculated 

(in euro). 

In order to calculate the turnover rate for each restaurant for the year of 2008, a 

list of all past and current employees of the company was gathered. This list 

included all the people ever admitted in the company for the restaurants studied.  

From this database we extracted the number of people who had left the company 

during the year 2008 for each restaurant.  

Prizes are very important to the company studied as they are a way to recognize 

the restaurants working at a better level. In order to be able to use prizes as a 

variable in our data base, we divided the number of prizes that the restaurant won, 

by the number of months in which the prizes were given.  
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Results 

In order to best relay our results we have decided to divide them into five major 

parts: 

1. Socio-Demographic Variables and Restaurant Variables 

2. Overall Job Satisfaction 

3. Intrinsic and Extrinsic Job Satisfaction 

4. Job Satisfaction Item by Item 

5. Turnover, Prizes and Sales 

For each part we start with a description of each variable pointing out the most 

relevant aspects. Then we present the variables relations among themselves, or 

with any of the other variables studied.  

Along the text we present tables and figures to better visualize the information 

given.  
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1. Socio-Demographic Variables and Restaurant Variables 

Our sample has a slightly greater percentage of women than men. Most 

employees (62,5%) are under 35 years old, making the population working in this 

company fairly young. 

The majority of the employees are from Brazil (68,7%), followed by the Portuguese 

(21,7%), even though there are other nationalities present in our sample they 

represent a very small percentage (9,6%). 

The majority of the employees finished high school, but only about a fifth has a 

degree in food service. 

The preferred mean of transportation to get to work is public transport and the trip 

for most (60%) takes less than 30 minutes. 

 

Table 1. Social-Demographic Characteristics 

  N % 

Men 48 42,5% 
Gender 

Women 65 57,5% 

Under 20 2 1,7% 

Between 20 and 24 28 24,3% 

Between 25 and 29 28 24,3% 

Between 30 and 34 14 12,2% 

Between 35 and 39 16 13,9% 

Between 40 and 44 16 13,9% 

Between 45 and 49 5 4,3% 

Between 50 and 54 3 2,6% 

Age 
(years) 

Over 55 3 2,6% 

Portuguese 25 21,7% 

Brazilian 79 68,7% 

Portuguese Speaking African Country 7 6,1% 
Nationality 

Other Nationality 4 3,5% 

4th Grade 3 2,6% 

9th Grade 27 23,9% 

12th Grade (High School) 73 64,6% 
School Degree 

Higher Education 10 8,8% 
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Table 1. Social-Demographic Characteristics (Cont.) 

  N % 

Yes 25 21,7% 
Degree in Food Service 

No 90 78,3% 

On foot 17 14,9% 

Public transportation 70 60,9% 
Means of Transportation 

to get to Work 

Car 27 23,7% 

Under 15 min 34 29,6% 

Between 15 and 30 min 35 30,4% 

Between 30 and 45 min 22 19,1% 

Between 45 min and 1hr 13 11,3% 

Between 1hr and 1h15 min 5 4,3% 

Time to get to Work 

Over 1h15 min 6 5,2% 

 

The employees in this study are evenly distributed between the kitchen and the 

service area. When we take a closer look at their function we see that kitchen staff 

is divided in three categories being kitchen’s helper the predominant. When it 

comes to service area staff, they are mainly waiters and waitresses. 

Regarding time of work in food service and in the restaurant results are nearly 

opposites. On one hand, nearly fifty percent claim they have been working in the 

food service industry for over three years. On the other hand nearly two thirds 

have been working in this particularly restaurant for less than one year. This 

numbers give us a little insight on what turnover results we may expect. 

When analyzing salary, nearly 75% of employees receive less than 750 euros per 

month. 
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Table 2. Characteristics regarding one’s work in the restaurant 

  N % 

Kitchen 53 46,1% 

Service Area 57 49,6% Area of work 

Both 5 4,3% 

Cook 17 15,0% 

Kitchen's helper 24 21,2% 

Mess Boy 10 8,8% 

Waiter 44 38,9% 

Function 

Management 18 15,9% 

Under 6 months 19 16,8% 

6 months to 1 year 15 13,3% 

1 to 2 years 12 10,6% 

2 to 3 years 11 9,7% 

3 to 4 years 6 5,3% 

4 to 5 years 10 8,8% 

Time of work in Food 
Service 

Over 5 years 40 35,4% 

Under 6 months 47 40,9% 

6 months to 1 year 26 22,6% 

1 to 2 years 17 14,8% 

2 to 3 years 9 7,8% 

3 to 4 years 3 2,6% 

4 to 5 years 4 3,5% 

Time of work in the 
Restaurant 

Over 5 years 9 7,8% 

Under 500 euros 10 9,0% 

Between 500 and 749 euros 70 63,1% 

Between 750 and 999 euros 14 12,6% 

Between 1000 and 1249 euros 12 10,8% 

Salary 

Over 1250 euros 5 4,5% 

 

Characteristics related to the restaurants themselves are also relevant and should 

be analysed.  

This food service company’s restaurants are mainly without a dining room 

(cafeteria style). The employees are not as equally divided as restaurants with 

dining room need to have more employees.  
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When analyzing the geographical location of the various restaurants, we see that 

the majority is in the greater Lisbon area. 

 

Table 3. Restaurant Characteristics 

Restaurants Employees 
 

N % N % 

With Dining Room 3 25,0% 41 35,7% 
Type of Restaurant 

Without Dining Room 9 75,0% 74 64,3% 

Lisbon 4 33,3% 43 34,7% 

Tagus' North Coast Line 3 25,0% 27 23,5% 

Tagus' South Coast Line 2 16,7% 20 17,4% 

Center of Portugal 2 16,7% 19 16,5% 

Location 

South of Portugal 1 8,3% 6 5,2% 

 

When we start relating socio-demographic characteristics, we saw that regarding 

gender differences only existed with function the restaurant. There are more man 

in management functions and more women as kitchen’s helpers. (Table 4) 

 

Table 4 - Relation between function in the restaurant and gender 

Gender 
  

Man Women p 

Cook 13,0% (6) 15,4% (10) 

Kitchen's Helper 6,5% (3) 32,3% (21) 

Mess Boy 8,7% (4) 9,2% (6) 

Waiter 47,8% (22) 32,3% (21) 

Function 

Management 23,9% (11) 10,8% (7) 

0,008 

 

Age as a significant impact in employee’s having a degree in food service and also 

in their area of work and function within the restaurant. (Table 5) 

Employees with a degree in food service are older than those who have none.  

Taking a look at how employees distribute themselves by age in the restaurant we 

see that the ones working in the kitchen are older while those working in the 
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service area are younger, as to be expected the same trend is clear when it comes 

to their function cooks and kitchen’s helper are older and waiters are younger. 

 

Table 5 - Relation between age and degree in food service, area of work and function 

Under 20 
Between 

20 and 24

Between 

25 and 29

Betw een 

30 and 34

Between 

35 and 39

Between 

40 and 44

Between 

45 and 49

Between 

50 and 54
Over 55 p

Yes 0,0% 8,0% (2) 16,0% (4) 12,0% (3) 20,0% (5) 28,0% (7) 4,0% (1) 4,0% (1) 8,0% (2)

No 2,2% (2) 28,9% (26) 26,7% (24) 12,2% (11) 12,2% (11) 10,0% (9) 4,4% (4) 2,2% (2) 1,1% (1)

Kitchen 0,0% 15,1% (8) 15,1% (8) 17,0% (9) 18,9% (10) 20,8% (11) 5,7% (3) 3,8% (2) 3,8% (2)

Service Area 1,8% (1) 35,1% (20) 29,6% (17) 8,8% (5) 8,8% (5) 8,8% (5) 3,5% (2) 1,8% (1) 1,8% (1)

Both 20,0% (1) 0,0% 60,0% (3) 0,0% 20,0% (1) 0,0% 0,0% 0,0% 0,0%

Cook 0,0% 5,9% (1) 29,4% (5) 5,9% (1) 29,4% (5) 11,8% (2) 0,0% 11,8% (2) 5,9% (1)

Kitchen's 

Helper
0,0% 16,7% (4) 4,2% (1) 25,0% (6) 12,5% (3) 33,3% (8) 8,3% (2) 0,0% 0,0%

Mess Boy 0,0% 30,0% (3) 10,0% (1) 10,0% (1) 20,0% (2) 10,0% (1) 10,0% (1) 10,0% (1) 0,0%

Waiter 4,5% (2) 38,6% (17) 27,3% (12) 6,8% (3) 9,1% (4) 6,8% (3) 4,5% (2) 2,3% (1) 0,0%

Management 0,0% 16,7% (3) 44,4% (8) 16,7% (3) 11,1% (2) 5,5% (1) 0,0% 0,0% 5,5% (1)

Age (years)

Degree in 

Food 

Service

Area of 

Work

Function

0,001

0,003

0,001

 

 

When it comes to schooling degree we see that employees working in the kitchen 

have lower degrees of schooling. Degree of schooling is also different among the 

various locations of the restaurants, only in two locations (Tagus’s north coast line 

and the center of Portugal) we find people with a degree of schooling of only four 

years. (Table 6) 

 

Table 6 - Relation between degree of schooling and area of work and restaurant location 

4th Grade 9th Grade 12th Grade
Higher 

Education
p

Kitchen 5,8% (3) 28,8% (15) 63,5% (33) 1,9% (1)

Service Area 0,0% 21,4% (12) 64,3% (36) 14,3% (6)

Both 0,0% 0,0% 80% (4) 20% (1)

