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ABSTRACT

The study was set to determine the relationshipvéxt psychological contract and
employee commitment among the Customer Care Repedses (CCR’s) in Safaricom
Limited. The study adopted a survey research ddsgause of the nature of the data and
the analysis which was comparative. The data wabyzed using descriptive statistics,

that is, frequencies percentages, mean score andastl deviation.

The study found that employees had expectatiordspanceptions about the organization
at the point of joining Safaricom which include@rtrendous career growth and good
benefits, being associated with best employer m itidustry, better experience, job
security, friendly staff, strict supervision, highass service delivery and better medical

cover.

The study found that perceived employee obligatidosSafaricom were mainly
determined by; extra role behaviour (work fast affctiently and get along with other
colleagues), flexibility (work extra hours to gebjdone and volunteer to carry out duties
that are not yours), ethical behaviour (protectnficntial information and follow the
company's policies, norms and procedures), loya#main with the organization for at
least some years and not immediately looking fbrgtiers elsewhere) and employability

(take personal initiative to attend additionalrirag course).

The study also found out that perceived organinadisligation to employee were; career

development (Career development opportunities exdbmpany and Opportunities for



promotion), job content (Opportunities to show whau can do, a job with
responsibilities), social atmosphere (A conducivemasphere at work, Good
communication among colleagues), financial rewgas attractive pay and benefits
package, regular benefits and extras) and workb#ance(Respect for your personal

situation and Opportunities to decide when to taker vacation)

Employee commitment were; affective commitment §8abm has a great deal of
personal meaning for me, | feel emotionally attacte Safaricom and | feel a sense of
belonging in Safaricom), continuance commitmenay®Big with Safaricom is matter of
necessity as much as | desire) and normative camenit (how well do you live up to

your promises to Safaricom.
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CHAPTER ONE: INTRODUCTION

1.1 Background

The conceptual foundations of psychological comtveere laid by Argyris (1960) and
later expanded by Levinson et al (1962) who furthighlighted the unwritten, implicit
nature of the contract whereby the individual ahd brganization specify what each
expects to give and receive from each other in mdlationship. The origins of
psychological contract is commonly traced backhi eéarly work of Argyris (1957) and
to social exchange theory by Blau (1964). Scheb6%) made key developments and
explained that the notion of psychological contriagplies that there is an unwritten set
of expectations operating at all times betweenyewsember of an organization and the

various managers and others in that organization.

Winter and Jackson (2006) note that in the pastl@yap — employer relationship was
perceived as a social exchange process based amotives of reciprocity and mutual

support. This is referred to as the social exchdhgery, which states that a productive
employment relationship exists where there is aakegf balance in perceived employee
— employer obligations. Rousseau (1991) statespyathological contracts differ from

the more general concept of expectations in thatraots are promissory and reciprocal,
offering a commitment to some behaviour on the pathe employee, in return for some

action on the part of the employer.



Guest (1992) suggests that commitment is affectgd pbrsonal characteristics;
experiences in job role; work experiences; stradtdactors; and personnel policies.
Walton (1985a, 1985b) highlighted the importancecafmmitment, his theme was that
improved performance would result if the organ@atmoved away from the traditional
control oriented approach to workforce managemeiich relies upon establishing
order, exercising control and achieving efficienicy the application of workforce.

Workers respond best — and most creatively — n@mwithey are treated like unwelcome
necessity, but instead when they are given broadsponsibilities, encouraged to

contribute and helped to achieve satisfaction @ir twork.

Ouchi (1981) and Paschale and Athos (1981) statddist way to motivate people is to
get their full commitment to the values of the argation by leadership and
involvement. Meyer and Allen (1997) are of the vithat when a balanced and mutually
supporting relationship exists, employees freelychexge their skills, effort and
commitment in return for desired monetary and secmtional rewards provided by the
organization or its agents. Winter and Jackson §2@3sert that the critical issue for
employers is to understand how to maintain the vatbn and commitment of

employees when making changes to key areas ohtpogment relationship.

1.1.1 Psychological Contract

A psychological contract is a system of belief taatompasses the actions employees
believe are expected of them and what response éegct in return from their
employer. Stiles et al (1997) define psychologicahtract as the set of reciprocal

expectations between an individual employee andotiganisation. Guest et al (1996)



note that the psychological contract is concernath vassumptions, expectations,
promises and mutual obligation. It creates attisugled emotions which form and govern
behaviour. A psychological contract is implicitidtalso dynamic — it develops over time
as experience accumulates, employment conditioaagds and employees re-evaluate
their expectations. According to Rousseau (1995)yn@esspects of psychological contract
are based on perceptions. He asserts that psyatalagntracts are formulated solely in
the minds of individual employees and as such tlefiect their beliefs, shaped by the
organization, regarding terms of an exchange betw®eam and the organization. By and
large, psychological contract encompasses individergpectations, promises and
obligations to the organisation. The employer hasilar perceptions towards the

employee.

Rousseau (1990) further notes that psychologicaitraots are formed when an
individual perceives that contributions he or shakes obligate the organization to
reciprocity and vice versa. Guest et al (1996) ssgthat the core of the contract can be
measured in terms of fairness of treatment, trodtthe extent to which the explicit deal
or contract is perceived to be delivered. Armstr@@p9) suggests that the aspects of the
employment relationship covered by the psycholdgamntract as perceived by the
employee includes: how they are treated in term&iohess, equity and consistency;
security of employment; scope to demonstrate coemget career expectations and the
opportunity to develop skills; involvement and ughce and trust in the management of

the organization to keep their promises.



From the employer’s point of view, the psychologicantract covers such aspects of the
employment relationship as competence, effort, diampe, commitment and loyalty.
Armstrong (2009) suggests that employees may exjpebe treated fairly as human
beings to be provided with work that uses theilizd®s, to be rewarded equitably in
accordance with their contribution, to be able tsply competence, to have
opportunities for further growth, to know what igpected of them and to be given
feedback (preferably positive) on how they are golEmployers may expect employees
to do their best on behalf of the organisationoptit themselves out for the company’ —
to be fully committed to its values, to be compliand loyal, and to enhance the image

of the organisation with its customers and supglier

Rousseau (1995) asserts that an important aspeitteopsychological contract is the
employees’ expectation that the organization wide@uately deliver on its promises.
When employees perceive that the organization babved up to its promises, then this
result in psychological breach. Coyle-Shapiro arebdfer (2000) Herriot et al (1997);
Restubog et al (2005) and Turnley et al (2003) @rehe view that breach of the
psychological contract has negative implications & wide spectrum of employee
attitudes and behaviours. Robinson and Rosseaut)1ffle that when a psychological
contract is violated, employees may experience rangjstrust, reduced loyalty and

commitment, and increased propensity to leave thamsation.



1.1.2 Organizational Commitment

Commitment refers to attachment and loyalty. Itassociated with the feelings of
individuals about their organization. As definedRyrter et al (1974), commitment is the
relative strength of the individual’s identificatiawith, and involvement in, a particular
organization. Salancik (1977) defines commitmentaastate of being in which an
individual becomes bound by his actions to belib& sustain his activities and his own
involvement. Commitment, according to Salancik, ¢enincreased and harnessed to
obtain support for organizational end and interéstsugh such ploys as participation in

decisions about actions.

