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This paper draws attention to the importance of employee sat-
isfaction in the transportation and logistics service industry. For
research purposes, Spector’s job satisfaction survey was used,
which observes nine facets of job satisfaction, helping us to out-
line the viable measures that could improve employee satisfaction
in the selected company. The research indicates that the employ-
ees were satisfied with their supervision, co-workers and the na-
ture of work. Indifference was expressed with respect to payment,
rewards, benefits, working conditions and communication. Dis-
satisfaction was only identified in the field of promotion opportu-
nities. The identified facets that trigger different feelings of sat-
isfaction also serve to explain the possible consequences fort the
effectiveness of the selected transportation and logistics service
company and the whole industry sector as such.

Key words: employee satisfaction, job satisfaction survey,
behaviour, logistics, lorry drivers, performance
https://doi.org/10.26493/1854-4231.13.111-136

Introduction

To successfully operate, companies need satisfied employees be-
cause employee satisfaction can lead to the commitment, conscien-
tiousness and honesty of an employee, which in turn relate to their
job performance (Gruban 2010, 4). In achieving employee satisfac-
tion, the work environment plays a crucial role since it affects the life
of individuals, their behaviour, perception and performance (Harter,
Schmidt, and Keyes 2002, 1).

According to Surugiu and Surugiu (2015, 132), changes in the
labour market’s emerging due to globalisation have significantly af-
fected companies’ operations and their competitiveness. For com-
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panies operating in the transportation and logistics service industry,
the situation is not considerably different (Kherbash and Mocan
2015, 44). In the Slovenian transportation and logistics service in-
dustry, the strong pressure of competitors from Eastern European
countries was recently detected, mostly from Hungary and Slovakia,
as well as Bulgaria, Turkey and Romania. With incoming offers
of cheaper services from foreign transportation and logistics ser-
vice companies, the situation facing Slovenian road hauliers has
become significantly tougher (Pečar 2014, 44). In addition to com-
panies, workers themselves experience the impact of such critical
conditions. In trying to provide quality services within the shortest
possible time and at affordable prices, management structures have
become subjected to increased pressures to perform and as a conse-
quence often neglect the importance of all worker groups. According
to Karimi et al. (2017) and Godec (2013, 11) different physical and
mental workloads can consequently trigger stress, frustration or dis-
satisfaction in employees and can affect job performance (Judge et
al. 2001, 376). Additional stress and work-related challenges im-
pact unskilled and low-skilled workers to a greater extent as they
seek to cope with the required communication skills and timeliness
(Svetličič 2008, 23).

In this paper, we study factors of employee satisfaction in a trans-
portation and logistics services company. Unlike in other sectors
such as healthcare (Faragher, Cass, and Cooper 2005), education
(Skaalvik and Skaalvik 2017), public administration (Peklar and
Boštjančič 2014), the police (Bobnar 2014), the army (Dimec et al.
2008) and tourism (Gorenak 2011), as well across industries (Lisjak
2011; Zidar 2009), research into employee satisfaction is underdevel-
oped in the field of transportation and logistics. The organisational
behaviour research in the transportation and logistics service indus-
try is more focused on studying the health issues and occupational
risk factors of professional drivers (De Croon et al. 2002; Bovenzi et
al. 2006). According to Pavlin (2014), more than 6,000 road hauliers
and 17,000 commercial vehicles are registered in Slovenia, indicat-
ing the prevalence of the transportation and logistics service indus-
try and, in addition, supporting the relevance of our research. Due to
the diversification of the transportation and logistics service indus-
try and the increasing need for effective employees, it is necessary
to address the issues of transportation and logistics service workers’
satisfaction and the positive effects of employee satisfaction.

The effects of satisfied employees can be seen in satisfied cus-
tomers and higher service demand (Anderson, Fornell, and Lehmann
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1994, 53; Antonaki and Trivellas 2014, 356; Söderlund 2017, 1–2). In
return, these contribute to the spread of goodwill, the positive eco-
nomic returns of high quality service (Jha et al. 2017, 283; Hong et
al. 2013, 239) and, of course, to a small number of work-related acci-
dents, penalties for road traffic offences, mistakes etc. (Bener et al.
2017, 22) which, after all, is the goal of companies engaged in road
transportation activities. By examining professional drivers’ work
relationships, it was found that individuals can exert an important
impact on a company’s performance and that, by monitoring em-
ployee satisfaction, companies can obtain important information for
handling absenteeism and employee turnover, which are major is-
sues for many transportation and logistics companies (McElroy et al.
1993, 1–2; De Croon et al. 2002, 357).

Transportation and logistics service workers encounter many chal-
lenges that affect their job satisfaction. Especially affected are pro-
fessional groups such as lorry drivers and truck dispatchers due to
the specific working conditions, the nature of the work (Gorenak
2011, 26) and the work environment (Sendall et al. 2016, 32). The
specifics of this 24-hour economy reflect in the flexible working time,
increasing mechanisation, automation, and application of informa-
tion and communication technology (De Croon et al. 2002, 357). Pro-
fessional drivers are required to sit for long periods and maintain a
single posture, while on the other hand, the loading and unloading
of goods can also require significant physical effort. Because driving
requires more concentration, attention and wakefulness (De Croon
et al. 2002, 357) and because work is often performed at inconve-
nient working hours, it can be considered as physically demanding
work.