Lisbon 0,0% 16,3% (7) 76,7% (33) 7,0% (3)

Tagus’ north coast line 7,7% (3) 42,3% (11) 46,2% (12) 3,8% (1)

Tagus' south cost line 0,0% 20,0% (4) 65,0% (13) 15,0% (3)

Center of Portugal 5,6% (1) 22,2% (4) 61,1% (11) 11,2% (2)

South of Portugal 0,0% 16,7% (1) 66,7% (4) 16,7% (1)

0,020

Schooling Degree

Area of 
Work

0,045Location
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Employees who get to work on foot or by car take less time than those who travel 

by public transportation. This time difference is also significant according to the 

location of the restaurant, employees working in restaurants in Lisbon take the 

longer to get to work. (Table 7) 

 

Table 7 - Relation between time to get to the restaurant and means of transportation 

Under 15 min Between 15 
and 30 min

Between 30 
and 45 min

Between 45 
min and 1hr

Between 1hr 
and 1h15

Over 1h15 p

On Foot 52,9% (9) 35,3% (6) 11,8% (2) 0,0% 0,0% 0,0%

Public Transportation 10,0% (7) 32,9% (23) 25,7% (18) 17,1% (12) 5,7% (4) 8,6% (6)

Car 66,7% (18) 18,5% (5) 7,4% (2) 3,7% (1) 3,7% (1) 0,0%

Lisbon 4,7% (2) 39,5% (17) 20,9% (9) 18,6% (8) 4,7% (2) 11,6% (5)

Tagus’ north coast line 37,0% (10) 25,9% (7) 18,5% (5) 14,8% (4) 3,7% (1) 0,0%

Tagus' south coast line 45,0% (9) 20,0% (4) 20,0% (4) 5,0% (1) 5,0% (1) 5,0% (1)

Center of Portugal 52,6% (10) 21,1% (4) 21,1% (4) 0,0% 5,3% (1) 0,0%

South of Portugal 50,0% (3) 50,0% (3) 0,0% 0,0% 0,0% 0,0%

Time to get to Work

<0,001
Means of 

Transportation to 
get to Work

Location <0,001

 

 

Using “Time of Work in the Food Service Area” as the comparative variable we 

found significant statistical differences according to nationality, having a degree in 

food service, area of work and function in the restaurant. (Table 8) 

Employees of Portuguese nationality have been working in the food service area 

for longer, while employees from Portuguese Speaking African Countries have 

either been working in the food service area for over five years or for less than six 

months. 

Employees with a degree in foodservice have been working for longer in the 

foodservice area.  

When it comes to area of work and function we see that employees working in the 

kitchen have been working in the food service area longer, and of those cooks are 

the ones that have been in it for the longer amount of time, while waiters and mess 

boys are the ones that have in this business for the less amount of time. 
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Table 8 - Relation between time of work in the food service area and nationality, degree in 

food service, area of work and function 

Under 6 
months

6 months 
to 1 year

1 to 2 
years

2 to 3 
years

3 to 4 
years

4 to 5 
years

Over 5 
years 

p

Portuguese 8,3% 4,2% (1) 4,2% (1) 4,2% (1) 4,2% (1) 4,2% (1) 70,8% (17)

Brazilian 19,3% (16) 16,7% (13) 14,1% (11) 11,5% (9) 5,1% (4) 11,5% (9) 21,8% (17)

Portuguese Speaking 
African Country

28,6% (2) 0,0% 0,0% 0,0% 0,0% 0,0% 71,4% (5)

Other 0,0% 25,0% (1) 0,0% 25,0% (1) 25,0% (1) 0,0% 25,0% (1)

Yes 4,0% (1) 20,0% (5) 0,0% 8,0% (2) 0,0% 4,0% (1) 64,0% (16)

No 20,5% (18) 11,4% (10) 13,6% (12) 10,2% (9) 6,8% (6) 10,2% (9) 27,3% (24)

Kitchen 7,8% (4) 19,7% (10) 7,8% (4) 13,7% (7) 3,9% (2) 5,9% (3) 41,2% (21)

Service Area 24,6% (14) 8,8% (5) 12,3% (7) 7,0% (4) 7,0% (4) 12,3% (7) 28,1% (16)

Both 20,0% (1) 20,0% (1) 0,0% 0,0% 0,0% 0,0% 60,0% (3)

Cook 0,0% 5,9% (1) 5,9% (1) 17,6% (3) 0,0% 11,8% (2) 58,8% (10)

Kitchen's Helper 8,7% (2) 30,4% (7) 8,7% (2) 17,4% (4) 0,0% 4,3% (1) 30,4% (7)

Mess Boy 22,2% (2) 11,1% (1) 11,1% (1) 0,0% 22,2% (2) 0,0% 33,3% (3)

Waiter 29,5% (13) 11,4% (5) 13,6% (6) 6,8% (3) 6,8% (3) 11,4% (5) 20,5% (9)

Management 11,1% (2) 5,6% (1) 11,1% (2) 5,6% (1) 5,6% (1) 11,1% (2) 50% (9)

0,006

0,037

Time the Food Service Area

Function 0,008

Nationality

Degree in 
Food Service

Area of Work

<0,001

 

 

Going from how long employees have worked in the food service area to how long 

they have been working in their present restaurant the differences shift a little. 

(Table 9)  

As before we found that cooks and managers are the ones that have been in the 

restaurant longer, while waiters and mess boys are the ones that there for the less 

amount of time. When it comes to the location of the restaurant we found that 

employees working in restaurants in the greater Lisbon area have been working in 

that restaurant for longer than those in restaurants in the south and center of 

Portugal.  

 

Table 9 - Relation between time of work in the restaurant and function and location  

Under 6 
months

6 months 
to 1 year

1 to 2 
years

2 to 3 
years

3 to 4 
years

4 to 5 
years

Over 5 
years 

p

Cook 11,8% (2) 23,5% (4) 11,8% (2) 29,4% (5) 5,9% (1) 0,0% 17,6% (3)
Kitchen's Helper 25,0% (6) 37,5% (9) 25,0% (6) 0,0% 4,2% (1) 8,3% (2) 0,0%
Mess Boy 60,0% (6) 10,0% (1) 20,0% (2) 10,0% (1) 0,0% 0,0% 0,0%
Waiter 59,1% (26) 18,2% (8) 13,6% (6) 2,3% (1) 0,0% 0,0% 6,8% (3)
Management 33,3% (6) 16,7% (3) 5,6% (1) 11,1% (2) 5,6% (1) 11,1% (2) 16,7% (3)
Lisbon 34,9% (15) 32,6% (14) 16,3% (7) 4,7% (2) 0,0% 2,3% (1) 9,3% (4)
Tagus’ north coast line 33,3% (9) 7,4% (2) 14,8% (4) 14,8% (4) 3,7% (1) 7,4% (2) 18,5% (5)

Tagus' south coast line 40,0% (8) 15,0% (3) 30,0% (6) 5,0% (1) 5,0% (1) 5,0% (1) 0,0%
Center of Portugal 57,9% (11) 31,6% (6) 0,0% 5,3% (1) 5,3% (1) 0,0% 0,0%
South of Portugal 66,7% (4) 16,7% (1) 0,0% 16,7% (1) 0,0% 0,0% 0,0%

0,001

Location

Time the Restaurant

0,043

Function
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Considering the line of work we are studying salary is expected to differ according 

to function and to have an impact in other variables such as means of 

transportation used. (Table 10) 

 Cooks and managers have higher salaries than the rest of the staff. Higher salary 

implies less percentage of employees getting to work on a public transport and a 

higher percentage getting to work by car.  

 

Table 10 - Relation between salary and function in the restaurant and means of 

transportation to get to work 

Under 500 euros
Betw een 500 
and 749 euros

Betw een 750 
and 999 euros

Betw een 1000 
and 1249 euros

Over 1250 euros p

Cook 0,0% 25,0% (4) 31,3% (5) 43,7% (7) 0,0%

Kitchen's Helper 12,5% (3) 83,3% (20) 4,2% (1) 0,0% 0,0%

Mess Boy 22,2% (2) 77,8% (7) 0,0% 0,0% 0,0%

Waiter 9,5% (4 81,0% (34) 9,5% (4) 0,0% 0,0%

Management 5,6% (1) 16,7% (3) 22,2% (4) 27,8% (5) 27,8% (5)

On Foot 18,8% (3) 62,5% (10) 6,3% (1) 6,3% (1) 6,3% (1)

Public 
Transportation

10,5% (7) 70,1% (47) 13,4% (9) 6,0% (4) 0,0%

Car 0,0% 44,4% (12) 14,8% (4) 25,9% (7) 14,8% (4)

<0,001Function

Means of Transportation 
to get to Work

<0,001

Salary
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2. Overall Job Satisfaction 

The scale used did not have an item regarding overall job satisfaction. According 

to the author in order to find a value an estimation should be done, adding all 

levels of satisfaction and dividing them by 15 (the number of statements).(36) 

As we consider that job satisfaction should be considered as an individual 

variable, the proposed calculation was made. From its results we found that 

almost three fourths of the employees are satisfied with their work. (Figure 3) The 

average overall satisfaction level was 5,14 (with a minimum of 2,6 and a maximum 

of 6,9 on a scale of 1 to 7), which means that on average our employees are 

moderately overall satisfied with their jobs. 

