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Abstract 

The aim of this research is to study the relationship between Quality of Work Life (QWL) and employees' 

satisfaction in hotels. Questionnaires were distributed among employees at five- star hotels in Cairo. The 

results showed that the quality of work life attributes have a significant effect on employees' satisfaction in 

general, and especially these attributers (adequate income and fair compensation, and safe and healthy 

working conditions) that have the largest effect on employees' satisfaction. Based on the results, the study 

suggested some recommendations for hotels to improve the quality of work life in order to increase 

employees' satisfaction.  
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Introduction 

Human resources play an important role in success of an organization. Many features affect the management 

of human resources. One of these features is the Quality of Work Life (
1
).  It is a set of principles, which 

holds that employees are the most important resource in the organization as they are trustworthy, responsible 

and capable of making valuable contribution and they should be treated with dignity and respect (
2
). 

When organizations have an effective QWL, it is a good indicator to boosts its image in attracting 

and retaining employees. This is important as it indicates that firms are able to offer appropriate working 

environment to employees. Hence, by having QWL, the firms can enjoy increased organizational 

productivity and higher opportunity for growth with better participation from employees (
3
).  

Origin and Meaning of Quality of Work Life 

The quality of work life concept was first introduced at an International Conference on the “Democratization 

of Work” held at Colombia University’s Arden House, New York in 1972 that sought to share knowledge 

and practice on how to create the conditions for a humane working life (
4
). QWL is a process which enables 

employees to participate actively and efficiently in shaping the organizations environment, methods, 

procedures and outcomes. It is aimed to meet the goals of enhanced organizational productivity and 

improved employees satisfaction (
5
).  

The concept of QWL had originally included only the issues of wages, working hours, and working 

conditions. Nowadays, the concept has been expanded to include other factors such as the extent of 

employee involvement in the job, accomplishment on the job, motivation of employee, job competence and 

enhanced productivity and decreases cost (
6
).  QWL is a philosophy of management that believes 

collaborative relationship among employees and managers, and also believes that every employee has the 

ability and right to offer opinions and useful inputs into decisions at various levels in the organizations (
7
).  

QWL is also one of the elements contributing to an organization's progress providing motivation, 

satisfaction and commitment to one's job. This is achieved through creating more democratic job atmosphere 

and the involvement of employees in decision making in order to improve the organization's performance 

and productivity (
8
). It includes opportunities for active involvement in group working arrangements and 

problem solving that are of mutual benefit to employees and organizations (
9
). 

The objectives of QWL from an organizational perspective are: - to provide appropriate work 

resources and conditions, improve organizational effectiveness and performance, decrease turnover rate, 

reduce absenteeism, increase profitability and increase the productivity. Whereas, The objectives of QWL 

from an employee's perspective are:- to improve the standard of living of the employees, improve physical 

and psychological health of employees, increase satisfaction, and reduce stress on employees (
10

), (
11

). 

The Dimensions of Quality of Work Life 

There are eight major dimensions which make up the quality of work life framework, these dimensions are 

as follows (
12

):- 
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1- Adequate and fair compensation 

It is one of the most important dimensions of the quality of work life. The important here is that income 

offered must be adequate implying it must be proportionate to work, and there should be consistency among 

salaries of employees. People want to see fairness and adequacy in their pay rewards. Salary that is linked to 

responsibility, skill, performance and individual accomplishment are viewed with great importance. 

2- Safe and healthy working conditions  

Organizations must provide working conditions that are physically and psychologically safe for their 

employees. Unsafe and hazardous working conditions cause problems for both organizations and employees. 

Many companies improve quality of work life of employees by modifying their work environment. 

Therefore, adequate investment must be made to ensure safe and healthy working conditions. 

3- Opportunities to use and develop human capacities. 

Development of employees involves training, recognition and promotion. Tasks should be made challenging 

to expand skills, abilities, and knowledge. They should also create a positive effect on self-esteem, 

autonomy, involvement and incentive. Employees’ perception of the quality of their work life depends upon 

the extent to which jobs allow them not only to use but also to develop their competencies and skills.  

4- Opportunities for continued growth and creativity  

Job advancement is one of the major concerns of employees. It is related to the idea of professional learning 

as a means for career development. QWL encompasses the career development practices used within the 

organization such as developing road maps for employees in terms of their career growth. 