Guest (1992) suggests that commitment is affectgd pbrsonal characteristics,
experiences in job role, work experiences, strattdiactors and personnel policies.
Schein (1965) suggested that the extent to whiabplpework effectively and are

committed to the organisation depends on the degrediich their own expectations of
what the organisation will provide to them and wtiety owe the organisation in return
match that organisation expectations of what wiegand get in return; the nature of
what is actually to be exchanged (assuming thergoime agreement) - money in
exchange for time at work; social need satisfacaod security in exchange for hard
work and loyalty; opportunities for self-actualisat and challenging work in exchange
for high productivity; high-quality work, and crea effort in the service of

organisational goals; or various combinations esthand other things.



1.1.3 Psychological Contract and Organizational Comitment

Stiles et al (1997) state that the psychologicalmat is the set of reciprocal expectations
between individual employees and the organisa#tonold (1997) further describes the
psychological contract as the informal, unwritterderstandings between employers and
employees. From the employee’s point of view, ttsychological contract is the
agreement that they think they have with the engl@pout what they will contribute to
their employer via their work, and what they capext in return. Sims (1994) suggests
that a psychological contract is the set of expexta held by the individual employee
that specify what the individual and organisatiapext to give and receive from one
another in the course of their working relationstgpindler (1994) further notes that a
psychological contract creates emotions and agguwdhich form and control behaviour.
Rousseau and Greller (1994) state that the HumaoWRee profession must make sure
that different facets of human resource managensrdh as, recruitment, selection,
training and reward, and different managers, shapeé support the psychological

contracts in a consistent, integrated and balancather.

Eby and Freeman (1999) note that commitment isebjo®lated to motivation and job
satisfaction, but it is also influenced by othestfas. Job tasks — the things that people do
at work influence commitment. Other factors inclutle employee’s relationship with
the leaders, the level of employee pay, fairnebsemrteeism, employee attitudes, job
satisfaction, communication, rewards, and familypprt programs. Stum (2001)

suggests that leaders and human resource manageitd snake effort to meet employee



expectations to improve retention levels. Intemacttbetween leaders and employees
create the environment to motivate and retain eyaas. Sturges and Guest (2001) state
that organisations must understand that the newloyegs believe they have been
promised certain behaviour by the organisationthijob offer, certain statements and
inferences are made. If these promises and commisreee kept, employees tend to

remain with the organisation. If not, they do natys

Story (2002) notes today’'s employees want to be &bl grow in their careers by
improving skill set and experience in desired posg. Employees also want to advance
in the organisation; growth may mean employees warkareas that lead to new
challenges. Unless leaders address fundamentaltiapgesabout individual career
development, employees are always likely to moveatother organisation. Adams
(1965) suggests that individuals perceiving a stéitmequity in the relationship might
adjust their behaviour by increasing or reducinguis to restore a state of equilibrium.
An employee who feels their commitment to the orggtion is not being adequately
reciprocated might adjust their own level of comment downwards to restore their
perceived balance. When employees feel that theipleyer has violated their
psychological contract they are not surprisinglglimed to feel less sense of obligation

and less commitment to their employing organisation



1.1.4 Safaricom Limited

Safaricom Limited was established as a departmeft Kenya Posts &
Telecommunications Corporation which operated tla®na monopoly. It launched
operations in 1993 based on an analogue ETACS netsval was upgraded to GSM in
1996 and received a license in 1999. Safaricom teiinivas incorporated orf*3April
1997 under the Companies Act as a private limitaility company. It was converted
into a public company with limited liability on f6May 2002. By virtue of the 60%
shareholding held by the Government of Kenya (G&@&faricom was a state corporation
within the meaning of the State Corporations Adhdfter 446) Laws of Kenya, which
defines a state corporation to include a compangrporated under the Companies Act
which is owned or controlled by the Government ostate corporation. Until 30
December 2007, the GoK shares were held by Telkenmy& Limited (TKL), which was

a state corporation under the State Corporations Ac

Following the Offer and sale of 25% of the issubdrss in Safaricom held by the GoK
to the public in March 2008, the GoK ceased to hawentrolling interest in Safaricom
under the State Corporations Act and therefore pitmisions of the Act no longer
applied to it. Safaricom is the leading providercohverged communication solutions,
operating on a single business driver that hasdgss understanding of voice, video and

data requirements in Kenya.

Safaricom offers integrated and converged datavaie communication solutions. With
its countrywide network it is the only network then provide broadband high-speed

data to its customers through its 3G network, WiMANXd fiber. It is Kenya's current



leading Mobile Telephone Operator and the mostifatde company in East and Central
Africa. Safaricom aims at being the best companifiica and in order to achieve this, a
strong focus has been placed on quality of sergieen to customers. This has made it

necessary to have an efficient Customer ManageDigigion.

1.2 Statement of the Problem

Research by O’Driscoll et al (1999) confirmed thégned and healthy psychological

contracts contribute to enhanced commitment (inoa@ffective commitment which is

positively related to the higher performance); gathisfaction (which is related to higher
motivation, lower workplace stress and more satisfiustomers); and intention to stay
with the organisation (that is, retention). O’'Doficand Randall (1999) further note that
organisational support and satisfaction with irgicnrewards made significant positive
contributions to both job satisfaction and affeetcommitment. Guest et al (1996) are of
the view that a positive psychological contractmsrth taking seriously because it is
strongly linked to higher commitment to the orgatisn, higher employee satisfaction
and better employment relations. It is suggested Human Resource Management
practices such as the provision of opportunitigsléarning, training and development,
focus on job security, promotion and careers, misimg status differentials, fair reward

systems and comprehensive communication and innaae processes all contribute to a

positive psychological contract.

Serakan (1992) is of the view that the greater cbsrare for advancement within the
organisation, the higher is likely to be the lewélorganisational commitment by the

employee. When the employee knows that they araggte grow in the current



organisation their level of commitment to stay witle organisation is expected to be
high. If however, there are no opportunities fovattement perceived in the present
organisation those employees who want to climbhgparganisation ladder are likely to
search for other jobs offering greater opportusiti@uest and Peccei (1992) are of the
view that the root of negative behaviours exhibibgdemployees is the breaking of the
psychological contract, which cancels out the gmated employee benefits. This was
observed in the case where managers in the US Knddde promised job security and
hierarchical career advancement in return for theyalty and commitment to the
organisations goals. However, this promise was ofugerved by the organizations,
leading to feelings of psychological contract vima by the employees.

The general perception of the public is that Safem is the best company to work for
and majority of the Customer Care Representati@&€3R(s) are no different. They join
the organization with very high expectations ofgeessing in their careers and having
competitive remuneration. Customer Care Represeasatire the first line employees of
the company located at the company’s call centiney¥comprise of young graduates and
form the major employee category in Safaricom Leuitin the recent past the turnover
rate for CCR's has taken an upward trend necasgitiie need for the company to think
of retention strategies. Among other things, egitithe organization reflects lack of

commitment.

