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Abstract: Tourism industry is one of the most intensive labor sector in the world which
generates employment opportunities and income for the global economy, but the work in
tourism industry is characterized by difficulty due to irregular and long working hours and
pressure that employees have to work under to satisfy the expectations of various
customers. For the purpose of sustainable tourism development, the management of
tourism industry has to take care of quality of work life in order to enable employees to
meet their important personal needs and to effectively balance their personal and work life.
The objective of the current study is to find out whether there is contribution of QWL to
employees job satisfaction in tourism industry, to add to literatures of tourism and human
resources and to provide some valuable recommendations that can be applicable by
tourism service providers to enhance QWL of employees and hence their level of job
satisfaction.. After reviewing several literatures the study found that there is a significant
relationship between QWL and employee job satisfaction or in other words, QWL
contributes significantly to employee job satisfaction in tourism industry. The study highly
recommended that the management of tourism industry should promote QWL practices to
enhance the level of employee job satisfaction and hence employee productivity in tourism
industry from one hand and to enhance customer satisfaction from the other hand and this
last plays a crucial role in success of tourist establishments and tourism industry in
general.

Keywords: Employee Job Satisfaction, Quality Work Life, Tourism Industry.
1. INTRODUCTION
Tourism industry is an intensive employment industry that creates large employment

opportunities not just in tourism industry as in transportation, accommodation, and tourist
attractions sites, but also in the industries that provide tourism with elements of production
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such as agriculture and manufacturing. Tourism industry requires highly qualified and skilled
workforce able to satisfy various and heterogeneous customers, but unfortunately tourism
industry faces some working challenges such as long working hours, unstable workforce, and
less pay. Therefore, tourism industry may encounter the difficulty of staffing suitable
workforce and also high level of employee turnover because of the nature of jobs in tourism
industry. Fernandez & Worasuwan, (2017). (1) The relationship between tourism and human
resources can be indicated in two main issues, the first is represented in ability of tourism
industry to recruit sustainable workforce, and the second issue is related to how the
workforces are treated by the managers in tourism industry. Aynalem, et. Al. (2016).(2) Thus,
it can be said that quality of work life and employee job satisfaction are two main factors that
play a crucial role in employee retention in business organizations and more particularly in
tourism industry. To create and maintain a loyal workforce that has a high degree of
commitment and engagement, tourism organization management needs to pay more attention
to providing employees with high quality work life, satisfying them and granting them more
authority and autonomy to create job satisfied and happy employees in performing their
works. Recently, human capital plays a vital role in achieving the sustainable competitive
advantage for organization in general and for tourist organization particularly, because
tourism is a human business which depends totally on human resources in achieving
customer satisfaction, enhancing the productivity and creating the competitive advantage.
The company success is depends on how the company is able to recruit, maintain and
innovatively use the human resources from one hand and its ability to secure good working
conditions that enable the company to maintain talented and more productive employees for
long term. Unfortunately, employees working for tourist organizations leave the organization
or the industry because of low level of job satisfaction, less motivation, and poor working
conditions. Kusluvan & Kusluvan (2000). (3) Thus, tourist organizations are required to
focus on QWL practices and motivation to create employee job satisfaction and as Kidwell&
Fish (2007) (4) stated, providing employees with meaningful tasks, granting them autonomy
in performing their jobs, and showing them how they are effectively contributing by their
work to the overall goals of the organization, are effective practices to motivate employees.

2. RELATED WORKS

Several studies aimed at investigating the contribution of quality of work life to employee job
satisfaction and found that there is a significant relationship between the two variables. One
of these studies is a study conducted by Usha, S. et al (2018) (5) who aimed at investigating
the impact of QWL on some main work outcomes including job satisfaction and used
descriptive and inferential statistics to reveal that QWL has a significant impact on J.S, and
this impact is more than the impact of QWL on other work outcomes such as performance
and organizational commitment.

Navidian, A. et. al (2015) (6) conducted their study to find whether there is a relationship
between quality of work life and job satisfaction. The study was descriptive and analytical in
nature which collected data through questionnaire and concluded that there is a significant
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relationship between QWL and J.S and that the job satisfaction can be improved through the
components of QWL.

Using Pearson coefficient of correlation, Bhavani, M. et al (2014) (7) aimed at investigating
the impact of QWL on J.S of school teachers in Udaipur, India, and found that there is a
positive correlation between QWL and job satisfaction.

Soni.,H et al (2014) (8) in their research work entitled "Impact of Quality of Work Life on
Employee Satisfaction in Hotel Industry™ aimed at finding out and understanding the quality
of work life of hotel employees and its impact on job satisfaction of employees. They
provided several recommendations to enhance quality of work life of employees’ practices in
order to improve their job satisfaction.