Interestingly, although for all the 15 questions in our job satisfaction questionnaire 

the average was within the moderately satisfied category, we can observe 

differences, “Your hours of work” as the lowest average and along with other 

seven items of the questionnaire has lower averages than the Overall Job 

Satisfaction Calculation. On the other hand “Your job security” has the highest 

average of the 15 items, six other items have higher averages that the Overall Job 

Satisfaction Calculation. (Figure 4) 
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Figure 3 - Overall Job Satisfaction (Calculation) 
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Figure 4. Average of the 15 Job Satisfaction Items compared the Overall Job Satisfaction 

Average 

 

When we correlate the Overall Job Satisfaction results with all other variables we 

find almost no statistical differences. (Table 11-12) 

Job satisfaction is correlated with sales (ρ=0,281, p=0,002) and even that is a 

weak correlation. Overall job satisfaction levels are higher in restaurants with 

higher levels of sales. 

When we cross the Overall Job Satisfaction results with the other variables in our 

study we find statistical differences only to the location of the restaurant. 

Employees working in restaurants in the south of Portugal have lower level of 

overall job satisfaction. (Table 12) 
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Table 11. Correlations with Overall Job Satisfaction 

 

Correlation Coefficient 0,281
Sig. (2-tailed) 0,002
N 115
Correlation Coefficient -0,105
Sig. (2-tailed) 0,264
N 115
Correlation Coefficient 0,109
Sig. (2-tailed) 0,245
N 115
Correlation Coefficient -0,076
Sig. (2-tailed) 0,417
N 115
Correlation Coefficient 0,047
Sig. (2-tailed) 0,623
N 113
Correlation Coefficient -0,094
Sig. (2-tailed) 0,320
N 115
Correlation Coefficient -0,088
Sig. (2-tailed) 0,353
N 113
Correlation Coefficient -0,059
Sig. (2-tailed) 0,528
N 115
Correlation Coefficient 0,029
Sig. (2-tailed) 0,765
N 111

Time to get to w ork

Time of Work in Food Service

Time of Work in the Restaurant

Salary

Sales

Overall Job Satisfaction

Turnover

Prizes

Age

Schooling Degree

 

 

Table 12. Relations with Overall Job Satisfaction 

I’m extremely 
dissatisfied

I’m very 
dissatisfied

I’m 
moderately 
dissatisfied

I’m not sure
I’m 

moderately 
satisfied

I’m very 
satisfied

I’m extremely 
satisfied p

Portuguese 0,0% 0,0% 13,0% (3) 13,0% (3) 26,1% (6) 47,8% (11) 0,0%

Brazilian 0,0% 0,0% 4,1% (3) 18,9% (14) 28,4% (21) 44,6% (33) 4,1% (3)
Portuguese Speaking 
African Country

0,0% 0,0% 0,0% 14,3% (1) 42,9% (3) 42,9% (3) 0,0%

Other 0,0% 0,0% 0,0% 0,0% 50,0% (2) 50,0% (2) 0,0%
Lisbon 0,0% 0,0% 7,3% (3) 24,4% (10) 34,1% (14) 29,3% (12) 4,9% (2)
Tagus’ north coast line 0,0% 0,0% 4,0% (1) 16,0% (4) 28,0% (7) 52,0% (13) 0,0%
Tagus' south coast line 0,0% 0,0% 5,0% (1) 5,0% (1) 15,0% (3) 70,0% (14) 5,0% (1)
Center of Portugal 0,0% 0,0% 0,0% 6,3% (1) 37,5% (6) 56,3% (9) 0,0%
South of Portugal 0,0% 0,0% 16,7% (1) 33,3% (2) 33,3% (2) 16,7% (1) 0,0%

Men 0,0% 0,0% 6,4% (3) 21,3% (10) 23,4% (11) 42,6% (20) 6,4% (3)

Women 0,0% 0,0% 5,1% (3) 11,9% (7) 35,6% (21) 47,5% (28) 0,0%

Yes 0,0% 0,0% 4,2% (1) 29,2% (7) 25,0 (6)% 41,7% (10) 0,0%

No 0,0% 0,0% 6,0% (5) 13,1% (11) 31,0% (26) 46,4% (39) 3,6% (3)
Kitchen 0,0% 0,0% 8,5% (4) 21,3% (10) 21,3% (10) 48,9% (23) 0,0%
Service Area 0,0% 0,0% 3,6% (2) 10,7% (6) 37,5% (21) 42,9% (24) 5,4% (3)
Both 0,0% 0,0% 0,0% 40,0% (2) 20,0% (1) 40,0% (2) 0,0%
Cook 0,0% 0,0% 5,9% (1) 17,7% (3) 29,4% (5) 47,1% (8) 0,0%
Kitchen's Helper 0,0% 0,0% 10,0% (2) 25,0% (5) 20,0% (4) 45,0% (9) 0,0%
Mess Boy 0,0% 0,0% 11,1% (1) 22,2% (2) 11,1% (1) 55,6% (5) 0,0%
Waiter 0,0% 0,0% 4,7% (2) 11,6% (5) 44,2% (19) 37,2% (16) 2,3% (1)
Management 0,0% 0,0% 0,0% 5,9% (1) 17,7% (3) 64,7% (11) 11,8% (2)
On foot 0,0% 0,0% 5,9% (1) 23,5% (4) 47,1% (8) 17,7% (3) 5,9% (1)
Public Transportion 0,0% 0,0% 3,1% (2) 20,3% (13) 28,1% (18) 48,4% (31) 0,0%
Car 0,0% 0,0% 7,7% (2) 3,8% (1) 23,1% (6) 57,7% (15) 7,7% (2)

With Dinning Room 0,0% 0,0% 5,3% (2) 23,7% (9) 34,2% (13) 31,6% (12) 5,3% (2)

Without Dinning Room 0,0% 0,0% 5,7% (4) 12,9% (9) 27,1% (19) 52,9% (37) 1,4% (1)

Type of 
Restaurant

0,134

Gender

0,014

0,792

Degree in 
Food Service

0,225

Area of Work

Function

0,499

0,272

Means of 
Transportation

0,135

Overall Job Satisfaction

0,792Nationality

Location
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3. Intrinsic and Extrinsic Job Satisfaction 

In their article the authors of the scale propose two subscale containing different 

items from the original scale. (36) Therefore we grouped our scale results to get 

Intrinsic and Extrinsic Job Satisfaction data.  

The average intrinsic satisfaction level was 5,03 (with a minimum of 1,86 and a 

maximum of 7 on a scale of 1 to 7), while the average extrinsic satisfaction level 

was 5,12 (with a minimum of 2 and a maximum of 7 on the same scale). So even 

though these two subscales have very similar averages, the intrinsic aspects have 

a lower average and a lower minimum than the extrinsic ones. 

Taking a closer look at intrinsic aspects we see that the aspect with higher level of 

satisfaction is “The amount of responsibility you are given” with 64,2% claiming 

they are very or extremely satisfied. The aspect with each employees are less 

satisfied is “Your opportunity to use your abilities” but even this item as a rate of 

60,4% respondents that are satisfied (moderately, very and extremely satisfied). 

All other items of intrinsic job satisfaction present levels of satisfaction 

(moderately, very and extremely satisfied) above 60%. When we take a closer 

look at “The recognition you get for good work” we see that even though the level 

of satisfaction is positive, it as the greater percentage of extremely dissatisfied 

(8,3%) and of very dissatisfied (9,2%). (Figure 5) 

When it comes to extrinsic job satisfaction, results are even higher, although there 

are some extremes in this category.  The items “Your immediate boss” and “Your 

job security” have levels of very and extremely satisfied of over 65%. On the other 

hand, “Your rate of pay” and “Your hours of work” present the lower results of  

satisfaction (moderately, very and extremely satisfied), of 65,8% and 58,5% 
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respectively. These two questions are also the ones which present a greater 

percentages of very dissatisfied and extremely dissatisfied. (Figure 6) 
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Figure 5 - Intrinsic Job Satisfaction 
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Figure 6 - Extrinsic Job Satisfaction 
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When correlating these two subscales with the Overall Job Satisfaction results we 

found that both subscales have a very strong positive correlation with overall job 

satisfaction (intrinsic job satisfaction: ρ=0,960, p<0,001 and extrinsic job 

satisfaction: ρ=0,954, p<0,001). 

As it was expected intrinsic and extrinsic job satisfaction are also related to both 

sales and the location of the restaurant. (Tables 13-15) 

When it comes to sales intrinsic job satisfaction shows a weak but positive relation 

(ρ=0,259, p=0,005) as does extrinsic job satisfaction (ρ=0,296, p=0,001) 

Taking a closer look at differences by restaurant location we found that as for 

overall job satisfaction the south of Portugal has the lower levels of both intrinsic 

and extrinsic job satisfaction. The higher levels of satisfaction for both subscales 

are stated in restaurants located in the Tagus’ south coast line.  