The relationship between psychological contract @amdnizational commitment is one of
the least studied aspects of employee retentiardi€t that have been done so far have

targeted the relationship between psychologicaktraoh and job satisfaction in various

10



industries. Kizito (2007) states that's majority employees in state corporations are
satisfied with their job and are committed to thmiganization, the only limiting factor is

pay level with majority of the employees being disfied. Longurasia (2008) notes
majority of employees in Kenya Meat Commission (KMtave attained certificates and
diplomas in relevant courses. The possession ¢f skils and qualifications enhances the
level of employee expectations in as far as thelpspgical contract is concerned. It is not
known if there is any link between psychologicahttact and organizational commitment
among Customer Care Representatives in Safaricomitdd. This creates gap in

knowledge that this Study is intended to fill. Taien of this study is therefore to answer
the question: Is there a relationship between pdggical contract and organizational

commitment among Customer Care Representativeafari&m?

1.3  Objective of the Study

To determine the relationship between psychologioatract and employee commitment

among the Customer Care Representatives in Safaticnited.

1.4 Importance of the Study

To identify the relevant challenges to employee mmment of Customer Care
Representatives in Safaricom Limited. The study ldidurther propose appropriate
policies that would reduce low employee commitmanthe Call Centre. The Human
Resource Managers of Safaricom Limited would use dtudy findings to apply best

practice in staff motivation and commitment. Acadgans/policy makers would use the

11



findings of the study to give them an insight itite current previewing practicing in the
organization, which could lead to stimulating futiresearch on the subject. A similar
research should be carried out to include seniorag@ment; this would give a complete

picture of the type of psychological contract ins¢ence in Safaricom.
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CHAPTER TWO: LITERATURE REVIEW

2.1 The Concept of Psychological Contract

Rousseau (1995) Turnley and Fieldman (1998) arehef view that psychological
contract focuses on employee’s subjective integpigat and evaluations of inducements
and how they affect their intentions to stay. Kargi995) notes that psychological
contract is dynamic. It involves and changes onetas a result of dynamic relationship
on both the employees and the employer’'s side. ieghons are constantly being
challenged by global competition, advancing tecbgg] utilization of diverse work

force and provision of high quality products.

Heugens (2006) states the psychological contranobvs playing an increasing role in
helping to define and understand the contemponayi@yee relations. For organizations
to achieve desired performance goals, an undeilistarad psychological contract and
how it affects employee behaviour and attitudesobess crucial. A balanced
psychological contract is worth taking seriouslycdngse it is strongly linked to higher
commitment to the organization, higher employeéstaition and better employment
relations. This reinforces the benefits of pursuinget of progressive human resource
management practices. They also emphasize the tamper of high involvement and
suggest that human resource management practicesasuhe provision of opportunities
for learning, training and development, focus oh fecurity, promotion and careers,
minimizing status differentials, fair reward systend comprehensive communication

and involvement processed will all contribute toositive psychological contract.

13



2.2  The Formation of Psychological Contract

During the recruitment process, the employer atehwewee will discuss what they each
can offer in the prospective relationship. If agneat is reached, most employers will
impose a standard form contract, leaving the defdlhe employee's duties to be clarified
on the job. But some of the initial statements radter how informal and imprecise may
later be viewed as promises and give rise to eafiens. Whether they are incorporated
into the parallel psychological contract will depeon whether both parties believe that
they should be treated as part of the relationshifg better organized employers are
careful to document offers to reduce the risk ading false expectations followed by
disappointment. Feldhiem (1999) divides the psyatpchl contract into transactional
and relational contract. Transactional contracthes economic or monetary base with
clear expectations that the organization will fatbmpensate the performance delivered
and punish inadequate or inappropriate acts; aedréhational contract is a socio-
emotional base that underlies expectations of shig®als and values, and respect and

support in the interpersonal relationships.

Davidson (2001) Psychological contracts types ameally classified on a continuum
from relational to transactional, with a shift teetlatter which occurred in recent times.
Most organisations will have a variety of psychadad contracts with various segments
of their workforce, depending on the business atpaand the value, knowledge and skill
that they contribute. Davidson (2001) further notiest such contracts are subject to
change and develop throughout the duration of eynpémt but, due to their subjective

nature, are potentially prone to violation by betties. Organisations trying to improve

14



guality or efficiency of employees’ work by the usieoccupational psychology can gain
a great deal when they take into consideratiorpfiyehological contract and its abundant
implications. Rousseau (1989) notes that psychcébgtontracts are best understood
when they are violated. Job satisfaction and omgdimnal commitment are indicators of

psychological contract fulfilment, breach or viabet

2.3 Breach of the Psychological Contract

Armstrong and Stephens (2005) note that the psggiaal contract lacks many of the
characteristics of the formal contract. It is nengrally written down, it is somewhat
blurred at the edges, and it cannot be enforceddaurt or tribunal. Sims (1994) asserts
that a balanced psychological contract is neces$arya continuing, harmonious
relationship between the employee and the orgamsatiowever, the violation of the
psychological contract can signal to the participahat the parties no longer shared (or
never shared) a common set of values or goals.t@uied (1996) point out that while
employees may want what they have always wanteecurity, a career, fair rewards,
interesting work and so on — employers no longel &ble or obliged to provide these.
Instead, they have been demanding more of theitam@s in terms of greater input and
tolerance of uncertainty and change, while progdiess in return, in particular less

security and more limited career prospects.

Armstrong (2006) notes the interest is psycholdgicatracts is perhaps a consequence
of the uncertainty in the working environment as ¢tthd employee psychological contract

is seen to have been unilaterally violated by mansmt, leaving employees feeling

15



disorientated, weak and betrayed. The old conttagtin individual reward being
determined by hierarchical structure and a societigstructed set of rules and rituals.
The bargain seems to be based on an entitlementrewhere hard work and loyalty
were given in exchange for job security, stableeearprogression, and steady and
predictable rewards. Rousseau and Greller (1924¢ st appears the new psychological
contract asks the individual employee to acceg, @snbiguity and uncertainty, which

has previously been borne by the organisation.

Robinson (1996) suggests that employee beliefs talbloei psychological contract
develop, in part, from either explicit or impliggromises made by the employer at the
time of recruitment, as well as during continuimgeractions between employee and
employer. Not all expectations evolve from percdiypgomises. Some expectations are
developed in the absence of perceived promisesyrhplogical contracts. He further
notes that these expectations may, in part, belajg»@ by employees' perceptions that
they are entitled to certain obligations from themployer as a result of their
contributions over time; such as, employee betieds$ their hard work and loyalty should

be rewarded with long-term employment security.

Armstrong (2001) observes; business organisatisasnaither stable nor long-lived.
Uncertainty prevails; job security is no longer offer by, employers who are less
anxious to maintain a stable workforce; learneranirgations mean that careers may
mainly develop laterally as aspects that progrestisbe made by promotion through
hierarchy are no longer valid; and leaner orgaiusat make greater demands on

employees and are not likely to tolerate people vmoolonger precisely fit their

16



requirements. Lester and Kickul (2001) note thalikenformal employee-employer
contracts, the psychological contract is inherepdyceptual and therefore employer and
employees may have different interpretations ofithplied obligations. Anderson and
Schalk (1998) state that the violation of the teanti®nal obligations of the psychological
contract (pay, benefits and promotion) result imlexrease in job satisfaction while
violation of relational obligations (loyalty and port) results in lowering of

organizational commitment.