To all this, we can add the reduced possibility of hygienic care,
unhealthy eating habits and, lifestyle as such, as well as the lack of
recreational opportunities (Greenfield et al. 2016). All this can af-
fect both the psychological and physical health of drivers, which is
particularly important for the safety of all traffic participants and
freight, as well as the costs incurred due to accidents. In addition, we
should also take into consideration the amount of stress and prob-
lems caused by (poor) foreign language proficiency, the (challeng-
ing) adaptation to life in a foreign country, inadequate job training,
misunderstanding of administrative matters etc.

In this paper, we first present the theoretical framework by identi-
fying the challenges and work specifics affecting employee satisfac-
tion in the transportation industry as well as the dimensions of the
job satisfaction concept. We also provide a detailed description of
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the job satisfaction survey (henceforth referred to as the jss), used
as a tool for measuring employee satisfaction in our research. Af-
ter presenting the empirical analysis within the selected Slovenian
transportation and logistics service company, we outline the recom-
mendations for companies in the transportation industry.

Theoretical Framework

A variety of definitions of employee satisfaction can be found; how-
ever, they all describe job satisfaction as a result or a form of be-
haviour that an individual brings to the workplace (Weiss 2002, 174;
Cooper and Locke 2000, 166; Levi 2006, 288; Smith, Kendall, and
Hulin 1969). It is often described as a multidimensional psychologi-
cal response to one’s job, referring to internal cognitive (perception)
and affective (emotional) states accessible by means of verbal or
other behavioural and emotional responses (Hulin and Judge 2003,
256; Atefi et al. 2015, 2; Hayes, Douglas, and Bonner 2015, 5). For
our research purpose, Spector’s (1997, 2) definition is also relevant.
The author identifies job satisfaction as ‘how people feel about their
jobs and different facets of their jobs.’ In particular, he stresses the
link between negative and positive emotions that affect employees’
behaviour and performance, which in turn affect organisational re-
sults.

Measuring employee satisfaction is particularly relevant from the
perspective of a company’s performance (Meneghel et al. 2016, 11–
12). Satisfaction increases the sense of belonging to the company
(Gil, Llorens, and Torrente 2015, 100), making employees perform
more conscientiously and with greater commitment (Babalola 2016,
935–937; Pham and Pham 2016, 1445), which enables the company’s
further growth, development and competitiveness (Huang, Huang,
and Tzeng 2016). Harter, Schmid and Hayes (2002, 268) also be-
lieve that job satisfaction relates to higher efficiency, productivity
and lower absenteeism. This also affects individuals’ willingness to
acquire new skills (Dubey and Gunasekaran 2015), make more small
improvement suggestions and innovation propositions, and increase
their dedication to long-term company success (Zupan 1999, 5). The
importance of managers in ensuring employees’ engagement level,
commitment, and satisfaction with their company (Peng et al. 2016,
2; Harter, Schmidt, and Hayes 2002, 269) can be shown by consid-
ering job characteristics (Hackman and Oldham 1974) and an em-
ployee’s personality (Judge, Bono, and Locke 2000). At the same time,
research also shows a higher correlation between job satisfaction
and job performance in the case of more demanding and complex
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jobs (Judge and Saari 2004, 398; Korschun, Bhattacharya, and Swain
2014, 6–7; Blickle et al. 2013, 2).

Companies that do not promote employee satisfaction can on the
other hand encounter deviant work behaviour manifested as delays,
absenteeism or turnover (Spector 1997, 58; Levi 2006, 301) as well as
counterproductive behaviour-behaviour that damages the company
and appears in the form of corruption, sabotage, extortion, theft,
fraud or violence (Levi 2006, 305). Judge and Saari (2004, 399) also
point out a possible increase in abuse of alcohol, drugs and stimu-
lants, along with conflicts and strikes. In addition, employees who
experience feelings of dissatisfaction are less prone to invest addi-
tional efforts. They tend to avoid voluntary extra work, fail to achieve
performance standards or carry out their work on time, complain
about trivial things, don’t want to follow instructions and quickly ac-
cuse others of wrongdoing (Keenan 1996, 6; Špitlar 2009, 34). These
behavioural patterns can lead to high long-term costs, causing a lack
of personnel, delays, errors and, in particular, work-related errors.

Different theoreticians examine a variety of job facets which rep-
resent stimulus for awakening different emotions, both positive and
negative (Judge and Saari 2004, 395–396; Robbins and Judge 2015;
Huczynski and Buchanan 2013; Schermerhorn et al. 2012). Since we
are applying Spector’s (1997) model, we present the following facets
causing job-related (dis)satisfaction: pay, fringe benefits, supervi-
sion, contingent rewards, operating procedures, communication, and
the nature of work, promotion, and co-workers.

Methodology

Spector’s job satisfaction survey (henceforth referred to as the jss),
measures nine facets of job satisfaction and was developed in 1985
specifically for public and non-profit sector organisations (Spector
1985, 693–705). The questionnaire itself was created based on job re-
arrangement and job enrichment, which is today known as Hackman
and Oldham’s job characteristic model (Hackman and Oldham 1974,
1–10) that explains the link between critical psychological states,
core job dimensions, and personal and work outcomes. The jss can
be used in various settings because it is understandable, easy to ad-
minister and of suitable length. These are also the main reasons why
it was chosen for our research.

