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Abstract 

Service engineers are the face of an organization. For a lot of companies service engineers are not 

working in an office, which makes communicating with them very hard. Therefore, in this 

research the influence between the communication aspects (feedback, media, and perceived 

organizational support) and a field service engineer’s organizational identification, intrinsic 

motivation, extrinsic motivation, and organizational citizenship behavior will be researched. 

To check the influence of the communication aspects on the variables, the research is divided into 

three analyses: (1) hypotheses testing, (2) communication linkages, and (3) demographic 

variables.  For the data a questionnaire was developed, which was sent to all field service 

engineers. In the end, the sample consisted of 58 questionnaires. 

The research concludes that aspects of communication (feedback, media, and perceived 

organizational support) make a positive difference for a service engineers’ identification and 

motivation, whereas the aspects of communication do not make a positive nor negative difference 

for the service engineers’ organizational citizenship behavior. 

Finally, five implications are given to the management which can lead to improvement of the 

service engineers’ organizational identification, intrinsic motivation, extrinsic motivation and 

perceived organizational support. 
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Management summary 

Introduction 

Service engineers are the face of an organization. Service engineers are people who provide 

services, which can be in different industries. In various companies service engineers are most of 

the time working outside, and not in an office, often called field service engineers. Because the 

field service engineers are not available at an office, communication between the organization 

and the service engineers is hard. 

Communication is a broad concept, that consists of a lot of different aspects. For this research, the 

aspects feedback, media, and perceived organizational support are included.  Because 

communication with service engineers is hard, it is also hard to keep them informed, involved and 

identified with the company. In literature this identification with the company is known as 

organizational identification. There might not only be a link between the communication aspects 

and identification, but also between the communication aspects and motivation. Finally, not only 

organizational identification and motivation are of importance, performance of the service 

engineers is also important for an organization. Without a good performance it is likely that an 

organization cannot reach their organizational targets. 

The aim of the thesis is to research whether the aspects of communication (feedback, media, and 

perceived organizational support) influence a service engineers’ organizational identification and 

(intrinsic and extrinsic) motivation. But also, what the influence of these last two is on 

performance.  

Methodology 

With the literature on communication and motivation in mind it is tried to answer the main 

research question by three ways of research. First, the relations between organizational 

identification, motivation, and organizational citizenship behavior will be researched by using 

SmartPLS. For these relations four hypotheses are made. Second, it is checked how the 

communication aspects relate to organizational identification, intrinsic motivation, extrinsic 

motivation, and organizational citizenship behavior. This analysis is executed by using the means 

of the twenty lowest cases and the means of the twenty highest cases, in SPSS. Also, t-tests are 

executed to check for significant relations. Finally, SPSS is used to calculate the means per 

demographic variable (age, type, tenure, former, region, and former tenure). Through this division 

it is possible to compare the means and check whether there are visual and significant relations in 

the demographic variables. ANOVA is used to check for significant relations. 

The research was executed among the field service engineers of a telecommunication equipment 

provider in the Netherlands. For collecting the data, with which the analyses could be performed,  

a questionnaire was developed. In total 89 questionnaires were sent. From these 89 

questionnaires, 60 returned, from which 58 were usable. Therefore, with a sample of 58 cases the 

analyses were performed. 

Results 

The analysis, hypothesis testing, shows that there are positive and significant relations between 

organizational identification and intrinsic motivation, but also between extrinsic motivation and 

organizational citizenship behavior.  
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The results of the second analysis, communication linkages, show that positive feedback, 

feedback from work, current frequency: team meeting (middle and high), current frequency: 

telephone call from another department, current frequency: e-mail from colleague, and perceived 

organizational support show positive and significant relations with the other variables. 

The last analysis, demographic variables, shows that organizational identification shows the most 

positive and statistically significant relations with the demographic variables, region, tenure, and 

former.  

Conclusion 

Combining the results of the three different analyses, the main research question can be answered 

with the research shows that aspects of communication (feedback, media, and perceived 

organizational support) make a positive difference for the service engineers’ identification and 

motivation, whereas the aspects of communication do not make a positive nor negative difference 

for the service engineers’ organizational citizenship behavior. 