2.4  Benefits of Psychological Contracts

Armstrong (2001); Davidson (2001) are of the viewatt demands of the modern
economic environment have resulted in both the @mypnd the employee having a
changed psychological contract. Today the contfached is more transactional and
about self-actualisation. Organisations and theamagers need to be aware of this
change, and today more than ever invest time afudt éf forming and managing the

right kind of psychological contract with their elopees and prospective employees.

Legge (1995) notes that human resources may bedapwst effectively by mutually
consistent policies that promote commitment andctyhias a consequence, foster a
willingness in employees to act flexibly in theargsts of the adaptive organisation’s
pursuit of excellence. Legge (1998) further suggebat, the hard model of human
resource management is a process emphasisinga$e idtegration of human resource
policies with business strategy which regards egg#e as a resource to be managed on

the same rational way as other resource being geg@ltor maximum return.
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Guest (1987) notes that Human Resource Managerbaiep are designed to maximise
organisational integration, employee commitmengxibility and quality of work.
Rousseau and Greller 1994) state that Human Resquocesses and practices within
organisations determine, to a large extent, thatiogiship between employer and
employee. Stalker (2000) notes that companies, lwaie successful, are the ones that
manage to balance the unwritten needs of their @epbk with needs of the company.
Companies need to invest time, effort and wherel@genoney to make certain that this

balance is achieved.

2.5 The Concept of Organisational Commitment

Mowday, Porter and Steers (1982) state that orgdoiral commitment is a willingness
to exert considerable effort on behalf of the orgation and desire to maintain
membership. Buckingham and Coffman (1991) note tmmbmitment was defined as
employees’ intention to stay with the organizataord also recommend it to others as a
good place to work. The top 2 determinants of comant were found to be quality of
leadership and the presence of developmental appbes. Mowday et al (1982)
identified the three (3) characteristics of comnait) namely; strong desire to remain a
member of the organisation; strong belief in, andeptance of, the values and goals of
the organisation and a readiness to exert consildeedfort on behalf of the organisation.
Meyer and Allen (1994) point out organisational coitment is a psychological state that
characterises the employee’s relationship withdiganisation and has implications for
the decision to continue membership in the orgaioisaWinter and Jackson (2006) are

of the view that the critical issue for employesstd understand how to maintain the
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motivation and commitment of employees when malshgnges to key areas of the

employment relationship.

Mowday et al (1992) state that commitment develdpw/ly and consistently overtime.
When employees perceive the outcomes of their prdtations of events as fair or
perceive the process by which outcomes are alldcasefair, they are more likely to
engage in a relationship of social exchange thaeeds normal expectations of their
performance. However when an employee perceivesutemme as unfair in the case of
psychological contract violations they are likebygngage in behaviours such as voice,
compliance and resistance — behaviours that areodagtive and costly to the
organization. Low levels of commitments have begspeiated with increased incidents
of absenteeism, tardiness and turnover which edegapenses and lower productivity.
Lower commitment is also linked to decreased mabwa Low levels of morale,
decreased measures of altruism and compliance. vienigbed feeling of belonging,
security, efficiency, goals and purpose in life amelgative terms to outsiders thus

inhibiting the organizations ability to recruit higjuality employees.

2.6 Model of Commitment

Meyer and Allen's (1991) indicate that there ared¢hmind sets which can characterize
an employee's commitment to the organization; #ffec continuance and normative

commitment.
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Affective commitment is defined as the employe@sifive emotional attachment to the
organization. An employee who is affectively contedt strongly identifies with the
goals of the organization and desires to remaiaraqd the organization. This employee
commits to the organization because he/she wanta tteveloping this concept, Meyer
and Allen drew largely on Mowday, Porter, and Stse(1982) concept of commitment.
In continuance commitment, the employee commitgh&organization because he/she
perceives high costs of losing organizational mastip including economic costs (such
as pension accruals) and social costs (friendshg with co-workers) that would be
incurred. The employee remains a member of thenarghion because he/she has to. In
normative commitment, the employee commits to amghains with an organization
because of feelings of obligation. These feelingy mherive from many sources such as
the organization may have invested resources initggan employee who then feels a
moral obligation to put forth effort on the job asthy with the organization to repay the
debt. It may also reflect an internalized norm, eleped before the person joins the
organization through family or other socializatiprocesses, that one should be loyal to

one's organization. The employee stays with tharoegtion because he/she ought to.

2.7  The Impact of Commitment on Organisations

Guest (1992) suggests that commitment is affectgd pbrsonal characteristics;
experiences in job role; work experiences; stratdiactors, and personnel policies.
Boshoff, Chisto, Mels and Gerhard (2000) are ofwiesv that employees who are truly
committed to a common goal will not only performIhvéut will also stay with the

organization longer. Walton (1985) notes that commant is thought to result in better

quality, lower turnover, a greater capacity foramation and more flexible employees. In
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turn these are seen to enhance the ability of tigantzation to achieve competitive

advantage.

lles, Mabey and Robertson (1990) add that soméebutcomes of commitment have
been identified as the industrial relations climabsence levels, turnover levels and
individual performance. Walsch (2001) states thampleyees who have high
organizational commitment want to remain memberghef company for which they
work. He further notes high levels of commitmenteof correlate with high levels of
productivity and performance; employees who are rodgted do seem to perform and
produce better than non committed individuals. Béend Boal (1989); Miner (1992);
Wright and Bonnet (1991) are of the view that orgational commitment has been
shown to be consistently related to turnover; #ss lcommitted an employee is, the more
likely that employee is to leave the organizati@mmstrong (2005) notes that strong
commitment to work would result in self-directeddaconscientious application to the

job, regular attendance, low supervision and irsedaeffort.

Pfeffer (1998) suggests that the concept of orgdioizal commitment lies at the heart of
any analysis of human resources management. Irttleadghole rationale of introducing
human resource management policies is to increagdsl of commitment so that other
positive outcomes can ensue. Meyer & Allen (199Gua that there’s not a great deal of
evidenceto link high commitment and high levels of orgatiaaal performance.
Taormina (1999) is of the view that commitment hmeen a matter of concern to

managers because low commitment has been regasdadnejor cause of employee
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turnover. Turnover has a high potential to impaatively on an organisation since the

loss of employees would mean a reduction in compaogiuctivity.

Walton (1985a, 1985b) Improved performance woukllteif the organization moved
away from the traditional control — oriented apmio@ workforce management, which
relies upon establishing order, exercising contaold achieving efficiency in the
application of the workforce. Skinner (1981) asséntat, if managers continually fail to
listen, communicate, nurture commitment and mutwaderstanding, employees will
inevitably become alienated and leave. Leighn (20fihtends that, many employees
would leave the company when they do not see tiweirk as important, or their
contributions are not recognized and valued byrstiyilyn and Lynch (1983) note that
the degree of freedom and independence enjoyedplogees and their participation in
planning and organizing their work has an influemee organizational commitment.
Turnley and Fieldman (2000) suggest that satisiagpiartially mediates the relationship

between violation and commitment.