 

Table 13. Correlation with Intrinsic and Extrinsic Job Satisfaction 

Intrinsic Job 

Satisfaction

Extrinsic Job 

Satisfaction

Correlation Coeff icient 0,259 0,296

Sig. (2-tailed) 0,005 0,001

N 115 115

Correlation Coeff icient -0,081 -0,124

Sig. (2-tailed) 0,391 0,187

N 115 115

Correlation Coeff icient 0,116 0,100

Sig. (2-tailed) 0,216 0,287

N 115 115

Correlation Coeff icient -0,108 -0,061

Sig. (2-tailed) 0,248 0,514

N 115 115

Correlation Coeff icient 0,050 0,039

Sig. (2-tailed) 0,601 0,684

N 113 113

Correlation Coeff icient -0,076 -0,103

Sig. (2-tailed) 0,418 0,271

N 115 115

Correlation Coeff icient -0,091 -0,096

Sig. (2-tailed) 0,340 0,310

N 113 113

Correlation Coeff icient -0,077 -0,071

Sig. (2-tailed) 0,415 0,451

N 115 115

Correlation Coeff icient 0,082 -0,047

Sig. (2-tailed) 0,394 0,625

N 111 111

 

Time of Work in Food Service

Time of Work in the Restaurant

Salary

Age

Schooling Degree

Time to get to w ork

Sales

Turnover

Prizes
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Table 14. Relation with Intrinsic Job Satisfaction 

I’m extremely 
dissatisfied

I’m very 
dissatisfied

I’m 
moderately 
dissatisfied

I’m not sure
I’m 

moderately 
satisfied

I’m very 
satisfied

I’m extremely 
satisfied p

Portuguese 0,0% 4,0% (1) 12,0% (3) 24,0% (6) 16,0% (4) 40,0% (10) 4,0% (1)
Brazilian 0,0% 1,3% (1) 6,3% (5) 22,8% (18) 30,4% (24) 31,6% (25) 7,6% (6)
Portuguese Speaking 
African Country

0,0% 0,0% 0,0% 14,3% (1) 57,1% (4) 28,6% (2) 0,0%

Other 0,0% 0,0% 0,0% 0,0% 50,0% (2) 50,0% (2) 0,0%
Lisbon 0,0% 4,7% (2) 9,3% (4) 27,9% (12) 27,9% (12) 25,6% (11) 4,7% (2)
Tagus’ north coast line 0,0% 0,0% 7,4% (2) 18,5% (5) 29,6% (8) 37,0% (10) 7,4% (2)
Tagus' south coast line 0,0% 0,0% 10,0% (2) 5,0% (1) 20,0% (4) 60,0% (12) 5,0% (1)
Center of Portugal 0,0% 0,0% 0,0% 21,1% (4) 36,8% (7) 31,6% (6) 10,5% (2)
South of Portugal 0,0% 0,0% 0,0% 50,0% (3) 50,0% (3) 0,0% 0,0%
Men 0,0% 2,1% (1) 12,5% (6) 12,5% (6) 35,4% (17) 27,1% (13) 10,4% (5)
Women 0,0% 1,5% (1) 3,1% (2) 27,7% (18) 26,2% (17) 38,5% (25) 3,1% (2)
Yes 0,0% 0,0% 12,0% (3) 28% (7) 32,0% (8) 20,0% (5) 8,0% (2)
No 0,0% 2,2% (2) 5,6% (5) 20,0% (18) 28,9% (26) 37,8% (34) 5,6% (5)
Kitchen 0,0% 1,9% (1) 7,5% (4) 26,4% (14) 28,3% (15) 34,0% (18) 1,9% (1)
Service Area 0,0% 1,8% (1) 7,0% (4) 15,8% (9) 31,6% (18) 35,1% (20) 8,8% (5)
Both 0,0% 0,0% 0,0% 40,0% (2) 20,0% (1) 20,0% (1) 20,0% (1)
Cook 0,0% 0,0% 11,8% (2) 11,8% (2) 35,3% (6) 35,3% (6) 5,9% (1)
Kitchen's Helper 0,0% 4,2% (1) 8,3% (2) 25,0% (6) 29,2% (7) 33,3% (8) 0,0%
Mess Boy 0,0% 0,0% 0,0% 50,0% (5) 10,0% (1) 40,0% (4) 0,0%
Waiter 0,0% 2,3% (1) 9,1% (4) 20,5% (9) 31,8% (14) 31,8% (14) 4,5% (2)
Management 0,0% 0,0% 0,0% 11,1% (2) 27,8% (5) 38,9% (7) 22,2% (4)
On foot 0,0% 0,0% 0,0% 35,3% (6) 35,3% (6) 23,5% (4) 5,9% (1)
Public Transportion 0,0% 1,4% (1) 8,6% (6) 24,3% (17) 28,6% (20) 37,1% (26) 0,0%
Car 0,0% 0,0% 7,4% (2) 7,4% (2) 29,6% (8) 33,3% (9) 22,2% (6)
With Dinning Room 0,0% 2,4% (1) 9,8% (4) 22,0% (9) 31,7% (13) 26,8% (11) 7,3% (3)
Without Dinning Room 0,0% 1,4% (1) 5,4% (4) 21,6% (16) 28,4% (21) 37,8% (18) 5,4% (4)

Degree in 
Food Service

0,146

Area of Work 0,539

Function 0,249

Means of 
Transportation

0,086

Type of 
Restaurant

0,164

Intrinsic Job Satisfaction

Nationality 0,695

Location 0,039

Gender 0,907

 

 

Table 15. Relation with Extrinsic Job Satisfaction 

I’m extremely 
dissatisfied

I’m very 
dissatisfied

I’m 
moderately 
dissatisfied

I’m not sure
I’m 

moderately 
satisfied

I’m very 
satisfied

I’m extremely 
satisfied p

Portuguese 0,0% 0,0% 4,2% (1) 29,2% (7) 16,7% (4) 41,7% (10) 8,3% (2)
Brazilian 0,0% 0,0% 1,3% (1) 16,0% (12) 33,3% (25) 42,7% (32) 6,7% (5)
Portuguese Speaking 
African Country

0,0% 0,0% 0,0% 0,0% 50,0% (3) 50,0% (3) 0,0%

Other 0,0% 0,0% 0,0% 0,0% 50,0% (2) 50,0% (2) 0,0%
Lisbon 0,0% 0,0% 2,6% (1) 23,1% (9) 33,3%(13) 33,3% (13) 7,7% (3)
Tagus’ north coast line 0,0% 0,0% 0,0% 16,0% (4) 32,0% (8) 48% (12) 4,0% (1)
Tagus' south coast line 0,0% 0,0% 0,0% 10,0% (2) 15,0% (3) 60,0% (12) 15,0% (3)
Center of Portugal 0,0% 0,0% 0,0% 10,5% (2) 42,1% (8) 47,4% (9) 0,0%
South of Portugal 0,0% 0,0% 16,7% (1) 33,3% (2) 33,3% (2) 16,7% (1) 0,0%
Men 0,0% 0,0% 0,0% 20,0% (9) 31,1% (14) 40,0% (18) 8,9% (4)
Women 0,0% 0,0% 3,2% (2) 15,9% (10) 31,7% (20) 46,0% (29) 3,2% (2)
Yes 0,0% 0,0% 0,0% 25,0% (6) 29,2% (7) 45,8% (11) 0,0%
No 0,0% 0,0% 2,4% (2) 15,3% (13) 31,8% (27) 42,4% (36) 8,2% (7)
Kitchen 0,0% 0,0% 2,0% (1) 27,5% (14) 23,5% (12) 43,1% (22) 3,9% (2)
Service Area 0,0% 0,0% 1,9% (1) 7,1% (4) 38,9% (21) 44,4% (24) 7,4% (4)
Both 0,0% 0,0% 0,0% 25,0% (1) 25,0% (1) 25,0% (1) 25,0% (1)
Cook 0,0% 0,0% 0,0% 29,4% (5) 29,4% (5) 35,3% (6) 5,9% 81)
Kitchen's Helper 0,0% 0,0% 0,0% 36,4% (8) 18,2% (4) 40,9% (9) 4,5% (1)
Mess Boy 0,0% 0,0% 10,0% (1) 10,0% (1) 20% (2) 60,0% (6) 0,0%
Waiter 0,0% 0,0% 2,4% (1) 4,9% (2) 46,3% (19) 39,0% (16) 7,3% (3)
Management 0,0% 0,0% 0,0% 11,1% (2) 22,2% (4) 55,6% (10) 11,1% (2)
On foot 0,0% 0,0% 5,9% (1) 29,4% (5) 29,4% (5) 29,4% (5) 5,9% (1)
Public Transportion 0,0% 0,0% 1,5% (1) 15,4% (10) 32,3% (21) 46,2% (30) 4,6% (3)
Car 0,0% 0,0% 0,0% 11,5% (3) 30,8% (8) 46,2% (12) 11,5% (3)
With Dinning Room 0,0% 0,0% 0,0% 28,9% (11) 28,9% (11) 34,2% (13) 7,9% (3)
Without Dinning Room 0,0% 0,0% 2,8% (2) 11,3% (8) 32,4% (23) 47,9% (34) 5,6% (4

Means of 
Transportation

0,260

Type of 
Restaurant

0,122

Degree in 
Food Service

0,314

Area of Work 0,433

Function 0,373

Extrinsic Job Satisfaction

Nationality 0,875

Gender 0,646

Location 0,007
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4. Job Satisfaction Item by Item 

In order to best understand how the various levels of satisfaction are related to the 

socio-demographic characteristics of our sample, we related all the 15 items of the 

Job Satisfaction Scale with all these variables. Next we present relation which 

show significant statistical differences.  

We found that only four of the 15 item of the Job Satisfaction Scale presented 

significant differences when related to the socio-demographic variables. 