Implications 

Although there are work conditions that are already relatively positive, like intrinsic motivation 

and in-role behavior, the analysis also showed that there were variables that needed to be 

improved or monitored for exacerbation. At the end a top five of implications was given: (1) 

Improve organizational identification; (2) Improve positive feedback; (3) Preserve the frequency 

of e-mail from colleagues; (4) Improve perceived organizational support; and (5) Decrease 

frequency of team meeting. 

In the end the limitations of this research and recommendations for further research are given. 
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1 Introduction 

Service engineers are the face of an organization. Service engineers are people who provide services. 

This can be in different industries, for instance in the technical industries, where service engineers 

repair and maintain their sold machines. In various companies service engineers work outside most of 

the time, and not in an office. These service engineers are often called field service engineers. 

Because the field service engineers are not available at an office, face-to-face communication is only 

occasionally possible. This makes communication difficult, because communication through planning 

tools, e-mail and telephone calls are seen as the less rich media (Daft & Lengel, 1986). Whereas 

communication in face-to-face conversations and group meetings are rich media, because these are 

more personal media. 

Communication is a broad concept that exists of a lot of different aspects. According to the Shannon-

Weaver (1949) model, communication includes six elements: source, encoder, channel, message, 

decoder, and receiver. Shannon and Weaver (1949) see communication as a one-way process.  By 

adding a feedback loop the one-way process is broken, see figure 1. 

  

 

Figure 1: Communication process 

Feedback is an important part of the communication process. Without feedback, a source can never 

get a response from the receiver. In a service context, feedback is also very important, because 

feedback provides information about the service executed. Feedback can be split into different types: 

positive feedback, negative feedback, and feedback from work. Positive feedback are comments on 

services/behaviors that went well and need to be repeated, negative feedback are comments on 

services/behaviors that did not go well and need to be improved. Finally, feedback from work are 

comments that can be extracted from the work executed. 

Not only feedback, but also the channel through which the message is sent is an important part of the 

process. The channel can be different kinds of media, like e-mail, telephone, newsletters, and face-to-

face communication.  

Besides the process of communication there are different types of communication. For instance, there 

is a difference between top-down communication and bottom-up communication. In this research, 

bottom-up communication can be seen as communication from the service engineers towards the 

management/organization. The other way around, in this research, top-down communication can be 

seen as communication from the management/organization towards the service engineers.  

The employees’ focus, on the organization’s commitment to them, is through researchers often called 

perceived organizational support (POS). Perceived organizational support can be defined as the 

degree to which employees believe that their organization values their contributions and cares about 

their well-being (Eisenberger, Huntington, Hutchinson, & Sowa, 1986). 

Communication can be seen as a way of exchanging information. This research assumes that for the 

exchange of information, the communication aspects, feedback, media, and perceived organizational 

support, are of importance. 
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Because communication with service engineers is hard, it is also hard to keep them informed, 

involved and identified with the company. In literature this identification with the company is known 

as organizational identification. There are a lot of different definitions for organizational 

identification. All the different definitions imply that an employee links his own self-image to his 

membership in the organization (Riketta, 2005). 

Communication can strengthen member identification, because it provides organization members with 

an opportunity to create and share their subjective perceptions of the organization’s norms, values, 

and culture (Wiesenfeld, Raghuram, & Garud, 1999). Therefore, the communication aspects, 

feedback, media, and perceived organizational support, may be related to organizational 

identification. 

There might not only be a link between the communication aspects and identification, but also 

between the communication aspects and motivation. Research by van Dick, Wagner, Stellmacher, 

Christ, and Tissington (2005) shows that higher identification leads to increased motivation. 

Organizational identification will generally be associated with a motivation to achieve group goals 

and work for the group’s interest (van Knippenberg D. , 2000). Hence, it is not only important to keep 

service engineers identified with the company, but also to keep service engineers motivated to do their 

jobs. According to Ryan and Deci (2000), people can be intrinsically motivated and/or extrinsically 

motivated. Intrinsic motivation means doing something because it is inherently interesting or 

enjoyable, whereas extrinsic motivation means doing something because it leads to a separable 

outcome (Ryan & Deci, 2000). 