Cooper & Hartley (1991) on the other hand note tb@atnmitment might decrease
flexibility and inhibit creative problem solvingf tommitment reduces staff turnover,
this may result in fewer new ideas coming into dhganization. Staff who would like to
leave the organization but who are committed tm ibther ways, for example through

high pay and benefits, may stay but may not prodhugle levels of performance.
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Research Design

A survey research design was used in the studstibksh whether there exists any
relationship between psychological contract and leyge commitment among the
Customer Care Representatives (CCR’s) in Safariconited. According to Mugenda
(2003), a survey research is a systematic gatheinigformation from a sample of
respondents for the purpose of understanding amdiqgiing some aspects of the
behaviour of the population of interest. This dasigas considered appropriate for this

study because of the nature of the data and tHgssavhich was comparative.

3.2 Population

The target population consisted of all the CCR’Safaricom Limited who were 400 as

at 30" September 2010 based in the Jambo Contact Cent®iongo.

3.3 Sample size

According to Bartlett, Kotrlik and Higgins a poptitan size of 400 at five percent

significance level should be represented with aptarsize of 92 respondents (appendix
3). Systematic random sampling was used as thelggapuis homogenous. The sample
size was considered adequate since it is well aboveecommended minimum of 30. It

was also large enough to cushion the researchragird to non-response.

3.4 Data Collection

Primary data was used. The instrument of collecodndata was a semi-structured

guestionnaire. It consisted of both closed and ogeaded questions. The questionnaire
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was divided into three parts. Part one focused rdarmation about the individual

respondent and organization profile, the secondl fpaused on psychological contract
and the third part was directed at employee comeritnto the organisation. The drop
and pick later method was used to administer thestipnnaire. The respondents were

CCR’s based in Jambo Contact Centre, Mlolongo.

3.5 Data Analysis

The data collected was edited for accuracy, unifiyyntonsistency and completeness
and then be arranged to enable coding before tatatimnalysis. The data was then
analyzed using descriptive statistics. The meanesand standard deviation were used to
determine the influence of psychological contrachilev the chi-square test was
administered to establish the strength and sigmifie of the relationship between
psychological contract and organizational commitmamong the Customer Care

Representatives (CCR’s).
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CHAPTER FOUR: DATA ANALYSIS, FINDINGS AND DISCUSSIO N

4.1: Introduction

The research objective was to determine the relstiip between psychological contract
and employee commitment among the Customer CareeBapuatives in Safaricom

Limited. This chapter presents the analysis andirigs with regard to the objective and
discussion of the same. The findings are presemtegercentages and frequency

distributions, mean and standard deviations.

4.2: Profiles of the Respondents

A total of 28 completed and useable questionnaire® obtained from the respondents
The general information considered in this studyey@ender, age bracket, length of
service, education, existence of a fully fledgednho resource department in the

organization and respondents employment statusiifam being the first employer).

4.2.2: Gender

The respondents were asked to state their gen@leesfindings are given in table 4.1

below.

Table 4.1: Gender

Frequency Percent Cumulative Percent
Valid Male 11 39.3 39.3
Female 17 60.7 100.0
Total 28 100.0
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The findings presented in table 4.1 show that, %0a4f the respondents were female

while only 39.3% were male.

4.2.3: Distribution of Respondents by Age

The respondents were asked to state their ageseshks are given in table 4.2 below.

Table 4.2: Age
Age Frequency Percent Cumulative Percent
18-25 years 6 21.4 21.4
26-30 years 10 35.7 57.1
31-35 years 9 32.1 89.3
36-40 years 3 10.7 100.0
Total 28 100.0

The result in table 4.3 shows that majority of tegpondents were of age bracket 26 to

30 years (at 35.7%), 32.1% were of age 31 to 3ksyea

4.2.4: Length of Service to the Organization.

Length of service in the organization determineel thte at which staff changes jobs as
well as the reliability of the information given ltlye respondents. The respondents were
asked to state their length of service to the degaion. The findings are given in table

4.3 below.
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Table 4.3: Length of Service to the Organization

Cumulative
Frequency Percent Percent
Valid Below 2 years 9 32.1 32.1
2-5 years 10 35.7 67.9
6-10 years 9 32.1 100.0
Total 28 100.0

The results presented in table 4.3 shows thatuhgber of years of service varies from a
period of less than 2 years to 10 years. 32.1%hef respondents had worked at
Safaricom for a period of less than 2 years, 35h&thworked for a period of 2 to 5 years
while the remaining 32.1% had worked at Safaricomaf period of 6 to 10 years thus

there is high level of understanding of their oigation.

4.2.3: Distribution of Respondents by Education.

The respondents were asked to state their higbest bf education. The findings are

given in table 4.4 below.

Table 4.4: Education

Cumulative
Education Frequency Percent Percent
Certificate 1 3.6 3.6
Diploma 1 3.6 7.1
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Degree 26 92.9 100.0

Total 28 100.0

As shown in table 4.4, most of the respondents9¢@2.had degree level of education,
while certificates, 3.6% were both certificate atigloma graduates. It is evident that
most of the employees had above average levelwfatidn to comprehend and answer

the questionnaire hence the information given aarebed on.

4.2.3: Existence of a Fully Fledged Human Resour@epartment that meets

Employees Needs

The respondents were asked to state the orgamizadi® a fully fledged human resource

department that meets your needs. The findinggiaes in table 4.1 below.

Table 4.5: Fully Fledged Human Resource Department

Frequency Percent Cumulative Percent
Valid Yes 20 71.4 71.4
No 8 28.6 100.0
Total 28 100.0

As shown in table 4.5, most of the respondents4@®).were of the opinion that the
institution had a fully fledged human resource depant that meets the employee’s
needs. On the other had significant proportionhef tespondents felt that Safaricom did

not have a fully fledged human resource departri@titmeets your needs
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4.2.4: Is this your First Employment

The respondents were asked to state whether thss thwr first employment. The

findings are given in table 4.6.

Table 4.6: Is this your First Employment

Frequency Percent Cumulative Percent
Valid Yes 10 35.7 35.7
No 18 64.3 100.0

Total 28 100.0

As shown in table 4.6, most of the respondents3f6)#.had worked somewhere else
before joining Safaricom while only 35.7% were tfitisne employees. of those who had
worked some where else, they joined Safaricomwaayaof looking for greener pasture,
looking for more work experience, better pay, caggrewth, more benefits and end of

the previous contract.

4.2.5: Expectations’ and Perceptions about the Orgazation at the point of Joining
Safaricom

The respondents were asked to state whether théyERpectations’ and perceptions
about the organization at the point of joining $iatam. The findings are given in table

4.7 below.
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Table 4.7: Expectation at the Time of Joining Safacom

Frequency Percent Cumulative Percent
Valid Yes 21 75.0 75.0
No 7 25.0 100.0
Total 28 100.0

The findings presented in table 4.6 show that, ®%he respondents had Expectations’
and perceptions about the organization at the dijgining Safaricom while only 25%
did not have the same. The respondents identifred following as some of the
expectation and perception they had about Safaridccemendous career growth and
good benefits, being associated with best emplimydre industry, better experience, job
security, friendly staff, strict supervision, highass service delivery and better medical

cover.