5- Social integration in the work organization 

Relationship between employees and managers is an indicator of healthy work organization. Therefore, 

formal and informal interactions between employees and managers should be provided. All kind of classes, 

religions and races must be treated equally in  order to create egalitarian in the work environment. 

6- Constitutionalism in the work organization 

It is related to organizational norms that affect the freedom of an employee. Efforts should be made to see 

right norms are formed in the organization. These norms include the privacy of employees, equitable 

treatment in work, freedom of speech, equity and freedom to dissent on some aspects.  

7- The relationship between works and non-work life 

It is an important component of QWL for both the employees and the organizations. In an increasing 

competitive environment, it is difficult to separate home and work life. Employees today are more likely to 

express a strong desire to have a harmonious balance among career, family life and leisure activities (
13

).The 

continuous hard work causes psychological and physical stresses. Therefore, there has to be a balance 

between personal and professional life. Organization must create proper work environment to enrich the life 

of employees. The concept of a balanced work and non-work life encompasses work, career demands, travel 

requirements and family times. 

8- Social relevance of work life 

Employees who feel that their organization is acting in a socially responsible manner, in terms of its products 

and services, will tend to value their work and careers more highly, which in turn enhance the self-esteem 

and well-being. Employees must be given the perspective of how their work helps the society. This is 

essential to build relevance of the employees' existence to the society they live in. Socially responsible 

behavior includes a wide array of actions such as behaving ethically, supporting the work of nonprofit 

organizations, treating employees fairly, and minimizing damage to the environment (13).  

The advantages of the quality of work life 

The benefits of QWL go to both employees and organizations. Employees trust that with the presence of 

effective QWL initiatives they feel safe, well satisfied and able to develop human capacities. They believe 

that QWL enhances their dignity by ensuring job satisfaction, providing safe and healthy working conditions, 

ensuring growth and security, and thus helping to increase productivity that supports to achieve 
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organizational effectiveness. QWL also increases the level of commitment by employees towards their work 

and the organization (
14

).  

Moreover, a good QWL leads to enhanced organizational efficiency as well as individual 

efficiency. Organizational efficiency is enhanced through better working condition, improvement in 

organizational environment, reduction in cost and increasing productivity. Individual Efficiency and 

productivity is enhanced and leads to development of competencies at work through human resources 

practices leading to enhanced motivation, job commitment and satisfaction (
15

). Quality of work life gives 

employees the opportunity to make decisions about their jobs and the design of their workplaces (
16

). 

Barriers related to quality of work life  

The philosophy of quality of work life is based on the belief in employees' participation. This implies that 

organizations should allow their employees participate in decisions about conditions or processes which 

affect their work. A lot of managers may perceive this phenomenon as a challenge to their rights and 

decisions. They may not be willing to delegate decision-making to employees. Managers believe that 

employees are inherently lazy, lack responsibility, and require supervision (
17

). 

The relation between the quality of work life and employee satisfaction  

Employee satisfaction means that employees are pleased with their work and position, they feel management 

is care about them, and they are comfortable in their work environment - both with other staffers, and with 

the resources they have available to complete their jobs (
18

). 

Through QWL process, the organizations respond to employee needs by developing mechanisms to 

allow employee to share in making decisions that design their work lives. This process enables employees to 

offer distinguished services and products that lead organizations to be more productive, profitable and 

efficiency (
19

). 

 QWL is an employee satisfaction with a variety of needs through resources, activities, and outcomes 

stemming from participation in the workplace. Employees with an effective QWL tend to report high levels 

of satisfaction and lower levels of turnover (
20

). QWL not only affects employees satisfaction but also their 

family lives, leisure, and other personnel needs. When employees’ requirements are not met, they are likely 

to experience work-life stress which may have adverse consequences on their jobs performance and their 

own life (
21

). Once the employees experience enjoyment in work, they would feel satisfied and influence 

their commitment in their tasks. A happy employee will experience positive feeling and this feeling is carried 

to their family and the society (
22

). 

Methodology  

The objectives of this paper are to investigate the relationship between quality of work life and employees’ 

satisfaction and also to identify which QWL dimensions have the highest effect on employee's satisfaction. 