Research showed that there is a link between organizational identification and motivation (Lee, 1971; 

van Knippenberg D. , 2000; Gagné, Forest, Gilbert, Aubé, Morin, & Malorni, 2010). Research also 

showed that communication can strengthen member identification (Bartels, 2006). Therefore, it might 

be possible that communication, or the aspects of communication (feedback, media, and perceived 

organizational support), not only relate to organizational identification, but also to motivation. This 

research will try to answer that question.  

Finally, not only organizational identification and motivation are of importance, performance of the 

service engineers is also important for an organization. Without a good performance it is likely that an 

organization cannot reach their organizational targets. Hence, the existence of a company can be in 

danger.  

Research showed that organizational identification is related to performance (Riketta, 2002; van 

Knippenberg D. , 2000). According to Foote (1951), an employee who sees himself as a member of 

the organization, will act on behalf of the organization. In other words, this individual will perform 

tasks for the organization. Not only organizational identification is related to performance, also 

motivation is related to performance. Identification motivates group members to work for the group’s 

interests, which in turn may affect performance (van Knippenberg D. , 2000).  

Eventhough service engineers perform in a good way, there can be a difference in their performance. 

Service engineers can show in-role performance. In-role performance is defined as a task performance 

that includes core job responsibilities encompassed in an employee’s formal job description (Borman 

& Motowidlo, 1993). In other words, service engineers only perform tasks they need to according to 

their contract.  

Besides in-role performance, service engineers can show organizational citizenship behavior. Organ 

(1988) defines organizational citizenship behavior as discretionary behaviors on the part of an 

employee that are believed to promote directly the effective functioning of an organization, 

independent of a person’s objective productivity. In other words, with organizational citizenship 

behavior service engineers perform voluntarily to help the organization. 

Figure 2 gives an overview of the different variables and the relations between the variables.  
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Figure 2: Model with all variables and relations 

In practice it shows that communicating with field service engineers is difficult, because they are 

working outside. Besides that, it is also difficult to keep the service engineers motivated and identified 

with the organization. This can be restated in a problem statement. The problem statement of this 

paper is: 

“It is difficult to communicate with field service engineers and keep them motivated and identified 

with the company.” 

The aim of the thesis is to research whether the aspects of communication (feedback, media, and 

perceived organizational support) influence service engineers organizational identification and 

(intrinsic and extrinsic) motivation. But also, what the influence of these last two is on performance.  

The problem statement and aim of the thesis can be restated in a main research question: 

“How do the aspects of communication (feedback, media, and perceived organizational support) 

influence service engineers’ organizational identification and (intrinsic and extrinsic) motivation and 

how does this influence organizational citizenship behavior?” 

 

Unfortunately, there has been only very limited research executed towards the relations between the 

communication aspects (feedback, media, and perceived organizational support), organizational 

identification, motivation, and organizational citizenship behaviors in the field of service engineers.  It 

is, therefore, also not known how a company could intervene between the variables. Therefore, the 

research is built on literature in communication and motivation.  
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Because of the limited amount of research, and the amount of relations in the model (figure 2), it was 

difficult to describe all relations between the variables at once. Therefore, the main research question 

is divided into three sub-research questions: 

1. “How do organizational identification and (intrinsic and extrinsic) motivation influence 

service engineers’ organizational citizenship behavior?” 

2. “How do feedback, media, and perceived organizational support influence a service 

engineers’ (intrinsic and extrinsic) motivation, organizational identification and 

organizational citizenship behavior?” 

3. “How do the demographic variables influence feedback, media, perceived organizational 

support, organizational identification, motivation, and performance?” 

With the literature in mind an attempt is made to answer the three sub-research questions and the main 

research question by three ways of research. First, the relations between organizational identification, 

motivation, and organizational citizenship behavior will be researched by using SmartPLS. For these 

relations four hypotheses are made.  