The item “Your immediate boss” correlates with the time employees take to get to 

work, this correlation although very weak (ρ=-0,212, p=0,028) tells us that 

employees who take more time to get to work are less satisfied with their 

immediate boss. (Table 17) 

This item also relates to the area of work in the restaurant and the mean of 

transportation that employees use to get to work. Employees working in the 

service area are more satisfied with “Your immediate boss”, while employees 

working in the kitchen have higher levels of dissatisfaction. Those using public 

transportation are less satisfied with their immediate boss. (Table 16)  

 

Table 16. Relation between “Your immediate boss” and Area of Work and Means of 

Transportation 

I’m extremely 
dissatisfied

I’m very 
dissatisfied

I’m 
moderately 
dissatisfied

I’m not sure
I’m 

moderately 
satisfied

I’m very 
satisfied

I’m extremely 
satisfied

p

Kitchen 2,1% (1) 8,3% (4) 8,3% (4) 8,3% (4) 18,8% (9) 37,5% (18) 16,7% (8)

Service Area 1,9% (1) 0,0% 0,0% 7,4% (4) 14,8% (8) 46,3% (25) 29,6% (16)
Both 0,0% 0,0% 0,0% 20,0% (1) 20,0% (1) 40,0% (2) 20,0% (1)
On foot 0,0% 0,0% 6,3% (1) 6,3% (1) 18,8% (3) 37,5% (6) 31,3% (5)
Public 
Transportion

3,0% (2) 4,5% (3) 4,5% (3) 10,4% (7) 17,9% (12) 43,3% (29) 16,4% (11)

Car 0,0% 0,0% 0,0% 4,3% (1) 13,0% (3) 43,5% (10) 39,1% (9)

"Your immediate boss"

Area of Work 0,034

0,013
Means of 

Transportation
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Table 17 - Relations between the Job Satisfaction Questionnaire and Socio-Demographic 

Caracteristics  

Age
School 
Degree

Time to get to 
Work

Time of Work in 
Food Service

Time of Work in 
the Restaurant

Cor. Coefficient -0,014 0,108 -0,121 -0,066 0,003
Sig. (2-tailed) 0,882 0,261 0,204 0,493 0,977
N 112 110 112 111 112
Cor. Coefficient -0,082 0,099 -0,066 0,039 0,047
Sig. (2-tailed) 0,393 0,304 0,489 0,687 0,620
N 112 110 112 110 112
Cor. Coefficient 0,045 -0,026 -0,107 -0,059 -0,055
Sig. (2-tailed) 0,648 0,794 0,274 0,547 0,577
N 107 105 107 105 107
Cor. Coefficient -0,016 0,011 -0,037 -0,034 -0,021
Sig. (2-tailed) 0,866 0,911 0,699 0,731 0,832
N 109 107 109 107 109
Cor. Coefficient -0,121 0,119 -0,213 -0,153 -0,107
Sig. (2-tailed) 0,213 0,227 0,028 0,118 0,274
N 107 105 107 105 107
Cor. Coefficient -0,024 0,157 -0,065 -0,023 -0,056
Sig. (2-tailed) 0,805 0,107 0,504 0,811 0,565
N 109 107 109 107 109
Cor. Coefficient -0,060 0,019 -0,189 -0,171 -0,106
Sig. (2-tailed) 0,528 0,842 0,044 0,072 0,263
N 114 112 114 112 114
Cor. Coefficient -0,238 -0,007 -0,128 -0,206 -0,106
Sig. (2-tailed) 0,013 0,946 0,187 0,034 0,273
N 108 106 108 106 108
Cor. Coefficient -0,025 -0,034 -0,137 -0,043 -0,058
Sig. (2-tailed) 0,795 0,726 0,157 0,665 0,548
N 108 106 108 106 108
Cor. Coefficient -0,132 -0,034 -0,159 -0,157 -0,166
Sig. (2-tailed) 0,178 0,729 0,105 0,114 0,091
N 105 104 105 103 105
Cor. Coefficient -0,092 0,058 -0,083 -0,012 -0,016
Sig. (2-tailed) 0,347 0,557 0,394 0,905 0,870
N 107 105 107 105 107
Cor. Coefficient -0,008 -0,021 0,008 -0,048 0,011
Sig. (2-tailed) 0,936 0,830 0,938 0,626 0,913
N 107 105 107 106 107
Cor. Coefficient 0,046 0,035 0,066 0,022 0,014
Sig. (2-tailed) 0,629 0,715 0,492 0,824 0,882
N 111 109 111 109 111
Cor. Coefficient -0,062 -0,001 0,002 -0,085 -0,126
Sig. (2-tailed) 0,519 0,988 0,987 0,375 0,186
N 112 110 112 110 112
Cor. Coefficient -0,147 0,035 -0,035 -0,069 0,022
Sig. (2-tailed) 0,120 0,715 0,714 0,475 0,818
N 113 111 113 111 113
Cor. Coefficient -0,076 0,047 -0,094 -0,088 -0,059
Sig. (2-tailed) 0,417 0,623 0,320 0,353 0,528
N 115 113 115 113 115

The attention paid to suggestions 
you make

Your hours of work

The amount of variety in your job

Your job security

Overall Job Satisfaction 
(Calculation)

The way your firm is managed

The physical work conditions

The freedom  to choose your own 
method of working

Your fellow workers

The recognition you get for good 
work

Your immediate boss

The amount of responsability you 
are given

Your rate of pay

Your opportunity to use your 
abilities

Industrial relations between 
management and workers in your 

firm

Your chance of promotion
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The second item that relates to socio-demographic variables is “The amount of 

responsibility you are given", differences were found between functions in the 

restaurant and according to the means of transportation used to get to work. 

Kitchen’s helpers are the ones who stated being more dissatisfied, while mess 

boys and managers were all satisfied. Regarding means of transportation we 

found that only employees using public transportation are extremely dissatisfied 

with the responsibility they are given, while of those getting to work by car 96% are 

satisfied. (Table 18) 

 

Table 18. Relation between “The amount of Responsability you are Given” and Area of Work 

and Means of Transportation 

I’m extremely 
dissatisfied

I’m very 
dissatisfied

I’m 
moderately 
dissatisfied

I’m not sure
I’m 

moderately 
satisfied

I’m very 
satisfied

I’m extremely 
satisfied

p

Cook 0,0% 6,3% (1) 0,0% 6,3% (1) 12,5% (2) 62,5% (10) 12,5% (2)
Kitchen's 
Helper

0,0% 4,8% (1) 9,5% (2) 23,8% (5) 23,8% (5) 33,3% (7) 4,8% (1)

Mess Boy 0,0% 0,0% 0,0% 20,0% (2) 0,0% 80,0% (8) 0,0%
Waiter 2,3% (1) 0,0% 2,3% (1) 9,3% (4) 25,6% (11) 51,2% (22) 9,3% (4)
Management 0,0% 0,0% 0,0% 5,9% (1) 11,8% (2) 58,8% (10) 23,5% (4)
On foot 0,0% 0,0% 5,9% (1) 5,9% (1) 23,5% (4) 58,8% (10) 5,9% (1)
Public 
Transportion

1,5% (1) 1,5% (1) 3,1% (2) 18,2% (12) 16,7% (11) 54,5% (36) 4,5% (3)

Car 0,0% 4% (1) 0,0% 0,0% 16% (4) 52,0% (13) 28,0% (7)

"The amount of responsability you are given"

Function 0,021

Means of 
Transportation

0,013

 

 

The third item that relates to socio-demographic variables is “Your Rate of Pay", 

this particular item correlates with the amount of time that employees take to get 

work. This correlation although very weak (ρ=-0,189, p=0,044) tells us that 

employees with lower salaries take longer to get to work. (Table 17) 

 

The fourth and last item that relates to socio-demographic variables is “Your 

opportunity to use your abilities”, this item relates to age, time of work in food 

service and having a degree in food service. 
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Its correlation with age although very weak (ρ=-0,238, p=0,013) tells us that older 

employees are less satisfied with this item. When it comes to time of work in the 

food service industry, this very weak correlation (ρ=-0,206, p=0,034) tells us that 

the longer employees have been working in the food service industry the less they 

are satisfied with the opportunity to use their abilities. (Table 17) 

Besides correlating to age and time of work in the food service industry, “Your 

opportunity to use your abilities" also relates with having a degree in food service. 

A higher percentage of employees with a degree in food service state that they are 

extremely dissatisfied with their opportunity to use their abilities. (Table 19) 

 

Table 19. Relation between “Your Opportunity to Use your Abilities” and Degree in Food 

Service 

I’m extremely 
dissatisfied

I’m very 
dissatisfied

I’m 
moderately 
dissatisfied

I’m not sure
I’m 

moderately 
satisfied

I’m very 
satisfied

I’m extremely 
satisfied

p

Yes 13,0% (3) 0,0% 4,3% (1) 26,1% (6) 34,8% (8) 17,4% (4) 4,4% (1)

No 1,2% (1) 7,0% (6) 7,0% (6) 10,6% (9) 15,3% (13) 48,3% (41) 10,6% (9)

"Your opportunity to use your abilities"

Degree in 
Food Service

0,010

 

 

When comparing the 15 item of the Job Satisfaction Scale to restaurant related 

variables such as sales, turnover and prizes further correlations emerge. (Table 

20) 

Higher sales correlate with higher levels of satisfaction on six job satisfaction 

questionnaire items. All correlations are either weak or very weak but still 

statistically relevant. Employees with higher sales are more satisfied with their 

fellow workers (ρ=0,270, p=0,005), with the recognition they get for good work 

(ρ=0,298, p=0,002), with their immediate boss (ρ=0,288, p=0,003), with the 

industrial relations between management and workers in their firm (ρ=0,330, 
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p<0,001), with their chance of promotion (ρ=0,214, p=0,028) and with the way the 

firm is managed (ρ=0,328, p=0,001). 