Mohammad, H., N. et al (2014), (9) used the structural equation modeling to study the effect
of QWL on job satisfaction in government organizations in Iran, and they found that there is
a positive impact of the structural dimensions of QWL on job satisfaction.

Balasundaram, N. &Syed, M. (2010) (10) conducted an empirical study using descriptive
statistics and inferential statistics to find out the relationship between QWL and job
satisfaction in private universities of Chittagong, Bangladesh, and found that there is a
positive impact for all factors of QWL such as job benefits for family, creativity of work,
promotion in career, and job safety, on job satisfaction.

3. METHODOLOGY AND RATIONAL OF THE STUDY

The research study starts with inquiry or in other words with inquisitiveness or a question
exist in the mind of the researcher who collects the data related to answering the research
question and then finding the appropriate answer to the question of the research study.
Moreover, the research is a systematic operation that the researcher pursue to gain and
analyzing the information to find an answer to the research question and enhancing the
knowledge that the researcher can use to solve the current problems or confirming the facts.
Actually there are two types of the research, the first type is the primary research through
which the researcher provides a new knowledge taking from the particular findings of his
research work in addition to the presentation of the existing knowledge in different way, and
secondary research work through which the researcher provides summary of the existing
ones.

Since the current study is theoretical and descriptive in its nature, it used the secondary
source of data to collect data from books, journal and websites in order to achieve the
objectives of the study.

When an organization helps its employees to have high quality life at work through fostering
health and safety procedures in workplace, providing employees with opportunities of growth
and development in their careers and granting them fair compensations, employees will have
high level of job satisfaction and thus will more likely be more productive in their works and
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will be more able to create customer satisfaction can be considered as the base upon which
the growth and turnover of the business may remain move.

4. RESULTS AND DISCUSSION

Quality of Work Life

Quality of work life can be considered as a sub concept of individual’s overall quality of life
which encompasses some main factors like health, income, happiness, and social relationship.
QWL means all the organizational aspects that aim to create employee satisfaction and
boosting the organizational effectiveness. In early twentieth century there were some
legislations that have been enacted to protect employees from dangerous work conditions and
to enhance job security which is an element of job satisfaction. In other words, QWL
indicates the relationship between individuals within an organization and the overall
environment of working and as Harrison (1985) (11) stated that QWL refers to the extent up
to which the organization contributes to the well-being of its employees and it refers also to
employees participation in decision making, collaboration between employees and
management to solve work related issues and to improving organizational performance and
job satisfaction. The essence dimension of the overall QWL is to develop the well-being of
employees in the workplace, and the interaction between employees’ well-being and their
productivity can be considered as the design of the job which can create high level of
employee satisfaction Lawler (1982) (12). As Sadri and Goveas (2013) (13) stated, there are
some main aspects necessary for QWL are: the capability of handling skills and talents of
individual, safe and healthy working environment, career growth opportunities, and fair
compensations.

Similarly, Lau et al. (2001) (14) viewed QWL in terms of good working conditions that
enhance satisfaction through granting employees career growth opportunities, job security
and rewards, whereas other scholars/ researchers focused on the human dimensions of QWL
and viewed it as the quality of the relation between employees and the environment of their
work. When employees enjoy high quality of work life, they will be more satisfied at
workplace and hence will be more able to balance their work life conflicts and to help
organization to achieve its goals of progress and development. Satisfied and happy
employees will help the organization to save the expenditure of employee motivation and use
it in employee training and development because they are actually self-motivated. Happy,
satisfied, and self-motivated employees will have high degree of organizational commitment
and this will reduce the level of employee turnover which is high in tourism industry. When
an organization grants employees adequate time to perform their tasks, provides them with
high level of freedom to perform their work activities, encourages them to give their
suggestions and implements them if possible, recognizes them when they make
accomplishments and outstanding performance, grants them fair salaries etc. this means that
the organization promotes good and high quality of work life.

On contrary, when an organization doesn’t pay more attention to promoting quality of work
life, the result will be dissatisfied employees and high degree of employee turnover which
will be reflected in fragmentation of work groups due to unstable workforce.
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In broader perspective, QWL is a set of strategies, policies, processes, programs and practices
of workplace that motivate employee job satisfaction, and job satisfied employees are more
likely more productive within the organization.