4.3: Perceived Employee Obligation to Safaricom

This section covers findings from the specific dioes posed to the respondent’s on
Perceived employee obligation to Safaricdextra role behaviour, flexibility, ethical
behaviour, loyalty and employability) in a likedade of 1 to 5. The range was ‘very great
extent (5)’ to ‘not at all' (1). The scores of vegyeat extent and great extent have been
taken to present a variable which had an impad targe extent (L.E) (equivalent to
mean score of 3.5 to 5.0 on the continuous likeates;( 3.5 L.E <5.0). The scores of
‘moderate extent have been taken to representi@abl@that had an impact to a moderate

extent (M.E.) (equivalent to a mean score of 2.8.tb pm the continuous likert scale
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(2.5<M.E. <3.4). The score of both little extent and aball have been taken to represent
a variable which had an impact to a small exter.jSequivalent to a mean score of O to

2.5 on a continuous likert scales 0.E. <2.5).

Table 4.8: Extra Role Behaviour

Mean Std. Deviation
Cooperate well with others, teamwor 3.8929 73733
Work fast and efficiently 4.1071 .87514
Assist colleagues in their work 3.4643 96156
Share information with colleagues 3.5357 1.10494
Deliver qualitative work 3.4286 .86933
Get along with other colleagues 3.6786 .98333

From the table, it is found that all extra role &ebur was rated as having greeted
expenditures. More specific; work fast and effitherfmean of 4.1071), Cooperate well
with others, teamwork (mean of 3.8929) and Get@loith other colleagues (mean of

3.6786)

Table 4.9: Flexibility

Mean Std. Deviation
Work extra hours to get job done 3.2857 1.18187
Volunteer to carry out duties that are not youry 3.1786 .86297
Work during scheduled off days and holidays

2.8929 1.28638
necessary
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The findings in table 4.7 above show that to a mat@eextent; work extra hours to get
job done (mean of 3.2857), volunteer to carry outied that are not yours (mean of

3.1786) and work during scheduled off days anddagt if necessary (mean of 2.8929).

Table 4.10: Ethical behaviour

Mean Std. Dev
Protect confidential information 4.6071 .87514
Use the Safaricom’s property honestly 4.3571 .82616
Follow the company's policies, norms and procesl| 4.3214 .90487

The respondents unanimously agreed that all etlssaés were rated to a large extent as
follows; Protect confidential information (mean df6071), Use the Safaricom’s
property honestly (mean of 4.3571) and Follow ¢oenpany's policies, norms and

procedures (mean of 4.3214:

Table 4.11: Loyalty

Mean Std. Dev
Not immediately looking for job offers elsewhere 2.7857 1.49956
Remain with the organization for at least someyea| 3.0714 1.53788

The respondents rated their obligation to providéacom with loyalty to a moderate
extent, that is, Remain with the organization dieast some years (mean of 3.0714)

and Not immediately looking for job offers elsewdémean of 2.7857).
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Table 4.12: Employability

Std.

Mean Dev
Participate in training outside your work hours 3.2857| 1.08379
Take personal initiative to attend additional thagncourse 35714l 1.10315

To a large extent the respondents rated take mersoitiative to attend additional
training course (mean of 3.5714) while participaidraining outside your work hours

was rated to a moderate extent (mean of 3.2857).

4.4: Perceived Organization Obligation to Employee

This section covers findings from the specific dioes posed to the respondent’s on
Perceived organization obligation to employeareer development, job content, social
atmosphere, financial rewards and work-life balamte likert scale of 1 to 5. The range
was ‘very great extent (5)’ to ‘not at all’ (1). @rscores of very great extent and great
extent have been taken to present a variable wiachan impact to a large extent (L.E)
(equivalent to mean score of 3.5 to 5.0 on theinoats likert scale ;( 35L.E <5.0).
The scores of ‘moderate extent have been takespt@sent a variable that had an impact
to a moderate extent (M.E.) (equivalent to a meamesof 2.5 to 3.4 pm the continuous
likert scale (2.5M.E. <3.4). The score of both little extent and aball have been taken
to represent a variable which had an impact to @lswtent (S.E.) (equivalent to a mean

score of 0 to 2.5 on a continuous likert scalelL(E. <2.5).
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Table 4.13: Career Development

Mean Std. Dev
Opportunities for promotion 3.9286 .71640
Career development opportunities in the company 3.9643 96156

The respondents unanimously stated that Safari@smda large extent the obligation to

provide them with career development. That is, €adevelopment opportunities in the

company (mean of 3.9643) and Opportunities for @iom (mean of 3.9286).

Table 4.14: Job Content

Mean Std. Dev
A job in which you can make decisions by yourself 3.7857 .99469
Opportunities to show what you can do 4.1071 .87514
A job with responsibilities 4.0714 .94000
Opportunities to use your skills and capabilities 4.0000 .98131

To a great extent Safaricom has the obligation novide them with job content as
follows: Opportunities to show what you can do (meaf 4.1071), A job with
responsibilities (mean of 4.0714) and Opportunitesise your skills and capabilities

(mean of 4.0000).

Table 4.15: Social Atmosphere

Mean

Std. Dev

A conducive atmosphere at work

4.1071

.83174
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Positive relationships between colleagues 3.5714 1.39917

A good mutual cooperation 3.6071 91649

Good communication among colleagues 3.8929 91649

The finding in table 4.13 indicated that A condecatmosphere at work (mean less than
4.1071), Good communication among colleagues (nwaB.8929), A good mutual

cooperation (mean of 1.2923) and Positive relahignss between colleagues (mean of

3.5714).

Table 4.16: Financial Rewards

Mean Std. Dev
Wage increase based on performance 4.1071 1.03062
An attractive pay and benefits package 4.3214 .98333
Regular benefits and extras 4.2857 97590

As shown in table 4.14 the respondents rated Safariobligation to employees on
financial rewards to be of a great extent, thaarsattractive pay and benefits package
(mean less than 4.3214), regular benefits and £xtn@an of 4.2857) and wage increase

based on performance (mean of 4.1071).

Table 4.17: Work-life Balance

Mean Std. Dev
Respect for your personal situation 3.8571 1.23871
Opportunity for flexible working hours dependir 3.5357 1.23175
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on your personal needs

Opportunities to decide when to take your
3.6786 1.09048
vacation

From the findings to a large extent the respondeatesd work-life balance as follows;
Respect for your personal situation (mean of 31%Jpportunities to decide when to
take your vacation (mean of 3.6786) and Opportunityr flexible working hours

depending on your personal needs (mean of 3.5357).