Our research aims at examining the level of job satisfaction and
determining how the facets of satisfaction influence employee pro-
ductivity and behaviour, as well as how to improve employees’ satis-
faction at work. In order to obtain an in-depth understanding within
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a single company under observation, a mixed-methods research ap-
proach was applied. According to Gravetter and Forzano (2015, 590)
as well as Vogt, Gardner and Haeffele (2012), this research design
can also be labelled a case study. First, an anonymous survey was
used based on the jss questionnaire. Subsequently, additional infor-
mation was obtained through semi-structured interviews allowing
both, a more descriptive as well as an exploratory account of the
case based on inductive reasoning (Bengtsson 2016, 9–10), whereby
interview questions were developed based on the survey results fol-
lowing the sequential mixed methods design (Lobe 2006).

We selected the company based on the demonstrated interests of
company owners and the data availability. The data collection took
place between 19th September and 2nd October 2014. The survey
questionnaires were partially forwarded to the company’s top man-
agement, who then distributed them among the employees. One part
of the questionnaires was distributed by the researchers. Most em-
ployees completed the questionnaire in the company’s rest area on
the day when they returned from abroad. The completion of ques-
tionnaires took approximately 15 minutes. Surveys were returned in
unmarked envelopes, providing respondent anonymity.

The survey was carried out on the population of employees in the
selected company. At the time of the research, the company em-
ployed 18 workers, excluding the company owners. In order to ob-
tain unbiased results, we excluded the business executives (own-
ers); in our case, the procurator (founder), the managing director
(son of the founder) and the head of the accounting department (the
manager’s wife), because employees reflect a different affiliation and
involvement in the working process compared to company owners
and executives. The observed population thus consists of 15 employ-
ees. The total number of all employees surveyed was 15, achieving
the 100% response rate: three employees from the sales department,
two from the accounting department, and ten lorry drivers. Inter-
viewees were selected according to the survey findings. We selected
five participants, who we thought could contribute the most valu-
able and credible explanations among the office workers and lorry
drivers. The criterion purposive sample for the interview (Suri 2011,
6–7) consisted of two office workers from the sales department and
three among the lorry drivers. We selected those respondents who
we thought could most credibly explain and provide insight related
to survey findings.

The survey questionnaire comprises two sets of questions. The
first set covers 36 items, divided into nine groups of four, aim-
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ing at assessing the presence or absence of the nine facets of job
satisfaction (pay, promotion, supervision, fringe benefits, contin-
gent rewards, operating conditions, co-workers, nature of work, and
communication). The response scale in the survey ranges from 1
(strongly disagree) to 6 (strongly agree), whereby only one answer
per item is allowed. The second set of survey questions consists of
eight items on demographic variables – gender, age, education level,
payment, operating position, nationality, and number of years work-
ing for the company.

Before conducting the analysis, the negatively worded items were
reverse-scored. Each item’s score can range from 1 to 6, the individ-
ual facet score can range from 4 to 24. This is because each facet has
four items; the lowest score is the sum of four ones and the highest
is the sum of four sixes. A sum total score between 4 and 12 indicates
dissatisfaction, a total score between 16 and 24 indicates satisfaction
and a total score between 12 and 16 indicates indifference. The total
score can range from 36 to 216, with results between 36 and 108 indi-
cating general dissatisfaction, results between 144 and 216 indicat-
ing overall satisfaction, and results between 108 and 144 indicating
general indifference (Spector 1997, 10).

The data analysis was also conducted in two phases. First sta-
tistical analysis of survey data was carried out using the spss (de-
scriptive statistics and indicative use of anova), followed by a qual-
itative content analysis (Bengtsson 2016; Krippendorff 2004) of the
semi-structured interview data aiming to explain the detected differ-
ences of average satisfaction levels across different work satisfaction
facets. The interviews answers were recorded and transcribed (see
table 1).

Work in the company is organised in three areas, namely, the sales
and truck dispatcher department, the accounting department and
the department of (professional) lorry drivers. Therefore, the re-
search builds on the assumption that unequal perceptions of em-
ployees’ satisfaction are primarily held in the division of labour. Dif-
ferences were mainly expected between office workers who carry
out more pleasant and physically less demanding work, and employ-
ees at the operational level (lorry drivers) who are subject to differ-
ent work conditions.

Results and Findings

The majority of employees are males (13 employees, 86.7 per cent),
in the middle age group from 31 to 40 years (8 employees, 53.3 per
cent) and have completed the secondary level of education (7 em-
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table 1 Interview Questions

1 What do you think are the reasons that employees with a lower income are in-
different to benefits, and that benefits cause satisfaction to the employees with
higher incomes?

2 How do you explain that employees with a lower income have assessed com-
munication significantly worse than employees with higher incomes? Why do
you think such distinction is taking place?

3 How would you explain that drivers are somewhat more indifferent to rewards
than employees in offices? In what way do the drivers perceive the relevance
of the rewards?

4 Why do you think supervision of the drivers’ work is perceived more nega-
tively than office workers, who are somewhat more satisfied with supervision?
Where do you see the reason for such a response?

5 How do you explain that a group of employees with lower education is expe-
riencing work supervision more critically, compared to a group of employees
with higher education? Determine the way how employees are being super-
vised.