For the first part of this research more preceding literature could be found than for the other parts of 

this research. The relations between organizational identification, intrinsic motivation, extrinsic 

motivation, and perceived organizational support are more often researched. One of the relations that 

is most often researched is the relation between organizational identification and organizational 

citizenship behavior. All research shows that organizational identification is positively and 

significantly related to organizational citizenship behavior (Qureshi, Faheem Zeb, & Saifullah, 2011; 

Bartels, 2006; Riketta, 2002; 2005). 

For the relations in which motivation (intrinsic or extrinsic) is involved, a division could be made in 

preceding work that measured motivation as whole and preceding work that separates intrinsic and 

extrinsic motivation. For instance, research by Lee (1971), van Dick (2001), and van Knippenberg 

(2000) shows that higher organizational identification leads to higher motivation, and research by 

Tremblay, Blanchard, Taylor, Pelletier, & Villeneuve (2009) shows that motivation leads to higher 

organizational citizenship behavior. However, there is also literature found that divided motivation 

into intrinsic motivation and extrinsic motivation. Research by Gagné, Forest, Gilbert, Aubé, Morin, 

and Malorni (2010) shows that organizational identification is positively and significantly related to 

intrinsic motivation. Research also showed that extrinsic motivation was significant and positively 

related to organizational citizenship behavior (Selamat, 2010), and intrinsic motivation was significant 

and positively related to organizational citizenship behavior (Selamat, 2010; Zeinabadi, 2010; 

Babakus, Cravens, Johnston, & Moncrief, 1996). On the opposite, research by Finkelstein (2011) did 

not find a direct significant relationship between intrinsic motivation and organizational citizenship 

behavior, but also no direct significant relationship between extrinsic motivation and organizational 

citizenship behavior. However, the research did find indirect relationships between intrinsic 

motivation and organizational citizenship behavior, and between extrinsic motivation and 

organizational citizenship behavior. 

Considering this first part of the research, an attempt is made to contribute to the literature by dividing 

motivation into intrinsic and extrinsic motivation. This research also tries to contribute to the 

contradiction in evidence on the relation between intrinsic and extrinsic motivation and organizational 

citizenship behavior. These relations will be more elaborately discussed in chapter two: literature 

review and in chapter five: discussion. 

Second, it is researched how the communication aspects, feedback, media, and perceived 

organizational support, relate to the service engineers’ organizational identification, intrinsic and 

extrinsic motivation, and organizational citizenship behavior. This research is executed by comparing 

the means of the twenty lowest cases and the means of the twenty highest cases (t-test) in SPSS. 

The relation between perceived organizational support and organizational citizenship behavior, is 

researched more often than the other relations in this part of the research. Research showed that 
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positive feedback is a positive and significant predictor for organizational citizenship behavior 

(Jaworski & Kohli, 1991). Negative feedback did not show any significant relations with 

organizational citizenship behavior (Jaworski & Kohli, 1991), so negative feedback does not predict 

organizational citizenship behavior. Another research showed that feedback as a whole was positively 

related to intrinsic motivation (Hackman & Oldham, 1976).  

For the communication aspect, media, three preceding pieces of literature were found. One research 

described the positive and significant relation between adequate information and organization 

identification (Bartels, 2006), whereas other literature by Coelho, Augusto, and Lages (2011) 

described the non-significant relation between the relationship with a supervisor and intrinsic 

motivation, and the significant relation between the relationship with co-workers and intrinsic 

motivation. These preceding pieces of literature were not the same as the one in this research, but 

where the closed to what was measured. There were other literatures that researched the relation 

between communication climate and organizational identification (Bartels, 2006), horizontal and 

vertical communication and organizational identification (Bartels, 2006), and communication and 

organizational identification (Wiesenfeld, Raghuram, & Garud, 1999). Communication climate can be 

described as ‘a subjectively experienced quality of the internal environment of an organization; the 

concept embraces a general cluster of inferred predispositions, identifiable through reports of 

members’ perceptions of messages and message-related events occurring in the organization’ (Dennis, 

1974, p. 29). Horizontal communication refers to communication between colleagues on an equal 

hierarchical level, whereas vertical communication travels up and down in the organizations’ 

hierarchy, for example between management and work floor (Bartels, 2006). 