4.5: Perceived Organization Obligation to Employee

This section covers findings from the specific dioes posed to the respondent’s on
employee commitmenfaffective commitment, continuance commitment andmative
commitment) in a likert scale of 1 to 5. The ramges ‘strongly disagree (5)’ to ‘strongly
agree’ (1). The scores of strongly agree and algaee been taken to present a variable
which had an impact to a large extent (L.E) (egleato mean score of 0 to 2.4 on the
continuous likert scale ;(<OL.E <2.4). The scores of ‘neither agree nor a¢na@ee been
taken to represent a variable that had an impazthtoderate extent (M.E.) (equivalent to
a mean score of 2.5 to 3.4 pm the continuous likeate (2.5M.E. <3.4). The score of
both disagree and strongly disagree have been takepresent a variable which had an
impact to a small extent (S.E.) (equivalent to amscore of 3.5 to 5.0 on a continuous

likert scale; 3.5 L.E. <5.0).
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Table 4.18: Affective Commitment

Mean Std. Dev
| feel emotionally attached to Safaricom 2.7500 1.14261
| feel a sense of belonging in Safaricom 2.8571 1.20844
| would be happy if | spent the rest of my canegh

3.7143 1.35693
Safaricom
| feel the company's problem are my own 3.1071 1.10014
| feel part of the family of Safaricom 2.8929 1.13331
Safaricom has a great deal of personal meaningéor 2.6429 1.25357

From the findings to a moderate extent; Safaricas & great deal of personal meaning
for me (mean of 2.6429), | feel emotionally attathe Safaricom (mean of 2.7500), |
feel a sense of belonging in Safaricom (mean o621y and | feel the company's
problem are my own (mean of 3.1071). While on atlextent; | would be happy if |

spent the rest of my career with Safaricom (meah 4f43).

Table 4.19: Continuance Commitment

Mean Std. Dev
Staying with Safaricom is matter of necessity aim

2.9643 1.31887
as | desire
It would be hard for me to leave Safaricom evdn if

3.6429 1.31133
wanted to
My life would be disrupted if | decided to leave 3.5714 1.28894
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Safaricom now

One of the negative consequences of leaving woeild
3.5000 1.20185
scarcity of alternative

| have put in too much in Safaricom if | had netduld
4.0000 1.18634
leave

| have limited options to consider when leaving
3.7143 1.18187
Safaricom

The findings indicated that to a moderate extetdyi8g with Safaricom is matter of
necessity as much as | desire (mean of 2.9643)leWbi a least extent; one of the
negative consequences of leaving would be scao€igiternative (mean of 3.5000), My
life would be disrupted if | decided to leave Safam now (mean of 3.5714), It would be
hard for me to leave Safaricom even if | wantedrnean of 3.6429), | have limited
options to consider when leaving Safaricom (meaB.6143) and | have put in too much

in Safaricom if | had not | would leave (mean dd@D).

Table 4.20: Normative Commitment

Mean Std. Dev

| feel am obligated to stay with Safaricom 3.6071 1.25725

Even if it was to my advantage, | do not feel duld be
4.0357 1.26146
right to leave Safaricom

I would feel guilty if | left Safaricom now 3.8571 1.17739

Safaricom deserves my loyalty 2.7143 .89679
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I would not leave Safaricom right now becauseveha
3.4286 1.23013
sense of obligation to the staff

| owe a great deal to Safaricom 3.2500 1.23603

Overall how well does Safaricom fulfil commitment t
3.0357 1.07090
you

Overall how well have you fulfilled your commitmerto
2.7500 1.10972
Safaricom

In general, how well have does Safaricom live ufisto
2.9643 1.07090
promises

In general, how well do you live up to your pronsige
2.7143 1.08379
Safaricom

The study found that to a moderate extent, In ggnaow well do you live up to your
promises to Safaricom (mean of 2.7143), Overall heell have you fulfilled your
commitments to Safaricom(mean of 2.7500), Safaria@serves my loyalty(mean of
2.7143), In general, how well have does Safaricowa Up to its promises (mean of
2.9643), Overall how well does Safaricom fulfilncmitment to you (mean of 3.0357)
and | owe a great deal to Safaricom (mean of ®R50n the other hand to a least
extent; | would not leave Safaricom right now bessalihave a sense of obligation to the
staff (mean of 3.4286), | feel am obligated to stath Safaricom (mean of 3.6071 |
would feel guilty if | left Safaricom now (mean 8t8571) and Even if it was to my

advantage, | do not feel it would be right to le8a¢aricom (mean of 4.0357).
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CHAPTER FIVE: SUMMARY, CONCLUSION AND RECOMMENDATIO NS

5.1 Summary

The objective of the study was to determine thati@hship between psychological
contract and employee commitment among the CustoGee Representatives in

Safaricom Limited.

It was noted that the respondents had expectatiamsl perceptions about the
organization at the point of joining Safaricom whiacluded tremendous career growth
and good benefits, being associated with the begilayer in the industry, better
experience, job security, friendly staff, stricpswvision, high class service delivery and

better medical cover.

The study found that perceived employee obligatidosSafaricom were mainly
determined by; extra role behaviour (work fast atfficiently, Cooperate well with

others/ teamwork and get along with other colleapuiexibility (work extra hours to

get job done and volunteer to carry out duties #rat not yours), ethical behaviour
(protect confidential information, use the Safam property honestly and follow the
company's policies, norms and procedures), loya#main with the organization for at
least some years and not immediately looking fob joffers elsewhere) and

employability (take personal initiative to attergt@ional training course).

The study also found out that perceived orgaromabbligation to employee was as

follows; career development (Career developmentodppities in the company and
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Opportunities for promotion), job content (Opportigs to show what you can do, a job
with responsibilities and Opportunities to use yakills and capabilities), social
atmosphere (A conducive atmosphere at work, Goodhuanication among colleagues,
A good mutual cooperation and Positive relationshy@tween colleagues), financial
rewards (an attractive pay and benefits packagpilae benefits and extras and wage
increase based on performance) and work-life bel@&espect for your personal

situation and Opportunities to decide when to taker vacation)

In the case of employee commitment the study ifledtihe following as key to various
types of commitments; affective commitment (Safamchas a great deal of personal
meaning for me, | feel emotionally attached to 8eafan and | feel a sense of belonging
in Safaricom), continuance commitment (Staying Vtfaricom is matter of necessity as
much as | desire) and normative commitment (how delyou live up to your promises
to Safaricom, Overall how well have you fulfiledyr commitments to Safaricom and

Safaricom deserves my loyalty).

5.2: Conclusion

From these research findings, it can be conclutlatithere exist relationship between
psychological contract and employee commitment andhe Customer Care
Representatives in Safaricom Limited. This is sufggbby high to moderate rating by

respondents in most issues.
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The study also found that respondent were leashaire committed to Safaricom, it can
be concluded there is need to put in place measuhesh will reverse this trend

otherwise the gains made can be short lived.

5.3 Recommendations

The benefits organizations derive from analysingchslogical contract and employee
commitment are enormous. The relationship betwesygchwmlogical contract and
employee commitment in organizations is one of l&st studied areas in human
resources. This research has shown that theres existk between psychological contract
and employee commitment among Customer Care Repatises in Safaricom Limited.

It is likely that the same findings will apply anwpother sectors of the Kenyan economy.

It is therefore recommended that:

1. Further research should be conducted on psychalogmntract and employee
commitment among senior management is Safaricora. réeearch should not
only cover the telecoms sector in Kenya but alsodther sectors of the Kenyan

economy such as agriculture and manufacturing.