6 How would you explain the reward system and the fact that employees with
higher education are far more satisfied with the rewards than their colleagues
with lower education? To what do you attribute this?

7 How do you comment on the finding that employees with higher education in
your company are also more satisfied (in the workplace)? How do you think
the company can raise the satisfaction of lower-educated employees?

8 Why, in your opinion, in answering the questions, were the employees quite
undecided about payment, benefits, rewards, working conditions and commu-
nications? Why, in your opinion, they did not opt for extreme satisfaction or
dissatisfaction?

9 What makes you think that employees very much appreciated the nature of the
work, the co-workers and supervision of the work? What are the factors that
cause their satisfaction?

10 What is the reason behind employees being indifferent to promotion? In your
opinion, could there be changes in the promotion system?

ployees, 46.7 per cent). Most employees have worked for the com-
pany for less than five years (8 employees, 53.3 per cent), under
an open-ended employment contract (10 employees, 66.7 per cent)
receiving an average gross monthly payment of up to eur 1.000,00
(8 employees, 53.3 per cent). Most employees are foreigners (8 em-
ployees, 53.3 per cent), predominantly engaged as lorry drivers (10
employees, 66.7 percent), and have lower levels of education. The
remaining 33.3 per cent of employees are office workers (5 employ-
ees), with slightly higher education levels. 33.3 per cent (5 employ-
ees) of all employees have completed primary and vocational edu-
cation, 46.7 per cent (7 employees) secondary education and only
20.0 per cent (3 employees) have finished higher or university ed-
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ucation. Half of all lorry drivers (5 employees, 50.0 per cent) have
completed primary or vocational education, and the rest (5 employ-
ees, 50.0 per cent) have completed secondary education. The demo-
graphic composition of employees is the result of the recruitment of
larger numbers of foreign, less-educated employees for the position
of professional driver.

Of all job satisfaction facets, satisfaction with supervision (1) was
ranked the highest. Employees assessed supervision with satisfac-
tion. The average index value of 17.3 (sd = 4.4) showed that respon-
dents are satisfied with the orders and instructions from manage-
ment, and that they believe their superiors are competent and fair.
Another highly ranked facet with an overall average index value of
16.8 (sd = 4.3) is satisfaction with the nature of work (2), showing
that employees see their work as enjoyable, meaningful and they
like to perform it. The last highly ranked facet is satisfaction with
co-workers (3). The analysis showed an average index value of 16.0
(sd = 4.5), indicating moderate satisfaction with cooperation, mutual
trust, and good working relationships.

When assessing the satisfaction with fringe benefits, communica-
tion, payment, and contingent rewards, we identified the presence
of indifference. Employees’ satisfaction with fringe benefits (4) was
evaluated with indifference and reached an average value of 15.1
(sd = 4.5), indicating less satisfaction with the distribution of ben-
efits and the existence of rewards and benefits intended for em-
ployees. Employees’ satisfaction with communication (5) was rated
with an average value of 13.4 (sd = 5.7). The results show slight
satisfaction with communication and awareness about what is go-
ing on within the organisation as well as with knowledge about the
company’s goals. Satisfaction with payment (6) received was rated
with an average index value of 13.3 (sd = 5.7). Employees expressed
slight satisfaction with payments, which also included the adequacy
of payments, the feeling of appreciation for a job well done, and the
perceived potential for a salary increase. Satisfaction with rules, in-
structions and working conditions (7) was evaluated with an average
value of 13.0 (sd = 6.1). The respondents believe that some rules and
instructions make it difficult to do a job well, mostly because of the
many obligations and abundant paperwork. The last facet classified
within the range of indifference is satisfaction with contingent re-
wards (8), with an average value of 13.1 (sd = 4.6). This shows that
employees are believed to carry out work that is respected, as well
as to receive certain rewards for efforts. However, they also believe
that praise and rewards are not granted often enough.
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table 2 Job Satisfaction Facet

Variable (1) (2)

Payment 13.3 5.7

Promotion 11.5 4.4

Supervision 17.3 4.4

Fringe benefits 15.1 4.5

Contingent rewards 13.1 4.6

Rules, instructions, and working conditions 13.0 6.1

Co-workers 16.0 4.5

Nature of work 16.8 4.3

Communication 13.4 5.7

notes Column headings are as follows: (1) average, (2) standard deviation.

The last and lowest ranking facet is satisfaction with promotion
(9) reaching an estimated average value of 11.5 (sd = 4.4), indicat-
ing the presence of dissatisfaction. The results show that employees
expressed dissatisfaction with the promotion opportunities. In spite
of this, employees see some opportunities for promotion, but they
know it is difficult to achieve them.

Next, we explored job satisfaction differences between groups of
employees (tables 3, 4, and 5), by using the analysis of variance re-
sults as an indicator of relevant group differences. In the same man-
ner as with the Crosstabs tool, we also explored the indication of
possible relationships between the demographic variables and job
satisfaction by observing differences in three areas – the amount of
payment, achieved levels of education, and employment position.