The last communication aspect, perceived organizational support, shows positive and significant 

relations with organizational identification (Rhoades & Eisenberger, 2002; van Knippenberg & 

Sleebos, 2006), intrinsic motivation (Babakus, Cravens, Johnston, & Moncrief, 1996; Gagné, Forest, 

Gilbert, Aubé, Morin, & Malorni, 2010), extrinsic motivation (Gagné, Forest, Gilbert, Aubé, Morin, 

& Malorni, 2010), and organizational citizenship behavior (Chen, Eisenberger, Johnson, & Aselage, 

2009; Bettencourt, Gwinner, & Meuter, 2001; Wayne, Shore, & Linden, 1997; Rhoades & 

Eisenberger, 2002). 

This part of the research attempts to contribute to literature by filling the gaps in the literature between 

the communication aspects, feedback (positive, negative, and from work), and media (current 

frequency) and organizational identification, intrinsic motivation, extrinsic motivation, and 

organizational citizenship behavior. A more elaborate discussion can be found in chapter five. 

Finally, the analysis ANOVA in SPSS is used to calculate the means per demographic variable (age, 

type, tenure, former, region, and former tenure). Through this division it is possible to compare the 

means and check whether there are significant relations between feedback, media, perceived 

organizational support, organizational identification, motivation, and performance, and the 

demographic variables. 

In the literature, age and tenure are the only demographics of the above six mentioned demographics, 

that are used in other research. Type, region, former, and former tenure are demographics that are 

more focused on the practical side of this research. Research shows that age is positively and 

significantly related to perceived organizational support (Rhoades & Eisenberger, 2002), and is also 

positively and significantly related to organizational identification (Stevens, Beyer, & Trice, 1978; 

Lee, 1971). 

Second, tenure is positively and significantly related to perceived organizational support (Rhoades & 

Eisenberger, 2002; Wayne, Shore, & Linden, 1997), and organizational identification (Stevens, Beyer, 

& Trice, 1978; Hall, Schneider, & Nygren, 1970; Mael & Ashforth, 1992). 

Unfortunately, not all literature shows the same results. For instance, the article by Riketta (2002) 

states that there are no significant relations between age and organizational identification, and no 

significant relations between tenure and organizational identification. 
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This last part expands the current literature by adding information about the demographics type, 

region, former, and former tenure. A more elaborate discussion can be found in chapter five.  

 

The paper will start by giving a review of the literature. In the literature, the hypotheses for the 

relations between organizational identification, extrinsic motivation, intrinsic motivation, and 

organizational citizenship behavior will be revealed. Then, the methodology of the research will be 

discussed, including data collection, measurement development, sample description, data analysis, 

and reliability analysis. Followed by the results of the analyses, which will then be further discussed 

and interpreted in the chapter discussion. In the conclusion, the sub-research questions and the main 

research question are answered. The conclusion also shows where this research contributes to 

preceding literature. The research also led to implications for the management. Finally, the limitations 

of this research and recommendations for future research are presented. 
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2 Review of literature 

Service engineers represent the organization. It is therefore extra important that service engineers 

identify themselves with the organization. When a service engineer identifies himself with the 

organization, he shares characteristics like experience, job level, mission, vision, and goals, between 

himself and others in the organization (Foote, 1951). Service engineers who identify with the 

organization will be positive about the organization towards their customers. Therefore, it is important 

that service engineers talk about ‘we’ instead of ‘I’. In literature, identification with the organization 

is called organizational identification (OI). 

Organizational identification can be defined as “the perception of oneness with or belongingness to an 

organization, where the individual defines himself in terms of the organization(s) in which (s)he is a 

member” (Ashforth & Mael, 1989, p. 34). In this definition, perception of oneness can be seen as 

feeling part of the organization. The definition means that service engineers who feel connected with 

the organization will also describe themselves by the characteristics of the organization.  