Table 20 - Relations between the job satisfaction questionnaire and sales, turnover and 

prizes 

Sales Turnover Prizes

Cor. Coefficient 0,033 -0,115 -0,074
Sig. (2-tailed) 0,730 0,227 0,437
N 112 112 112
Cor. Coefficient 0,176 -0,038 0,035
Sig. (2-tailed) 0,064 0,694 0,715
N 112 112 112
Cor. Coefficient 0,270 -0,246 0,045
Sig. (2-tailed) 0,005 0,010 0,644
N 107 107 107
Cor. Coefficient 0,298 -0,157 0,111
Sig. (2-tailed) 0,002 0,103 0,253
N 109 109 109
Cor. Coefficient 0,288 0,001 0,126
Sig. (2-tailed) 0,003 0,995 0,197
N 107 107 107
Cor. Coefficient 0,147 -0,009 -0,017
Sig. (2-tailed) 0,127 0,925 0,860
N 109 109 109
Cor. Coefficient 0,176 0,008 0,150
Sig. (2-tailed) 0,062 0,937 0,112
N 114 114 114
Cor. Coefficient 0,189 -0,080 0,083
Sig. (2-tailed) 0,050 0,411 0,392
N 108 108 108
Cor. Coefficient 0,330 -0,119 0,171
Sig. (2-tailed) <0,001 0,219 0,077
N 108 108 108
Cor. Coefficient 0,214 -0,122 0,239
Sig. (2-tailed) 0,028 0,214 0,014
N 105 105 105
Cor. Coefficient 0,328 -0,147 0,125
Sig. (2-tailed) 0,001 0,130 0,199
N 107 107 107
Cor. Coefficient 0,107 -0,099 -0,046
Sig. (2-tailed) 0,274 0,312 0,637
N 107 107 107
Cor. Coefficient 0,134 0,029 0,031
Sig. (2-tailed) 0,162 0,763 0,744
N 111 111 111
Cor. Coefficient 0,170 -0,038 -0,003
Sig. (2-tailed) 0,074 0,690 0,979
N 112 112 112
Cor. Coefficient 0,152 -0,134 -0,089
Sig. (2-tailed) 0,107 0,158 0,347
N 113 113 113

 

Your rate of pay

Your opportunity to use your abilities

Industrial relations between management 
and workers in your firm

Your chance of promotion

The physical work conditions

The freedom  to choose your own method 
of working

Your fellow workers

The recognition you get for good work

Your immediate boss

The amount of responsability you are given

Your hours of work

The amount of variety in your job

Your job security

The way your firm is managed

The attention paid to suggestions you 
make
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When it comes to turnover it only influences one item of the job satisfaction 

questionnaire, the employee satisfaction with their fellow workers. This correlation 

even though very weak (ρ=-0,246, p=0,010) tells us that employees in restaurants 

with higher turnover rates are less satisfied with their fellow workers. 

Prizes are only correlated to differences in levels of satisfaction regarding the 

employees’ chance of promotion. This correlation even though very weak 

(ρ=0,239, p=0,014) tells us that employees working in restaurants that won more 

prizes are more satisfied with their chance of promotion. 
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5. Turnover, Prizes and Sale 

In the food service business the turnover rate is a problem that deserves a lot of 

attention. 

The twelve restaurants studied differ greatly when it comes to turnover rates for 

the year 2008. Some have as low rates as 20%, while another presents a turnover 

rate of 130%. (Figure 7) 

On average, for this company, the turnover rate for 2008 was 63%. 

0,00

0,20

0,40

0,60

0,80

1,00

1,20

1,40

1 2 3 4 5 6 7 8 9 10 11 12

45,4%

83,3%

33,3%

61,5%

70,0%

40,0%

60,0%

130,0%

20,0%

83,3%

75,0%

50,0%

 

Figure 7. Turnover rates for all 12 restaurants (2008) 

 

When we group the restaurants by location, we find that the restaurants in the 

Tagus’ south coast line have on average higher turnover rates, while the ones in 

the Tagus’ north coast line have on average lower turnover rates. (Figure 8) 

Trying to find further differences we compared turnover rates by type of restaurant. 

For this particular comparison we found similar turnover rates in restaurants with 

and without dining rooms. (Figure 9) 
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Lisbon Tagus' North 

Coast Line

Tagus' South 

Coast Line

Center of 

Portugal

South of 

Portugal

65,0%

45,5%

87,7%

60,0% 60,0%

 

Figure 8. Average turnover rates by restaurant location (2008) 

 

With dining room Without dining room

60%
64%

 

Figure 9. Average turnover rates by type of restaurant (2008) 

 

In order to better understand how sales, turnover and prizes relate to socio-

demographic and restaurant characteristics comparisons were made. Table 21 

shows some of these correlations. 

Although very weakly turnover and prizes are correlated, higher turnover rates are 

found in restaurants where the employees won more prizes (ρ=0,211, p=0,024). 

Both turnover and prizes are correlated with sales. The correlation between 

turnover and sales is very weak (ρ=-0,244, p=0,009) but tells us that higher sales 

correlated with lower turnover. The correlation between prizes and sales is 

moderate (ρ=0,534, p=<0,001) and tells us that more sales correlate with 
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employees wining more prizes. The same two variables are also correlated, 

although by a very weak correlation, with the employee’ degree of schooling. 

Employees with higher schooling degree work in restaurants with higher turnover 

(ρ=-0,200, p=0,034) and employees who won more prizes have higher schooling 

degrees (ρ=0,188, p=0,046).  

Turnover is also correlated (although very weakly) with the time employees have 

been working in the restaurant. Employees have been working for less time in 

restaurants with higher turnover (ρ=-0,212, p=0,023). 

There is a very weak correlation between prizes and the time employees take to 

get to work. Employees working in restaurants that won more prizes take less time 

to get to work (ρ=-0,190, p=0,042). 

 

 

Table 21 - Relations between turnover and prizes and socio-demographic and restaurant 

characteristics 

Sales Turnover Prizes

Correlation Coefficient

Sig. (2-tailed)

N

Correlation Coefficient -0,244

Sig. (2-tailed) 0,009

N 115

Correlation Coefficient 0,534 0,211

Sig. (2-tailed) <0,001 0,024

N 115 115

Correlation Coefficient -0,004 -0,062 -0,087

Sig. (2-tailed) 0,970 0,511 0,355

N 115 115 115

Correlation Coefficient 0,011 0,200 0,188

Sig. (2-tailed) 0,905 0,034 0,046

N 113 113 113

Correlation Coefficient -0,022 0,026 -0,190

Sig. (2-tailed) 0,819 0,784 0,042

N 115 115 115

Correlation Coefficient -0,022 -0,073 -0,036

Sig. (2-tailed) 0,819 0,440 0,703

N 113 113 113

Correlation Coefficient 0,037 -0,212 -0,170

Sig. (2-tailed) 0,692 0,023 0,070

N 115 115 115

Correlation Coefficient -0,064 -0,085 -0,039

Sig. (2-tailed) 0,507 0,376 0,686

N 111 111 111

Salary 

Time working in the 
restaurant

 

Age

Degree of Schooling

Time working in Food 
Service Area 

Time to get to work 

Sales

Turnover

Prizes
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Discussion  

The goal of this study was to measure the job satisfaction of food service 

employees and relate their levels of satisfaction with personnel and demographic 

characteristics. In order to promote a clearer understanding of our work this 

discussion will follow the same sequence as the results. 

When it comes to the socio-demographic characteristics we can see that our 

sample presents a wide range of characteristics. The genders are more or less 

even, with slightly more women than men. Over 50% of the employees are under 

the age of 30, this fact might be associated to the nationality of the employees. 

As we refered earlier, the food service industry in Portugal has been in recent 

years one of the biggest “receiver” of the immigrant work force arriving in Portugal 

from abroad and particularly from Brazil. This explains the percentage of Brazilian 

individuals in our sample (68,7%), this may also explain the young age of the 

population as immigrants tend to be young.  

As immigration from Brazil to Portugal is a relatively recent event it explains why 

among the individuals questioned Brazilians are the ones in the food service area 

for the least amount of time. 

Even though the majority of the employees have finished high school it is 

important to take a closer look at these results as they may also be influenced by 

the differences in nationalities and differences in age. In Portugal nowadays the 

mandatory level of education is the 9th grade while in Brazil most people finish high 

school. We cannot forget that we found some employees with only the 4th grade, it 

is important to remember that in Portugal in the past the mandatory schooling was 

4 years, so older employees are likely to only have the 4th grade. Interestingly only 

around 20% of employees have a degree in food service which leads us to believe 



58 

that most employees didn’t enter this area of work by choice but because of the 

opportunity that it represented.  

Considering that most of the restaurants are in big cities it was to be expected that 

most employees would find public transport as their preferred means of 

transportation, nevertheless over 50% state they take less than 30 minutes to get 

to work. 

Cooks and managers have higher salaries than the rest of the staff. This is an 

expected result as they are the one’s responsible for the success or failure of the 

restaurant and are the one’s hold accountable by the company management.  

When taking a look at the function each employee has in the restaurant we found 

significant differences related to gender.  There are more men as managers while 

there are more women as kitchen´s helpers. This finding reminds us of traditional 

functions where women were more frequently in the kitchen while the men 

managed the restaurant.  

Taking a closer look at the restaurant area where employees work we found that 

employees who work in the kitchen are older, have a lower degree of schooling 

and have been working in the restaurant for longer. The last two facts may be 

associated with the first (age), the older the person, the lower was the mandatory 

schooling degree when they were young and the older they are the more time 

have they had to work. 