2. Organizations in Kenya embed the concept of psygichl contract and
employee commitment. This will ensure that appmeriools for communicating
employee expectations and organizations expectatsnthis is key is making

informed decisions.
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5.4 Limitations of the Study

Every study does encounter some level of limitatiolme to the scarcity of available
resources such as time and finance. This study liwated to CCR’s at Safaricom
limited. The sample was picked from the staff bas¢dlambo Contact Centre in
Mlolongo. The findings would have been more repnéstéve if respondents included
other employees from the company whose jobs aetivitary greatly from those of the
employees in the call centre. It would suffice tlisdy also to do a more comprehensive
analysis by including other telecommunication ofm® in Kenya, to increase the

reliability of the findings.
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APPENDICES

APPENDIX | : Letter of introduction

School of Business
C/O MBA Coordination Office
University of Nairobi
P.O. Box 30197
Nairobi
27" September 2010
Dear Sir/Madam,
RE: LETTER OF INTRODUCTION

| am a Post graduate student at University of NmirSchool of Business. As part of the
fulfilment of the requirements of the Master of Biess Administration degree, | am
undertaking a management research project surveysythological Contract and
Organizational Commitment among Customer Care Reptatives (CCR’s) in

Safaricom Limited, Nairobi Kenya.

This therefore is to kindly request you to assis¢ mollect data by filling the
accompanying questionnaire. The information pradidell be solely for academic
purposes and my supervisor and | also assure yaiuhb information you give will be

treated with strict confidence.

Your honest participation will be appreciated.

Yours faithfully,

Mary M. Makau
MBA Student
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APPENDIX II: QUESTIONNAIRE

Psychological Contract and Organizational Commitmeh among Customer Care

Representatives (CCR's) in Safaricom Limited, Nairbi, Kenya

PART 1: General Information

(Please tick as appropriate)

1. Sex Male () Female ()
2. What is your age bracket?
A .18 -25 ()
B. 26 - 30 ()
C.31-35 ()
D. 36 — 40 ()

3. How long have you worked in Safaricom Limited?
A. Below two years ()
B. From two to five years ()
C. From six to ten years ()

4. Which of the following qualifications do you re®/

A. Certificate ()
B. Diploma ()
C. Degree ()
5. Does Safaricom have a fully fledged Human Resolrepartment that meets your
needs?
Yes () No ()
6. Is this your first employment?
Yes () No ()

7. If No, please specify the reason that made piok Safaricom over your previous

employer?

51



PART 2: Psychological Contract
1. At the point of joining Safaricom, did you have aexpectations and perceptions about
the organization?
Yes () No ()
If yes, please list your expectations and perceptatbout Safaricom

2. Were discussions held to highlight your expectati@nd perceptions of Safaricom
between you and the employer?
Yes () No ()
If yes, please describe the expectations highldyhte

3. Perceived Employee Obligation to Safaricom
To what extent do you believe you are obligatedravide Safaricom with the following.
Ratings
Not at all

To a little extent

1
2
To some extent 3
To a great extent 4

5

To a greater extent

I.  Extra Role Behaviour
Statement 1 2 3 4 5
a) | Cooperate well with others, team work

b) | Work fast and efficiently

c) | Assist colleagues in their work
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d) | Share information with colleagues
e) | Deliver qualitative work
f) | Get along with other colleagues
Il.  Flexibility
Statement 1
a) | Work extra hours to get job done
b) | Volunteer to carry out duties that are not
yours
c) | Work during scheduled off days and
holidays if necessary
1. Ethical Behaviour
Statement 1
a) | Protect confidential information
b) | Use the Safaricom’s property honestly
c) | Follow the company’s policies, norms and
procedures
IV. Loyalty
Statement 1
a) | Not immediately looking for job offers
elsewhere
b) | Remain with the organization for at least
some years
V.  Employability
Statement 1
a) | Participate in training outside your waqrk

hours
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b)

Take personal initiative to attend additio

training courses

hal

4. Perceived Organization Obligation to the Employee

Ratings

Not at all 1
To a little extent 2
To some extent 3
To a great extent 4
To a greater extent 5

Career Development

To what extent is Safaricom obligated to provide fitilowing to you.

Statement 1
a) | Opportunities for promotion
b) | Career development opportunities in the
company
lI.  Job Content
Statement 1
a) | A job in which you can make decisions by
yourself
b) | Opportunities to show what you can do
c) | A job with responsibilities
d) | Opportunities to use your skills and
capabilities
Social Atmosphere
Statement 1
a) | A conducive atmosphere at work
b) | Positive relationships between colleagues
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A good mutual cooperation

Good communication among colleagues

Financial Rewards

Statement 1 2 3 4

Wage increases based on performance

An attractive pay and benefits package

Regular benefits and extras

Work — Life Balance

Statement 1 2 3 4

Respect for your personal situation

Opportunity for flexible working hours

depending on your personal needs

Opportunities to decide when to take your

vacation

PART C: Employee Commitment
1. Please respond to the following statements abawt jpb by putting a tick in the
relevant box.
Ratings
Strongly Agree
Agree

1
2
No Opinion 3
Disagree 4

5

Strongly Disagree

Affective Commitment

Statement 1 2 3 4

| feel emotionally attached to Safaricom
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b) | | feel a sense of belonging in Safaricom

c) |1 would be happy if | spent the rest of my
career with Safaricom

d) | I feel the company’s problems are my own

e) | | feel part of the family at Safaricom

f) | Safaricom has a great deal of persgnal
meaning for me

lI.  Continuance Commitment

Statement 1

a) | Staying with Safaricom is a matter |of
necessity as much as | desire

b) | It would be hard for me to leave Safaricom
even if | wanted to

c) | My life would be disrupted if | decided to
leave Safaricom now

d) | One of the negative consequences| of
leaving would be scarcity of alternatives

e) | | have put in too much in Safaricom if | had
not | would leave

f) |l have limited options to consider when
leaving Safaricom

1. Normative Commitment

Statement 1

a) | | feel am obligated to stay with Safaricom

b) | Even if it was to my advantage, | do not feel
it would be right to leave Safaricom

c) | I'would feel guilty if I left Safaricom now

d) | Safaricom deserves my loyalty

56




staff

| would not leave Safaricom right ng

because | have a sense of obligation to

w
the

f)

| owe a great deal to Safaricom

Thank you for your participation.
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Appendix Ill: Table for Determining Minimum Returne d Sample Size for a Given
Population Size for Continuous and Categorical Data

Sample size

Continuous data (margin of Categorical datdmargin of error=.05)
g&%“'ation 3[{)?1;:053 alpha=.05 | alpha=.01 | p=50 | p=50 | p=.50

t=1.65 t=1.96 t=2.58 t=1.65 t=1.96 t=2.58
100 46 55 68 74 80 87
200 59 75 102 116 132 154
300 65 85 123 143 169 207
400 69 92 137 162 196 250
500 72 96 147 176 218 286
600 73 100 155 187 235 316
700 75 102 161 196 249 341
800 76 104 166 203 260 363
900 76 105 170 209 270 382
1000 77 106 173 213 278 399
1500 79 110 183 230 306 461
2000 83 112 189 239 323 499
4000 83 119 198 254 351 570
6000 83 119 209 259 362 598
8000 83 119 209 262 367 613
10,000 83 119 209 264 370 623

NOTE: The margins of error used in the table wé&for continuous data and .05 for categorical .da&searchers
may use this table if the margin of error showapgropriate for their study; however, the apprdpr&ample size must
be calculated if these error rates are not apptprTable developed by Bartlett, Kotrlik, & Higgi(il990).
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