Depending on the amount of payment, we find significant differ-
ences between two groups of employees. According to the company’s
payment policy, the cut point dividing line between the two groups
runs at eur 1.000,00. The majority of employees (9 employees, 60.0
per cent) reach a payment of up to eur 1.000,00, followed by the
rest of employees (6 employees, 40.0 per cent) that reaches over eur

1.000,00. A comparison of employees with lower incomes with those
with higher incomes reveals that those employees who receive lower
incomes were more dissatisfied with communication (m = 10.6) in the
company compared to employees with a higher income who were
more satisfied (m = 17.5).

According to the employment position, there was an evident dif-
ference in satisfaction with supervision between the group of lorry
drivers and employees performing office work. Lorry drivers ex-
pressed indifference (m = 15.4) to supervision, while employees who
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table 3 Group Differences: Payment

Item Payment (1) (2) (3)

Payment satisfaction Up to C1.000,00 9 11.6 6.6

Over C1.000,00 6 15.8 2.9

Total 15 13.3 5.7

Promotion Up to C1.000,00 9 10.2 4.6

Over C1.000,00 6 13.5 3.5

Total 15 11.5 4.4

Supervision Up to C1.000,00 9 16.7 5.3

Over C1.000,00 6 18.2 2.9

Total 15 17.3 4.4

Fringe benefits Up to C1.000,00 9 14.2 5.3

Over 1.000,00C 6 16.5 2.7

Total 15 15.1 4.5

Co-workers Up to C1.000,00 9 15.3 4.9

Over C1.000,00 6 17.0 3.8

Total 15 16.0 4.5

Nature of work Up to C1.000,00 9 16.1 4.9

Over C1.000,00 6 17.8 3.4

Total 15 16.8 4.3

Contingent rewards Up to C1.000,00 9 11.9 5.1

Over C1.000,00 6 15.0 3.1

Total 15 13.1 4.6

Comunication Up to C1.000,00 9 10.7 5.4

Over C1.000,00 6 17.5 3.4

Total 15 13.4 5.7

Rules, instructions and
working condition

Up to C1.000,00 9 12.7 6.3

Over C1.000,00 6 13.5 6.4

Total 15 13.0 6.1

Common individual
satisfaction

Up to C1.000,00 9 119.3 42.0

Over C1.000,00 6 144.8 23.3

Total 15 129.5 37.0

notes Column headings are as follows: (1) N, (2) mean, (3) standard deviation.

perform office work expressed satisfaction (m = 21.0). Further, sig-
nificant difference also exists between the employment position
and satisfaction with contingent rewards. Here we found that lorry
drivers expressed dissatisfaction (m = 11.5), while employees per-
forming office work expressed satisfaction (m = 16.4).

Considering the achieved level of education, differences can be ob-
served in the area of satisfaction with supervision. Those employ-
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table 4 Group Differences: Employment Position

Item Employment position (1) (2) (3)

Payment satisfaction Others 5 16.6 5.8

Lorry drivers 10 11.6 5.1

Total 15 13.3 5.7

Promotion Others 5 11.8 5.4

Lorry drivers 10 11.4 4.1

Total 15 11.5 4.4

Supervision Others 5 21.0 3.7

Lorry drivers 10 15.4 3.5

Total 15 17.3 4.4

Fringe benefits Ostali 5 16.0 5.6

Lorry drivers 10 14.7 4.1

Total 15 15.1 4.5

Co-workers Others 5 17.4 4.6

Lorry drivers 10 15.3 4.5

Total 15 16.0 4.5

Nature of work Others 5 19.0 4.0

Lorry drivers 10 15.7 4.2

Total 15 16.8 4.3

Contingent rewards Others 5 16.4 5.1

Lorry drivers 10 11.5 3.4

Total 15 13.1 4.6

Comunication Others 5 14.8 5.2

Lorry drivers 10 12.7 6.1

Total 15 13.4 5.7

Rules, instructions and
working condition

Others 5 13.2 8.0

Lorry drivers 10 12.9 5.4

Total 15 13.0 6.1

Common individual
satisfaction

Others 5 146.2 40.2

Lorry drivers 10 121.2 34.3

Total 15 129.5 37.0

notes Column headings are as follows: (1) N, (2) mean, (3) standard deviation.

ees who have completed higher education (m = 23.0) are more sat-
isfied with supervision than employees with lower education levels
(m = 13.8). In addition, one can observe the existence of differences
related to common individual satisfaction, whereby taking into con-
sideration the total (dis)satisfaction index we found that employees
with a higher education are more satisfied than employees with a
lower education.
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table 5 Group Differences: Payment Satisfaction

Item Payment satisfaction (1) (2) (3)