When we go deeper and look at each employees function in the restaurant we find 

that some relations are the same and new ones emerge. As for area of work, 

function is related to age and time in the food service area, furthermore it is related 

to time in the restaurant, salary and gender. Cooks have been working in the food 

service and in the restaurant longer and waiters and mess boys for less time. 
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Cooks and kitchen’s helpers are older and waiters are younger which explains why 

some have been working in the food service area longer than the others.  

When we view our employees according to the location of the restaurant in which 

they work we found other interesting differences. As it was to be expected the time 

to get to the restaurant was different according to the location of the restaurant. 

Restaurants in Lisbon have the higher times to get to work; this is probably related 

to the main means of transportation in the different locations. People working in 

Lisbon get to work mainly by public transportation, and we found that employees 

getting to work on public transports took more time than those walking or driving. 

Another significant difference relates to the time employees have been working in 

the restaurant, this difference may be related to a study bias: not all restaurants 

opened at the exact same time. This study was done in November 2008 and 

during this year, three of the twelve restaurants studied opened.  

We also found that the employees with lower levels of education work in the 

Tagus’ north coast and in the center of Portugal, this difference could probably be 

explained by a difference in age, but we found no differences in the age of the 

employees related to the location of the restaurant.  

Salary related to function in the restaurant (discussed earlier) and to means of 

transportation. Higher salary implies less percentage of employees getting to work 

on public transport and a higher percentage getting to work by car, this fact can 

also be related to function. Those who earn more are usually those with greater 

responsibilities, this may mean that that have to work longer hours or have 

complicated work schedules, and therefore need to be independent from public 

transportation. 
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According to Spector job satisfaction is “the degree to which people like their jobs. 

Some people enjoy their work and find it to be a central part of life. Others hate to 

work and do so only because they must.” (6) 

Overall most of the people that answered the questionnaire are satisfied (73%) 

with their job; these results are similar to those found by Sousa-Pouza in 2000 (27). 

In his study 71,4% of the individuals were  satisfied with their job. 

Although for all the 15 questions in our job satisfaction questionnaire there were 

always more individuals classifying themselves in the satisfied part of the scale, 

the percentages of satisfaction varied between questions even if never 

significantly. 

It is clear that some employees are less satisfied about particular aspects of their 

job, and these are the item presenting a lower average. The item with lower 

satisfaction average is “Your hours of work”, followed by “The recognition you get 

for good work” and lastly “Your rate of pay”. These results lead us to believe that 

salary may not be the most important factor of satisfaction. This is consisting with 

the fact that we didn’t find any relations between salary and job satisfaction items, 

these results are unlike other authors that showed a direct link between job 

satisfaction and wages. (29, 42, 43) 

On the opposite side of the scale we find the top three satisfaction items: “Your job 

security”, “The way your firm is managed” and “Your immediate boss”. These three 

items are particularly interesting considering the economic crisis that Portugal is 

undergoing. People feel secure in their jobs and are satisfied with both their 

immediate boss and the firm management, showing they believe in the financial 

well-being of the company and its longevity. 
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Relating overall job satisfaction with all variables we found that it only relates 

significantly with two: sales and location. Employees working in restaurants with 

higher sales are overall more satisfied. This is not a relation easy to explain, but it 

may be due mainly to differences in income, since restaurants with higher sales 

give higher productivity prizes to its employees. 

A study done in Portugal showed that job satisfaction is related with the different 

regions, the region reporting the lowest levels of satisfaction was Lisbon and the 

Tagus Valley area.  (43) In our study we found quite different results, the least 

satisfied employees are in the south of Portugal, while the most satisfied one’s are 

in the center of Portugal and in the Tagus’ south coast line. 

As it was to be expected the Intrinsic and Extrinsic Job Satisfaction subscales are 

very strongly correlated with the Overall Job Satisfaction levels. As these 

correlations present very similar values of correlation it is not possible to say that 

one of them best predicts overall job satisfaction. 

As overall job satisfaction, both subscales relate to sales and location. When it 

comes to sales, both subscales present a very strong correlation. While for overall 

job satisfaction the center region of Portugal had the higher levels of satisfaction; 

for both intrinsic and extrinsic job satisfaction the employees working in the Tagus’ 

south coast line are the ones more satisfied. On the opposite side of the scale we 

found that employees in the south of Portugal are less satisfied with both intrinsic 

and extrinsic aspects of their jobs.  

When we relate the job satisfaction questionnaire with socio-demographic 

characteristics we find that only four of the fifteen statements in the job satisfaction 

questionnaire are related to these characteristics: “Your immediate boss”, “The 
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amount of responsibility you are given” “Your rate of pay” and “Your opportunity to 

use your abilities”.     

When comparing levels of satisfaction between men and women we found no 

significant differences. Literature is not consistent when evaluating the differences 

in satisfaction between men and women. Some studies conclude that men are 

less satisfied than women (42), another study says that women are less satisfied 

than men (27). Studies in Portugal on this subject are also contradictory; there are 

studies that claim that men are more satisfied with work than women (28, 43), while 

another says that overall job satisfaction reported by women is higher than that 

reported by men (43), and another found no differences between genders. (43) 

Most literature on the subject states that satisfaction follows a U-shaped pattern 

with age. (29, 42-44) In our study age is not related to overall satisfaction or its 

subscales, this result may be due to the fact that age was measured in intervals 

rather than continuously. 

In our study we found that age is related to only one item on our job satisfaction 

questionnaire. Older individuals are less satisfied with their opportunities to use 

their abilities. This finding is incoherent with Duke (44) who claims that age has be 

shown to have a strong positive relationship to job satisfaction. 

Employees who take more time to get to work, employees using public 

transportation and employees working in the kitchen are all more dissatisfied with 

their immediate boss. At least two of these aspects are related; we found that 

employees getting to work by public transport take longer to get to work; therefore 

they may be the same people. The fact that people working in the kitchen are 

more dissatisfied with their immediate boss may be due to the fact that they are 
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further away from the decision process of the restaurant, as they answer to the 

cook, who in turn speaks to the manager. 

Interestingly, rate of pay is related with time to get to work; employees who take 

longer to get to work are less satisfied with this item. This is a correlation quite 

difficult to explain which makes us wonder if it isn’t mediated by another variable, 

one hypothesis for this mediator factor are prizes, our study showed that 

employees who take more time to get to work receive less prizes and even though 

not significantly our study shows a positive correlation between prizes and 

satisfaction with rate of pay. 

We found that employees with a degree in food service are less satisfied with the 

opportunities to use their abilities. A study by Kuntz (45) found similar results in 

managers working in the food service. According to him this dissatisfaction may be 

due to the fact that managers with a degree in food service may have unrealistic 

expectations of the food service industry.  

Satisfaction with the opportunity to use your abilities is also negatively related to 

age and time of work in the food service industry. All three relations may be 

associated as we also found that both employees with a food service degree and 

older employees have been working for longer in the food service area.  

 When it comes to “The amount of responsibility you are given” we found 

significant differences according to the individual’s function in the restaurant. 

Managers are the most satisfied with this item while kitchen helper’s are the least 

satisfied. This can be explained by the fact that managers have reached the higher 

degree of responsibility possible, while kitchen helpers may aspire to be cooks.  
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As for overall job satisfaction, in restaurants with higher sales employees are more 

satisfied with their fellow workers, with the recognition received for good work, with 

their immediate boss, with the relations between the management and workers, 

with their chance of promotion and with the way the firm is managed. All these 

items are associated with the relationship between the employees and 

management both at the restaurant and firm levels. 

On a related finding, more sales correlated with higher prizes. But on the other 

hand, higher turnover rates were found in the restaurants were people won more 

prizes. This two correlation may seen antagonist at first, but when we think of the 

restaurant setting we find that in order to win more prizes, sales have to be higher, 

the team effort has to be at its maximum, this may lead for “weaker” links of the 

chain to break and leave. 

Taking a look at the turnover results we see that there are great discrepancies 

between the different restaurants, they go from a turnover rate of 20% up to a 

turnover rate of 130% per year. The average turnover is 62,65%, this rate is lower 

than those found by the National Restaurant Association that are on average 

around 85%. (20) 

Our results show that lower turnover is related to higher sales, this is coherent with 

a study by Lynn that shows that turnover declines has sales increase in high-

volume restaurants. (23) 

One of our findings related higher turnover with people with an higher degree of 

schooling, this may be due to the fact that people with higher school degree are 

more demanding and therefore put a higher amount of pressure in the rest of the 

staff, who in turn decide to leave. 
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One of the costs of turnover is hiring and training new people for a specific task. In 

the beginning the new employee will not be able to perform as well as the train 

employee that left. (24) This may explain why one of our findings was that in 

restaurants with higher turnover employees are less satisfied with their fellow 

workers.  

The food service company studied gives a great emphasis to rewards in the form 

of monetary prizes that are mainly associated with sales. Therefore in this 

particular study it is interesting to correlate prizes with other variables.  

We found positive relations between higher prizes and people with higher school 

degree, less time to get to work and employees more satisfied with “The way your 

firm is managed”.  

The relation between prizes and higher satisfaction level on the way the firm is 

managed seems obvious, as people that earn more prizes (and therefore have a 

higher income) are usually happier with the firm they work in. 

The relations between prizes and less time to get to work might be related to the 

fact that employees with higher income are the ones who travel mostly by car and 

those who travel mostly by car are the ones that take less time do get to work.  

Higher prizes being given to restaurants with people with higher school degree 

may be explain by a higher performance and demand of these employees. 