Employee Job Satisfaction

There is no an agreement regarding what job satisfaction means and different researchers
have different view of job satisfaction. Job satisfaction reflects the positive or negative
feelings of employees towards their work and it is closely related to the behavior of
employees at workplace. Davis et al. (1985). (15) Job satisfaction demonstrates the
employees’ sense of achievement and success in their job, and is directly related to
productivity and employees’ well-being. Furthermore, job satisfaction indicates employees’
enjoyment, happiness and enthusiasm in doing their jobs and can be considered a key element
that is related to promotion, income, recognition, and achievement of the goals that lead to
feel of fulfillment Kaliski, (2007) (16). Job satisfaction can be enumerated in three main
characteristics: the first is human values that should guide organizations and such
organizations are required to treat employees well and in respectful way. And thus job
satisfaction may be an indicator of employee effectiveness and a sign of mental and
emotional state of employees. The second feature is the workers’ behavior which depends on
the level of their job satisfaction will influence the activities of the business of an
organization, and hence it can be pinpointed that job satisfaction will lead to positive
behavior and dissatisfaction may result in negative behavior of employees. The third feature
is that job satisfaction may work as an indicator of the activities of an organization Spector,
(1997) (17). There are several factors that influence job satisfaction such as job
characteristics, working environmental conditions, job security, relationship with the co-
workers, flexibility to balance work life conflicts, job duties and educational qualifications.
Moreover, There are several aspects that individual uses to measure job satisfaction such as
promotion, co-workers, pay, nature of work, and supervision and communication system
prevailing in workplace. When these aspects are suitable, the individual would measure job
satisfaction on high rate, whereas when these factors found in low state, the individual would
measure job satisfaction on low scale. In service industries and more particular in tourism
which is characterized by intangibility of service and it is difficult to determine the quality of
service, it is better for tourist organizations to promote employee job satisfaction because job
satisfied employees are more likely to be more loyal and more productive from one hand and
from the other hand they are more able create customer satisfaction and to enhance sale
growth and profitability. Salaries and benefits have been found as the most important deriver
of satisfaction, whereas Yang, (2010) (18) in his study on lodging properties concluded that
the relationship with co-workers is the most important determinant of employee satisfaction.
Furthermore, McPhail et al. (2008) (19) pinpointed that training and development were found
as the most important predictors of job satisfaction, in their research work on employees of
multinational hotel chain.

Contribution of QWL to Employee Job Satisfaction:
No doubt that high level of quality of work life and good working conditions will create
employee job satisfaction, satisfied employees will more likely stay for long time in the
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organization, this stability of workforce will enhance the level of employee retention and
commitment and this last will foster productivity noticeably.

A study concluded that quality of work life has more impact on employee job satisfaction
than the other work outcomes that were selected for the study namely the organizational
commitment and work performance, and this impact of quality of work life was found to be
positive (Usha et al.2018). (20) In the same context, some other studies proved the
contribution of the three dimensions of quality of work life namely health and safety, growth
and development opportunities and compensation to employee job satisfaction and can be
discussed as in below:

Contribution of Health and Safety to Employee Job Satisfaction:

The concept of health encompasses variety of life aspects that may be interpreted positively
or negatively as happiness and death respectively Guyatt et al (1993) (21)., and health and
safety practices are so important and should be promoted by organizations irrespective of
their nature of work. Health and safety various aspects may include compensation on health
or disablement, insurance of workers etc., and organizations should provide employees with
some facilities that are required at workplace such as first aid, rest rooms, bathrooms, medical
care and some personal protective equipment. Thus, it can be said that OHS is a field
specialized in taking care of health, safety, and welfare of employees at workplace. In the
same context, quality of work life is concerned with physical working conditions which
emphasis on safety, reduces risks of illness and focus on the overall well-being of workers,
women and children, and can be considered as one of the most important contemporary
variables that impact employee quality of work life. No doubt that employees want to work in
healthy and safe environment and this is a main responsibility of management. Occupational
health and safety programs should be a prior objective of management as it is closely related
to lives of employees and how to protect it in order to enhance productivity and efficiency
and to reduce costs. There are two models or approaches to safety in work, the first is careless
worker in which the employer thinks that the majority of work accidents occur because of
employees’ failure to protect themselves or to take safety seriously, whereas the second
approach is shared responsibility which assumes that the best solution to reduce accidents and
diseases at workplace is depending on the role of both employer and employees alike.
Employers have to maintain health and safety programs at workplace and employee should
work or behave in such a way that save his life and the life of his beer (Bratton & Gold
(1999) (22). Accordingly, the responsibility of ensuring health and safety at workplace is not
confined to employer, instead it is a shared responsibility. Employees are responsible for
taking the important precautions to save their lives and lives of those who may be influenced
by their work and they should use devices, equipment, and clothing that the employer
provides in the workplace. When the organization doesn’t pay attention to OHS programs and
practices this will increase work stress and this last will negatively impact employees’ job
and life satisfaction . The perceived occupational health risk may badly influence the physical
and mental health of employees and lead to high stress and low organizational commitment.
In other words it negatively influences employee job satisfaction Ramos et al. (2021) (23),
Thoresen et al. (2003) (24), O’Neill et al. (2011) (25), Peng et al. (2014) (26). Moreover,
There is negative correlation between job demands (Occupational hazards and risk) and job
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satisfaction or in other words job demands is related to damage of job satisfaction Nielsen et
al. (2011) (27).