Payment satisfaction Primary and vocational education 5 10.6 4.3

Secondary education 7 12.7 5.8

Higher and university degree ed. 3 19.0 4.6

Total 15 13.3 5.7

Promotion Primary and vocational education 5 9.6 2.9

Secondary education 7 11.9 5.1

Higher and university degree ed. 3 14.0 4.4

Total 15 11.5 4.4

Supervision Primary and vocational education 5 13.8 3.0

Secondary education 7 17.3 3.4

Higher and university degree ed. 3 23.0 1.7

Total 15 17.3 4.4

Fringe benefits Primary and vocational education 5 12.2 3.8

Secondary education 7 15.9 4.1

Higher and university degree ed. 3 18.3 4.7

Total 15 15.1 4.5

Co-workers Primary and vocational education 5 13.6 3.0

Secondary education 7 15.9 4.8

Higher and university degree ed. 3 20.3 3.1

Total 15 16.0 4.5

Nature of work Primary and vocational education 5 14.2 4.4

Secondary education 7 16.7 3.6

Higher and university degree ed. 3 21.3 2.3

Total 15 16.8 4.3

Contingent rewards Primary and vocational education 5 10.6 3.8

Secondary education 7 12.7 4.2

Higher and university degree ed. 3 18.3 2.9

Total 15 13.1 4.6

Continued on the next page

In the case of detecting the interactions between the demographic
variables – education, employment position and amount of payment
through contingent tables, out of all the pairs’ associations emerged
only between education and type of work. This tells us that there
was a significant association between the variables. We can there-
fore conclude that the level of education is related to the employ-
ment position. Employees with lower education perform mainly the
work of professional lorry drivers, while those with higher education
occupy mainly more office work positions.
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table 5 Continued from the previous page

Item Payment satisfaction (1) (2) (3)

Comunication Primary and vocational education 5 10.4 5.3

Secondary education 7 14.3 6.0

Higher and university degree ed. 3 16.3 4.9

Total 15 13.4 5.7

Rules, instructions and
working condition

Primary and vocational education 5 9.4 4.1

Secondary education 7 13.4 6.3

Higher and university degree ed. 3 18.0 6.2

Total 15 13.0 6.1

Common individual
satisfaction

Primary and vocational education 5 104.4 29.2

Secondary education 7 130.7 33.7

Higher and university degree ed. 3 168.7 24.2

Total 15 129.5 37.0

notes Column headings are as follows: (1) N, (2) mean, (3) standard deviation.

In order to obtain the in-depth explanations of survey findings,
semi-structured interviews with the employees were conducted. In
particular, we wanted to obtain an insight into the reasons and con-
ditions related to observed differences in job satisfaction and evalu-
ated as dissatisfactory.

First, we wanted to explain the relationship between education
and (total individual) employee satisfaction. According to the inter-
viewees, we found that job satisfaction is mainly conditioned by the
specific aspects of jobs. Total individual job satisfaction was rated
lower by less educated employees, primarily due to working hours
and working conditions, which represent the workplace characteris-
tics, in this case, of the job of lorry drivers. As one of the intervie-
wees told us: ‘Employees with higher education work in the office,
in a warm place. While those with a lower education work in the
warehouse, on trucks, in cold and severe conditions[. . .]’ This also
confirmed the finding that attained education relates to the occu-
pied job position. The workplace characteristics affect how employ-
ees perceive and feel about their job and what causes the experience
of job (dis)satisfaction. Complementary explanation is provided by
Bakan, Büyükbeşe, and Erşahan (2011, 231–233) as well as Ghafoor
(2012, 34) who believe that overall job satisfaction is not simply about
feelings related to the workplace, but is also subject to commitment,
loyalty, experience, and employee expectations due to a higher level
of education.

Next, we explored why lorry drivers are more indifferent to con-
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tingent rewards and on what basis they perceive the suitability of
contingent reward. Employees believe that the company could eas-
ily set up a better rewarding system, since they believe that they
are not praised and rewarded enough, according to the survey re-
sults. We can arrive at the conclusion that employees want a better
rewarding system, which would include a higher wage premium. In
particularly for lorry drivers, money is powerful motivator. As one of
the interviewees says: ‘Drivers perceive rewards, only when they are
in the form of money.’ For lorry drivers, money is more appreciated
than material rewards because it allows them to support themselves
and their families, who are located in their home countries (South-
east Europe) and are often quite large. They are also motivated by
money since they come from countries with relatively high levels of
poverty. In addition, we must be aware of the lifestyle of lorry drivers,
who are constantly abroad, which increases living costs. That is one
possible explanation for why lorry drivers believe the most appropri-
ate contingent reward for them is to receive money as part of their
regular monthly payment. Apart from this, lorry drivers believe that
their work is challenging and they should receive better payment
or reward. Therefore, it is important, according to Harris (2001, 18–
20) and Fischer (2004, 487), to establish an appropriate contingent
reward system geared to motivate employees and simultaneously
strengthen their commitment and loyalty. This may only be achieved
if the appropriate reward is given at the appropriate time for specific
work, effort or an outstanding achievement.

We also examined why employees with a lower income are in-
different to the fringe benefits provided by the company and why
they are less satisfied with the communication. We have already ex-
plained how payment relates to satisfaction. These lower scores with
fringe benefits can be also attributed to different personal interests
and abilities. Employees feel it is particularly important how they
can create their own conditions suitable for living with the available
monthly payment. Only then and according to their expectations,
is it possible to highlight the question of the benefits they receive
and enjoy, which is also conditioned by the way of perceiving the
fringe benefits. As we know, fringe benefits can increase the feeling
of belonging and safety, if employees perceive them as beneficial.
Although not entirely satisfied with the fringe benefits provided, the
employees still believe they are entitled to them, as well as recognis-
ing the related differences among different groups. As one of the in-
terviewees says: ‘Different groups carry out different work, which is
also appraised differently.’ Less-educated employees occupy less at-

number 2 · summer 2018 125



Eneja Sila and Klemen Širok

tractive jobs, which are also paid less considering the work complex-
ity. Higher-educated employees work in a friendlier work environ-
ment, which is also accompanied by different kinds of remuneration
(different long-term employment contracts, prospects of bonuses,
daily subsistence allowances etc.). Therefore we can conclude that
the fringe benefits received are linked to the different employee’s
abilities and employment position.