 

We considerer that it is very important to point out some expected results that 

were not found and try to explain them: 

Overall job satisfaction and the various items of the job satisfaction questionnaire 

were not associated with the turnover rate. Most studies on the subject relate 

turnover and job satisfaction, (1, 14) therefore it was to be expected that restaurants 
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where employees have lower job satisfaction rates would have higher turnover 

rates. Our study found no relation between these two variables, we can only 

hypothesise on its reasons. One possible explanation could be the recent 

economic instability, with unemployment rising people may be holding on to their 

jobs even if not satisfied. Another possibility in related with voluntary and 

involuntary turnover, employees leaving the company by choice are more likely to 

be dissatisfied with it. As we were unable to make this distinction we couldn’t make 

such a comparison. 

Higher degree of schooling isn’t associated with the salary. The explanation for 

this may have to do with the company that we are studying. Even though the 

company recognizes those you have higher levels of schooling its policy is to 

reward employees according to their functions and levels of responsibility within 

the restaurant. 
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Conclusions 

Happiness may be the only true goal that everyone in the world has in common.  

Most people in the world have to work in order to survive therefore job satisfaction 

and happiness must be connected.  (46) 

On a capitalist global market we can never forget that it is a constant struggle for a 

company to maintain their work and their employees. In the food service industry 

the difference between success and failure is mainly the quality of the service and 

of the food. (7) 

Recent studies concluded that employee satisfaction is one of the significant 

determinants of customer satisfaction and indirectly influences financial 

performances. (7, 47) 

Previous literature has consistently suggested that if the business wants to satisfy 

the needs of its costumers it must first satisfy the needs of its employees. (48) And 

since a team effort is critical to making through the lunch and dinner rush (20), it is 

vital for the restaurant industry to explore ways to attract service workers. (24) 

According to Lynn service levels decline as turnover increases. (23) This makes 

studying and understanding turnover essential for the maintenance of a successful 

business in the food service industry. 

The present study gives us a particular view of the food service industry in 

Portugal. We analyzed a chain of 12 restaurants, unevenly spread through 

Portuguese continental territory; most of the restaurants are situated in the greater 

Lisbon area.  

Our goal with this study was to evaluate the job satisfaction of food service 

employees and relate it with other characteristics both at a personnel and 

organizational level.  
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Surprisingly sales was the variable with greater impact in the job satisfaction 

questionnaire, employees working in restaurants with higher sales state higher 

levels of overall satisfaction and higher levels of satisfaction on six of the job 

satisfaction questionnaire items. The only other variable to have an impact in 

overall job satisfaction was the location of the restaurant, leading us to believe that 

the area of Portugal where the restaurant is located may have a large influence on 

employees’ satisfaction towards their jobs.  

When it comes to overall job satisfaction our results are consistent with others in 

the literature (27, 43) showing that overall people are satisfied with their jobs. Taking 

a closer look at individual items from the Job Satisfaction Scale we concluded that 

employees are more satisfied with some: “Your immediate boss”, “The amount of 

responsibility you are given”, “The way your firm is managed” and “Your job 

security”, and less satisfied with others: “The recognition you get for good work”, 

“Your hours of work”, “Your rate of pay”. The fact that the number of hours worked 

and salary are some of the aspects with lower satisfaction rates is not surprising, 

as the food service business has extended schedules and usually pays poorly. 

Based on our results we can say that there are three items of the job satisfaction 

questionnaire that relate more to socio-demographic and restaurant variables. 

These items are satisfaction with your immediate boss, satisfaction with the 

opportunities to use your abilities and satisfaction with your fellow workers.  

The least satisfied employees are the ones’ with the lowest level of responsibilities 

in the restaurant level, but are usually the ones with a greater level of interaction 

with the costumers. Being dissatisfied leads us to believe that they will be the ones 

who tend to leave the company, as these employees are the face of the company 

for the customers it may cause a sense of detachment if they keep changing.  
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We found that the employees least satisfied with the opportunity to use their 

abilities are older and have a degree in food service,  this leads us to believe that 

the time spent in the food service business as not been of innovation and gaining 

more knowledge, but rather a simple way to make money. When employees feel 

they cannot evolve in the company one of two things will happen: they will stay in 

the company but be dissatisfied, or they will look for a more interesting job and 

leave the company, increasing the turnover levels. 

Looking at our results from a different point of view we see that time in the food 

service area and function within the restaurant are the two social-demographic 

variables with greater impact on all other variables including on the job satisfaction 

questionnaire. 

We found that as the level of education increased so did the level of turnover. 

There are several explanations for this fact, one of them is that food service is 

seen as a half way job; that is, it’s seen as a place to make some money for a little 

while until something better comes along, usually something more related to their 

school degree. Another hypothesis is that employees with a higher degree of 

schooling need more incentives to continue satisfied and motivated and when they 

are not provided employees start looking for another job perceived as better.   

Interestingly, we found that restaurants on the south Tagus’ coast line present two 

almost opposite relations. On one hand these restaurants have the higher intrinsic 

and extrinsic satisfaction levels; on the other hand they have the highest levels of 

turnover. These relations reinforce the findings that there isn’t a relation between 

satisfaction levels and turnover.  
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Although we don’t consider that the results of this study can be translated for the 

entire Portuguese food service population we consider that they are important and 

should be taken in consideration in developing similar studies in Portugal. 

 

Research Limitations  

The major limitation of this study is the fact that its main researcher worked in the 

company that was studied. This person belongs to the quality department and 

therefore audited the restaurants where the study was conducted. We cannot 

know for sure what kind of impact does the fact that the employees perceived the 

interviewer as someone who audited then, had on their answers. 

Being a full-time worker at the company studied was both a limitation and 

advantage; on one hand working full-time in the quality department of a food 

service company is very time demanding as the department is responsible for all 

the companies’ restaurants. On the other hand working in the restaurants studied 

allowed for a greater level of insight on the company’s policies than that of an 

investigator that only gathers the information oblivious of context.  

Another limitation is associated with the population studied; they all belonged to 

the same company, a company rather small where employees know each other 

and the management very well.  

The fact that the restaurants studied hadn’t been open for the same lenght of time 

may be a limitation. This study was done in November and three of the twelve 

restaurants studied opened in February and March of that same year. We cannot 

be sure if the length of time that the restaurant had been open has any effect on 

satisfaction or turnover.  
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The scale used to measure job satisfaction had only been used to verify its 

translation to Portuguese; therefore it still needs to be used in more studies in 

order to be considered a optimal tool to use in the Portuguese population. 

We also consider a limitation the fact that we were unable to distinguish between 

voluntary and involuntary turnover.  

 

Management Implications 

It is very difficult to serve costumers well when employees are unhappy and 

disgruntled about their work. Job satisfaction, therefore, becomes an important 

construct for managers of business since an increased in job satisfaction among 

firm’s front-line employee will undoubtedly have a carryover affect on costumer 

care. (49) 

Managers should create an environment in which employees can become self-

motivated. Incentives should not be too difficult to obtain. Staff will be more 

inspired to meet a goal if they are told specifically what they can do. Problems are 

best solved by engaging the staff in developing the solutions. (25) 

Improving job satisfaction and reducing employee turnover are two goals that have 

to be in the agenda of any food service company who wants to survive in today’ 

competitive market.  

Nowadays a big part of the food service industry relates to food security. Food 

security can only be achieved by the correct execution of specific tasks. A reduced 

turnover allows for more effective and long term training sessions, on the job 

training and reducing mistakes.  

When recruiting, managers should screen for costumer-orientated employees who 

have realistic expectations of what the job has to offer. (48) 
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We found that employees with a lower level of responsibilities are the ones least 

satisfied. As these employees are the ones who are more often in contact with the 

client, managers should keep close attention to their levels of satisfaction, as for 

the costumer they represent the company and is based on them that the costumer 

evaluates the service as good or bad. 

Being such an heterogenic group the employees of food service, it is important for 

managers to seek excellence in those they are training. In the food service 

business work people from different socio-cultural backgrounds, different degrees 

of schooling and different ethnicities. Managers should pay attention to all 

employees, assuring that the good employees aren’t lost for lack of incentives or 

motivation. 

Even though we found that sales were the main contributor for satisfaction and 

reduction of turnover we urge manager to find other non-financial rewards in order 

to keep employees motivated and satisfied.  

 

Future Research 

Future research in Portugal on this subject should consider the study of certain 

topics stated next.  

A topic we believe should be considered in future researches is the time 

employees take to get to work, as this was one of the variables with greater 

implications in satisfaction. Being food service a business with long hours and with 

complicated work schedules the time that employees take to get to work may be a 

reason for satisfaction or dissatisfaction. It would be interesting to evaluate how 

the time employees take to get to work influences their intent to leave (turnover) 

and what impact does it have on their family lives. 
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In our study we were unable to distinguish voluntary from involuntary turnover, 

future researcher should make an effort to evaluate this difference and see how 

this distinction influences other variables including job satisfaction levels.  

Another variable we believe should be more detailed in future researches is the 

time employees have been working in the company for this variable, our study 

included an item that stated less than 6 months, we discovered that the 

percentage of employees in this item was enormous, therefore it should be broken 

down into smaller periods on time. It will be interesting to see how this new 

variable will influence the satisfaction and turnover results. 

We found that most people working in this food service company had no degree in 

food service, the training they had in food service was provided by the company or 

other companies where they previously worked. We believe it would be interesting 

to understand where the professionals that finished hospitality related school 

degrees in Portugal are working. Being food service an important aspect of 

tourism the issue is very pertinent in a country like Portugal. 

We also consider it would be interesting to evaluate other areas of food service in 

Portugal, such as schools and hospitals. We cannot but wonder if people working 

in these food service departments show different levels of satisfaction, and in what 

items is that difference greater. 
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