Contribution of Career Growth and Development to Employee Job Satisfaction

It can be said that career growth and development opportunities include both professional
development which means the best use of ways that leads to employees' capability fostering
in their careers and personal development which fulfills the needs of both organization and
individuals alike. When the organization helps employees to satisfy their personal needs, they
will be more productive in organization and thus the organizational development can be
achieved. Career growth and development refers to employee's advancement in their
knowledge and skills and in their ability to achieve the organizational goals. When there is
lack of career growth and development opportunity, the employees' need will not be entirely
satisfied and this itself will decrease the employee job satisfaction level (Chen et al., 2004)
(28). In tourism industry, despite the huge number of employment opportunities that tourism
creates in tourism itself and in other industries that have linkage with tourism, it is
characterized by low payment, not good working conditions, long working hours and limited
growth and development opportunities which leads to dissatisfied employees. Thus, tourism
organization should enhance career growth and development opportunities in order to create
job satisfied employees and to enhance sustainable talents development in this so vital sector.
Organizations which participate in career development will foster job satisfaction of their
employees. All companies seek talented and more engaged workforce which enables it to
achieve the competitive advantage, efficiency and high productivity and to do so it is crucial
to help its employees to advance in their career and hence to have high level of job
satisfaction.

Contribution of Compensation to Employee Job Satisfaction.

For their contribution to their companies, employees get a substitute for this contribution and
this substitute is the compensation. Compensation also refers to all forms of payment that
employees receive from their work (Dessler, 2013) (29) and includes two main elements, the
direct payments such as wages, salaries, commissions, incentives and bonuses and indirect
payments such as insurance and holidays. In the same context, (Swanepoel et al.,2014) (30)
discussed that compensation is financial and non-financial rewards an employer provides for
efforts, skills and time that employee makes to fulfill the requirements of the job that aim at
attaining organizational objectives. Furthermore, (Qasim et al., 2012) (31) stated that
compensation (monetary rewards) is one of the main components of employee job
satisfaction, has a significant impact on job satisfaction and plays a crucial role in
determining job satisfaction. Unfortunately, employees in tourism industry gain less
compensation compared to employees in other industries or sectors (Sobaih, 2015) (32) this
despite the long working hours in tourism industry. Thus, tourism establishments/
organizations should pay more attention to employee compensation and more particularly the
financial pays to encourage tourism employees to do their best in achieving the
organizational objectives and satisfying customers. Whereas the non-financial compensation
means employee compensation for their high level of performance and productivity which
takes the form of health insurance for employees and their families, promotion and
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recognition which also plays an equally important role in creating job satisfaction of
employees.

5. CONCLUSION

Travel and tourism industry is featured by long working hours, lack of growth and
development opportunities and less pay, which leads to high rate of employee turnover and
less productivity. Through reviewing several literatures the current study concluded that
quality of work life with its dimensions namely health and safety, growth and development
opportunities, and compensations contributes to employee job satisfaction. Thus, travel and
tourism management is required to foster the practices and procedures of health and safety, to
enhance growth and development opportunities and to grant employees compensations in
order to enhance the level of employees job satisfaction.

No doubt that supportive work environment may reinforce employees motivation
significantly so management should take care of creating family work atmosphere and well
prepared employee halls to create appropriate work environment. Management of travel and
tourism is required to have procedural practices to ensure that employees enjoy good health
and able to work without exposure to dangers. Actually, there are several best practices travel
and tourism organizations may implement to keep their employees health and safe such as
using of technology and UV lighting and air purification systems, using of cameras and metal
detectors and employees of travel and tourism establishments should be trained on how to
deal with emergency situations and accidents as training creates awareness in general and
enables employees to deal well with visitors. It is essential for travel and tourism companies
to foster the development of employees' knowledge, skills and competences in flexible and
rapid manners to enhance employees retention and to decrease the level of employee turnover
because the stable workforce is better able to help the tourism establishment to achieve
customer satisfaction, loyalty and retention and hence enabling it of the steady progress and
prosperity.

Management of travel and tourism organization also required to grant employees financial
and non- financial incentives such as salaries, bonuses, promotion, appreciation etc. to
reinforce job satisfaction of employees which plays a crucial role in creating customer
satisfaction and this last can be considered as the base upon which we can build staunch and
ongoing businesses.
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