In addition, we identified why employees with a lower income are
less satisfied with communication. Employees with a lower income
represent a group of lorry drivers who are foreign workers. This
group is increasingly facing communication problems generated by
the members’ insufficient knowledge of Slovenian and other foreign
languages. ‘Bureaucratic matters also cause us trouble, due to the
poor language skills. We often do not understand the background of
some things, events [. . .]’ says one of the interviewees. This prob-
lem often causes instructions and information to be misunderstood,
leading to work mistakes.

The proper functioning of supervision and how it is conducted, as
well as different ways of delegating commands and instructions, may
evidently also affect employees’ feelings. Employees positively eval-
uate instructions and they consider their superiors to have sufficient
competences in these field. At the same time, employees believe that
supervision is equitable, because it is not annoying and does not
interfere with their privacy. Nevertheless, with further research we
found opposing opinions between lorry drivers and office workers.
In this respect we wanted to find out why lorry drivers perceived the
supervision of their work more negatively and why less-educated
workers did not take sides regarding satisfaction with supervision
compared to the higher educated employees. Different jobs vary in
complexity or responsibility, which in turn requires different levels
of supervision. We also found that negative feelings concerning su-
pervision were related to the nature of the work. As one of the inter-
viewees says: ‘People with lower education levels mainly occupy the
position of lorry drivers who are exposed to increased supervision
(tracking via satellite navigation) due to the nature of their work and
the value of the cargo.’

The interview responses also provided additional explanations as
to why certain aspects of work are perceived with satisfaction, while
others are perceived with dissatisfaction or indifference. For those
facets characterised by indifference (pay, fringe benefits, contingent
rewards, operating procedures and communication), employees say
that this is due to the unstable economic situation in the country,
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which impacts the company’s operation, employment conditions and
the functioning of other companies. Rapid changes in the economic
field, legislation and the pressure of competitors, all affect compa-
nies’ operations, because of different legal restrictions and high op-
erating costs. This consequently affects the payment and rewarding
policy, working process as well the interaction and communication
in the company. In addition, employees also highlighted the pres-
ence of jealousy that occurs among employees, especially when they
perceive better conditions and benefits of their co-workers.

The facets of the nature of work, co-workers and supervision were
perceived with satisfaction because employees believe that they en-
joy good working relationships, which make their work easier to
carry out, there are no major conflicts and they solve the prob-
lems as they arise. Additionally, the supervision is not annoying,
but gives support to employees, by providing information and guide-
lines. Above all, employees consider that ‘it is very important that we
have a well-organised working environment, good working condi-
tions and regular payment’ says one of the interviewees. This shows
that the more intensely employees feel the beneficial effect of work,
the greater their satisfaction and the better the results.

As the last evaluated facet, employees express dissatisfaction with
career promotion opportunities. Employees in the selected company
are facing major restrictions when it comes to promotion opportu-
nities, mainly because of the size of the company. The company is
a small family business without a large number of available job po-
sitions and accordingly limited career development prospects. Pro-
motion opportunities can act as a strong motivational factor and be
perceived as a form of reward because it can change the status of
individuals in both their private life and professional field. For com-
panies that cannot provide promotion opportunities it is important
to use different strategies to gain new skills and knowledge, as well
to enable personal growth and employee development.

Discussion

The transportation and logistics sector is an important part of the
Slovenian economy due to the rising demand for the movement of
goods and services, as well as general economic development. The
conducted research shows that in the transport and logistics sec-
tor the biggest challenge lies in lorry drivers’ exposure to the high
risk of stressful and exhausting situations that affect their well-being
(De Croon et al. 2002, 357; Križman 2008, 15). For this reason, lorry
drivers should receive more attention from their top management
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because, after all, they are performing a fundamental work func-
tion enabling logistic and transport companies’ business perform-
ance and survival. The research in the selected transportation and
logistics company reveals that employees were satisfied with their
supervision, co-workers, and the nature of their work. Indifference
was expressed about payment, rewards, benefits, operating proce-
dures, and communication. Dissatisfaction was only identified with
the opportunities for career promotion.

A company’s performance depends to a large extent upon employ-
ees’ work performance. However, companies also need to introduce
appropriate ways to manage the performance and ways of rewarding
and motivating the employees. Since the obtained research results
revealed indifferences within the contingent reward among employ-
ees, we suggest the adoption of additional performance criteria and
standards for individuals and/or groups within the existing perform-
ance management system: extent and quality of collaboration, help
provided, number of customer complaints, acquisition of new cus-
tomers etc. The required data could be obtained through written as-
sessments and/or short work reports. Rewarding can also be made
dependent upon the involvement and participation of employees in
company performance. Therefore, the management should consider
the employees’ improvement suggestions and make sure to promote
the responsibility and diversity of work, in turn affecting the em-
ployees’ commitment and loyalty. It is also important that companies
focus on building a partnership with their employees. Establishing
tighter bonds between management and employees helps shape the
desired behaviour of employees.