To achieve these objectives; a self-structured questionnaire was designed and distributed to employees at 

five star hotels in Cairo. This method was thought to be appropriate for collecting data due to the relatively 

large numbers of employees intended to be surveyed. This questionnaire was designed based on Walton's 

dimensions of QWL (1975). Five star hotels located in Cairo were selected as the population of the study, 

because it is one of the most important destinations in Egypt and has a large number of hotels which fit the 

purpose of the study. The data used for the current study was collected from employees at food and beverage 

department during the period of July to September2014. The food and beverage department was the choice 

because it is one of the most important departments in hotels which have large number of staff.  Total of 330 

questionnaires were distributed to employees in five star hotels (12 hotels) in Cairo (25 employees in each 

investigated hotels), after eliminated disregarded incomplete questionnaires (30) because of missing data, 

300 questionnaires were coded for data analysis (91% response rate). Descriptive statistics, which include 

frequencies and percentages, used to evaluate the quality of work life attributes from employees' point of 

view. The collected data were coded to be analyzed using the Statistical Package for Social Science (SPSS) 

version 20.  
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Data Analysis 

A) Descriptive Statistics 

1 - The evaluation the quality of work life attributes from employees' point of view 

Table (1) the nonverbal communication types that have larger affect guest satisfaction 

F- Frequencies            % - Percentage  

Table (1) illustrated the following results:- 

* (34%) of employees indicated that income and compensation system used in hotels was fair, whereas 

(29%)of employees indicated that income and compensation system was good and (25%) of employees 

stated that income and compensation system was very good. 

* (35%) of employees indicated that safe and healthy working conditions in hotels were good,(31%) of 

employees indicated that safe and healthy conditions were fair, (26%) of employees indicated that they were 

very good. 

*The majority of employees (44%) defined that opportunities to use and develop human capacities were very 

good, (24%) of employees indicated that that opportunities to use and develop human capacities were 

excellent and (17%) of employees indicated that they were good. 

* Most of employees (43%) indicated that opportunities for continued growth, creativity and development 

were very good,(29%) of employees indicated that they were good.(20%) of employees indicated that they 

were excellent. 

* Most of employees (44%) indicated that social integration in the hotel was fair, (27%)of employees 

indicated that it was good and (13%)of employees indicated that it was very good. 

* (35%) of employees shown that constitutionalism in the hotel was very good, (32%) of employees 

indicated that it was good and (23%) of employees indicated that it was fair.  

* The majority of employees (33%) shown that the relationship between works and non-work life were fair, 

(32%) of employees indicated that it was good, (27%) of employees indicated that it was very good. 

*Finally, (40%) of employees shown that social relevance of work life was fair, (34%) of employees 

indicated that it was good, (13%) of employees indicated that it was very good.  

2–(41%) of employees mentioned the quality of work life was good, whereas (33%) of employees shown 

that it was fair, (21%) of employees indicated that it was very good, and finally (4%) of employees stated 

that it was excellent. 

  

No 

 

the quality of work life attributes 

Excellent V.Good Good Fair Poor Total 

F % F % F % F % F % F % 

1 Adequate and fair compensation 8 2.7 75 25 89 29.7 102 34 26 8.6 300 100 

2 Safe and healthy working conditions 21 7 78 26 107 35.7 93 31 1 0.3 300 100 

3 Opportunities to use and develop human capacities 72 24 133 44.3 51 17 41 13.7 3 1 300 100 

4 Opportunities for continued growth and  creativity 60 20 130 43.3 87 29 23 7.7 - - 300 100 

5 Social integration in the hotel 31 10.3 41 13.7 83 27.7 132 44 13 4.3 300 100 

6 Constitutionalism in the hotel 17 5.7 105 35 96 32 69 23 13 4.3 300 100 

7 The relationship between works and non-work life 2 0.7 82 27.3 98 32.7 100 33.3 18 6 300 100 

8 Social relevance of work life 19 6.3 41 13.7 103 34.3 122 40.7 15 5 300 100 
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3- Guests' demographics characteristics analysis:-  

* (70%) of employees were male and (30%) were female.  

* (53%) of employees were greater than 25 to35 years old, (26%) of employees were greater than 36 to45 

years old, (11%) and of employees were less than 25 years old, and (10%)were greater than 45 years old. 

*(57%) of employees were have more than 3 to 6 years of experience, (15%) of employees were have more 

than 6 to 9 years of experience, and (19%) of  employees were have less than 3 years of experience, and 

finally (9%) of employees were have more than 9 years of experience. 

B) Regression Analysis 

4- The relationship between quality of work life attributes and employees satisfaction 

This section studies the relation between the quality of work life attributes (independent variables) and 

employee's satisfaction (dependent variable). The Multi Log Regression Model was used to study this 

relation. 