Employees in the transportation and logistics sector are usually
paid according to the time spent at the workplace. An appropri-
ate and fair payment can act as a reward, encouraging employees
to adopt a specific and particularly desired mode of behaviour im-
portant for successful company operations. Given income deviations
between employees, it is also important for companies to establish
an equitable payment system which observes compensation system
design principles (Fisher, Schoenfeldt, and Shaw 2006, 485–512) so
that individuals know they have earned the reward through their
good work performance. Our suggestion to top management focuses
on providing a variety of benefits serving as goal achievement in-
centives tied to quality criteria like the number of mistakes, working
time flexibility, place of work, employee dedication, self-sacrifice, the
quality of customers or co-workers relationships, innovation, com-
petence, responsibilities, the nature of work, the amount of work
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performed, the required skills, experience as well as mental and
physical efforts. In addition to individual performance, companies
can monitor and reward employees based on collective performance.

The effectiveness of transportation and logistics business pro-
cesses requires a sufficient and quality exchange of information be-
tween the employees and the management. Employees play a sig-
nificant role in this process. We believe that successful communica-
tion influences the commitment and participation of employees in
the work process and the employees’ autonomy. At the same time, it
positively affects the relationships and trust among the employees
and management. The growing trend of employing foreign workers
in road transportation in Slovenia exposes lorry drivers to several
problems, such as mutual incomprehension or misunderstanding.
Based on the obtained results and the lower assessment of satis-
faction with communication (given by the lorry drivers), we propose
that top management frequently repeats working instructions and
verifies if employees have understood them, while limiting the va-
riety and size of messages or instructions to those employees who
have already encountered communication difficulties. Employees’
knowledge about handling the necessary transport documentation
and working processes should also be frequently refreshed to en-
sure appropriate knowledge of their work assignments and work
performance expectations. We also point out the value of provid-
ing a comprehensive explanation when delegating work tasks and
for understanding the importance of certain tasks. Due to the use of
different technologies, it is also necessary to periodically renew the
skills and knowledge related to required technologies.

The fulfilment of career ambitions within transportation and logis-
tics companies can be quite limited given the organisational struc-
ture of the companies themselves. Smaller (family-owned) compa-
nies face even greater challenges in this respect. Career advance-
ment (promotion) can have a motivational effect on employees when
they perceive it as a reward. The results we obtained indicate that
employees are not satisfied with the promotional opportunities. Lo-
gistics and transportation companies might in that respect consider
defining some measures to alleviate or compensate the promotion
ambitions if promotion is difficult to obtain. The introduction of
training sessions, workshops or training courses for confirming al-
ready acquired knowledge might already serve this purpose and at
the same time serve the development of human capital which can
enhance the company’s competitive advantage. The responsibility
and autonomy of employees can be achieved by eliminating the work
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monotony by applying job enrichment, and by adding and enriching
working tasks. We also see some additional solutions in promoting
and educating employees about a healthy life: healthy eating, phys-
ical activity and avoiding bad habits that can affect the lorry drivers’
physical and mental health (vision, reflexes, concentration etc.). This
is largely required for work performed under great pressure and
stress, as well as the ergonomic workplace design of lorry drivers
(noise, vibration, posture etc.). Among other things, we also empha-
sise the importance of managerial support for knowledge transfer
within working groups. Employees holding specific knowledge and
skills should be stimulated by their superiors to share and pass them
on to those employees who need it. This in turn allows the expansion
of knowledge and consolidation of skills and at the same time gives a
sense of appreciation to those employees who share their knowledge
with others.

Maintaining the quality, professionalism and efficiency of individ-
uals’ work performance requires supervision, which can also back-
fire if not implemented properly. Our research found that the em-
ployees were on average fairly satisfied with the supervision, but a
detailed analysis uncovered that the lorry drivers were much more
critical. Jakomin and Veselko (2004, 119) claim that a driver’s work
is strongly related to that of a dispatcher in the sales department
that manages the composition of the logistics channels and control
of goods by considering and adapting to the market conditions, as
well as political and weather conditions and other events. It is thus
important that the team of dispatchers works well and has the ap-
propriate knowledge and skills required for the good coordination of
the lorry drivers’ work. Supervision is also linked to the instructions
given by dispatchers and to avoiding non-compliance with instruc-
tions. It is thus important that lorry drivers understand the valuable
role of supervision. That is why we recommend ensuring that the
supervision is objective, stimulating and understandable, especially
for the lorry drivers.

Conclusion

The purpose of the research was to present the importance of job
satisfaction in the transportation and logistics sector and to provide
some solutions and recommendations from the perspective of mod-
ern human management. Proposals are based on the acquisition of
knowledge, learning, mutual relations and development of both em-
ployees and enterprises. We have found that the factors studied can
all act as motivational stimuli for employees. With their proper use,
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management can overcome the desired behaviour from its employ-
ees, thus building goals in the long run and pursuing the vision of
the company.

The research focused on a single company, which brings certain
limitations. However, since we are aware that Slovenia has always
been considered a transit country, and because the transportation
and logistics sector includes a large number of Slovenian companies
employing a large number of people, it would make sense to extend
the study to a bigger sample of companies and expand the research.
Following the research results, we believe that further research is
essential, primarily to ensure the safety, industry development and
performance of logistic and transportation companies. We see posi-
tive implications mainly in the field of improving the quality of work
and working conditions of professional lorry drivers, increasing the
safety of road users and improving the performance and competi-
tiveness of logistics and transportation companies in the industry.
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