Table (2) Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .741a .549 .537 .57762 

a. Predictors: (Constant), social, develop, growth, balance, constitutionalism, security, integration, salary 

Table (3) ANOVAa 

Model 
Sum of 

Squares 
df Mean Square F Sig. 

 

Regression 118.255 8 14.782 44.304 .000b 

Residual 97.091 291 .334   

Total 215.347 299    

a. Dependent Variable: QWL 

b. Predictors: (Constant), social, develop, growth, balance, constitutionalism, security, integration, salary 

Table (4)  Coefficientsa 

Model 

Unstandardized Coefficients 
Standardized 

Coefficients 
t Sig. 

B Std. Error Beta 

 

(Constant) .669 .167  4.005 .000 

adequate income .321 .050 .378 6.404 .000 

safe and healthy .272 .047 .297 5.722 .000 

Develop -.025- .036 -.029- -.702- .483 

Growth -.038- .041 -.038- -.926- .355 

Integration -.042- .045 -.052- -.914- .361 

constitutionalism .088 .043 .102 2.074 .039 
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Balance life .097 .043 .105 2.258 .025 

Socialrelevance .083 .051 .095 1.645 .053 

a. Dependent Variable: QWL 

From tables (2), (3) and (4) the following results are driven:- 

* The QWL has a high significant effect on employees satisfaction of (P<0.001) table 3. 

*The determinant of coefficient "Adjusted R²" equal (0.53). It means that all the independent variables (the 

quality of work life attributes) together explain 53% from all the total variance in employees satisfaction 

(table 2).  

*The regression between (adequate income and fair compensation) and employees satisfaction was 0.38 with 

a high significance p-value (P<0.001), this high significant (P <0.001) relationship indicates that adequate 

income and fair compensation has a positive relationship with employees satisfaction.  

*The regression between (safe and healthy working conditions) and employees satisfaction were 0.30 with a 

high significance p-value (P<0.001). This high significant relationship indicates that these Safe and healthy 

working conditions have positive relationship with employees satisfaction. 

*The regression between (constitutionalism in the hotel) and employees satisfaction was 0.10 with a 

significance p-value (P<0.05), this relation indicates that constitutionalism in the hotel has a positive 

relationship with employees satisfaction. 

*The regression between the variable (the relationship between works and non-work life) and employees 

satisfaction was 0.11 with a significance p-value (P<0.05), this relation indicates that the relationship 

between works and non-work life has a positive relationship with employees satisfaction. 

*The regression between (social relevance of work life in the hotel) and employees satisfaction was 0.10 

with a significance p-value (P<0.05), this relation shows that social relevance of work life has a positive 

relationship with employees satisfaction. 

*Furthermore there is a small negative insignificant regression between the variables (opportunities to use 

and human capacities, opportunities for continued growth and creativity, and social integration in the hotel) 

and employees satisfaction (-0.03, P=0.5)(-0.04, P=0.4) (-0.05, P=0.24) respectively.  

 

5-The relationship between demographics characteristics of employees, QWL Attributes and 

employees satisfaction 

A) Gender 

Table (5)The relationship between gender with QWL attributes and employees satisfaction 

 

 

 

 

* Table 5 shows that the effect of QWL on 

employee satisfaction for female (0.24, P<0.05) was greater than male (0.15P<0.05). 

 

 

 

 

 

 

Sig. Beta Constant 

.000 0.16 Male 

.02 0.24 Female 
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Age 

TTable (6) The relationship between aged with QWL attributes and employees satisfaction 

 

 

 

 

 

 

 

* Table 6 demonstrated that the effect of QWL on employee satisfaction foraged over 40 years(0.38, P<0.05) 

was greater than aged under 25 years(0.33,P<0.05) and agedbetween35to45 years(0.24, P<0.05) and 

agedbetween25to35 years (0.17, P<0.05)  . 

C) Years of Experience : 

Table (7) the relationship between years of experiences with QWL Attributes and employees 

satisfaction 

 

 

 

 

 

 

 

* Table 7 demonstrated that the effect of the effect of QWL on employee satisfaction for employees with 

years of experiencesbetween3 and 6 years (0.75, P<0.001) was greater than employees with years of 

experiences more than 9 years and (0.72, P<0.001) and employees with years of experiences less than 3 

years (0.61, P<0.001) and employees with years of experiences between6 and 9 years (0.44, P<0.05).  

Discussion 

*The results of this study indicated that the quality of work life attributes have a high significant effect 

(53%) on employees satisfaction. This results agreed with (Robbins, 1998) who indicated that QWL is an 

employee satisfaction with a variety of needs through resources, activities, and outcomes stemming from 

participation in the workplace. Employees with an effective QWL tend to report high levels of satisfaction, 

performance and lower levels of turnover (
20

). 

*Among the quality of work life attributes, adequate income and fair compensation, and safe and healthy 

working conditions have the greatest relation with employees' satisfaction. It agreed with    (Walton,1975) 

who stated that adequate and fair compensation   is one of the most important dimensions of the quality of 

work life and organizations must provide working conditions that are physically and psychologically safe for 

their employees (
12

).  

*On the other hand, opportunities to use and human capacities, opportunities for continued growth and 

creativity and social integration in the work organization have small negative effect on employees 

satisfaction  

Sig. Beta Constant 

.05 0.33 Aged under 25 

.02 .17 Aged greater than 25 to  35 

.03 .24 Aged  greater than 35 to  45 

.04 .38 Aged over 45 

Sig. Beta Constant 

.000 .61 Less than 3 years 

.000 .75 Between ( 3 – 6 ) years 

.003 .44 Between ( 6 – 9 ) years 

.000 .72 More than 9 years 
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* the quality of work life attributes effect on employees satisfaction for female more than male, for guest 

aged over 40 years more than other ages and for employees with years of experience between 3 and 6 years 

more than others. 

*When employees experience a good quality of work life, hotels can expect various long–term advantages, 

such as higher employee productivity, lower turnover and absenteeism, increased satisfaction and loyalty 

towards the hotels and increased overall profitability.  This agreed with (Markham, 2010) who identified that 

a good QWL leads to enhanced organizational efficiency and employee efficiency. He added that 

organizational efficiency is enhanced through better working condition, improvement in organizational 

environment, reduction in cost and improved productivity. Whereas, individual Efficiency is enhanced 

through human resources practices leading to enhanced motivation, job commitment and satisfaction (
15

). 

Recommendations  

 The following recommendations are suggested and directed to hotel's management in order to improve the 

QWL attributes that will lead to increase employees' satisfaction:- 

 Pay more attention to QWL dimensions (such as adequate income and fair compensation, and safe and 

healthy working conditions). As a result, they will clearly affect the outcome of the hotels and improve and 

increase employees' satisfaction.  

 Use motivators other than compensation and salary (such as, providing adequate conditions for work, perfect 

appreciation of their work; develop a sense of belonging and collaboration to do duty, sympathetic 

understanding etc.).  

 Establish appropriate work rules and norms that can help to create and maintain an orderly atmosphere that is 

pleasant to work in where employees can work effectively and also to improve quality of work life. 

 Encourage open communication between employees and management. 

 Ensure that employees are treated fairly and they follow the same rules. 

  Encourage team works to help employees work more effectively and efficiently in order to accomplish 

organization mission. 

 The work environment should be designed in a way that provides the essential conditions for the creation of 

collaboration and morale of collective work in all levels of the organizational structure. 
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الخمس نجوم ببلقبهرة  العلاقة بين بيئة العمل ورضبء العبملين فى فنبدق  

( ٔرضب انعبيهيٍ في انفُبدق. حى حٕسيع اسخًبراث اسخقصبء نهعبيهيٍ في فُبدق انخًس َجٕو في QWLدراست انعلاقت بيٍ جٕدة بيئت انعًم )إنٗ يٓذف انبحث 

عًم انٔبخبصت انذخم انًُبسب ٔانًكبفآث انعبدنت، ٔظزٔف )رضبء انعبيهيٍ  فٗانقبْزة. ٔقذ أظٓزث انُخبئج أٌ عُبصز جٕدة بيئت انعًم نٓب حؤثيز يعُٕٖ 

انكبفي ٔانًكبفآث  بشكم عبو، ٔانذخم بيئت انعًم فٗ انفُذق نخحسيٍ جٕدة نهفُبدق بعض انخٕصيبث انُخبئج، اقخزحج انذراست صحيت(. ٔبُبء عهٗ ْذِانيُت ٔالآ

 داء.دق ٔيٍ ثى ححسيٍ الأبيعذل رضبء انعبيهيٍ فٗ انفُ ححسيٍ بٓذفبٕجّ خبص،  انعبدنت، ٔظزٔف انعًم الآيُت ٔانصحيت