2.1 Organizational identification and Intrinsic motivation 

When a service engineer describes himself by the characteristics of the organization, an engineer will 

act in accordance to the group’s norms, beliefs, and values (Ashforth & Mael, 1989). A service 

engineer who is acting in accordance to the group’s norms, beliefs, and values, will probably become 

more intrinsically motivated. Intrinsic motivation can be seen as doing something for an individual’s 

own sake, because it is interesting and enjoyable (Gagné, Forest, Gilbert, Aubé, Morin, & Malorni, 

2010). Both organizational identification as well as intrinsic motivation find the acceptance of norms, 

beliefs, and values in an individual’s mind. 

Research by van Dick, Wagner, Stellmacher, Christ and Tissington (2005) shows that higher 

identification leads to increased motivation. Other research indicates this even more specifically. 

Organizational identification can positively influence intrinsic motivation (Riketta, 2005). 

The link between organizational identification and intrinsic motivation can be explained by the self-

determination theory (SDT). The self-determination theory is a motivation theory that posits that 

individuals have three basic psychological needs: competence, relatedness, and needs for autonomy 

(Deci & Ryan, 2000). Without these needs an individual cannot function optimally, create 

psychological growth, and improve its well-being. Conditions that satisfy one’s psychological needs 

facilitate intrinsic motivation and personal growth, whereas conditions that impede need satisfaction 

thwart intrinsic motivation and growth (Gregarus & Diefendorff, 2009). Conditions to satisfy those 

needs can lie in organizational identification. When a service engineer feels identified with a 

company, he can think he is competent for performing the job and he may show an effect on the 

outcomes and surroundings. But, when a service engineer identifies with the company he may also 

feel related towards the company’s goals, norms and values or with his colleagues, and finally he may 

feel that the has control over his own actions. Thus, when an engineer’s organizational identification 

grows, his psychological needs grow, which in the end will lead to more intrinsic motivation. 

 

This can be captured in the following hypothesis: 

H1: Organizational identification is positively related to intrinsic motivation 

2.2 Performance 

Besides organizational identification and motivation, performance of the service engineers is also 

important for an organization. Without good performance it is likely that an organization cannot reach 

his organizational targets. Hence, the existence of a company can be in danger. 
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Performance can focus on in-role and extra-role aspects of performance. In-role performance is 

defined as behavior required by formal job descriptions, whereas extra-role performance is defined as 

behavior that is beneficial to the organization and also goes beyond formal job descriptions (Riketta, 

2002). Extra-role performance has been found to have an effect on overall organizational 

effectiveness and/or success (George & Bettenhausen, 1990; Podsakoff, Ahearne, & MacKenzie, 

1997), because it helps to create the psychological, social, and organizational context necessary to 

carry out the formal responsibilities of the job (Borman, Penner, Allen, & Motowidlo, 2001). Thus, 

extra-role performance is an important aspect in an organization. 

One type of extra-role performance that received a lot of attention is organizational citizenship 

behavior (OCB). Organizational citizenship behavior is referred to as a set of discretionary workplace 

behaviors that exceed one’s job requirements. Organizational citizenship behaviors are often 

described as behaviors that go beyond the call of duty (Jahangir, Akbar, & Haq, 2004). Organizational 

citizenship behavior also knows a lot of different definitions. Besides the definition given in the 

introduction by Organ (1988), another definition of organizational citizenship behavior is given by 

van Dyne, Cummings, and McLean Parks (1995). They propose that “organizational citizenship 

behavior benefits the organization and/or is intended to benefit the organization, which is 

discretionary and which goes beyond existing role expectations” (p. 218). 

Through the amount of attention for organizational citizenship behavior, research discovered a lot of 

different antecedents. Research shows that job satisfaction (Smith, Organ, & Near, 1983), role 

conflict, role ambiguity, role clarity, role facilitation, expressing satisfaction, appreciation for good 

performance (Podsakoff, MacKenzie, Paine, & Bachrach, 2000), perceptions of fairness (Moorman, 

1991), positive affectivity, negative affectivity, conscientiousness, agreeableness (Organ & Ryan, 

1995), employee age (Wagner & Rush, 2000), extrinsic motivation (Tremblay, Blanchard, Taylor, 

Pelletier, & Villeneuve, 2009), intrinsic motivation, instrumental motivation, self-concept external, 

self-concept internal, goal internalization (Leonard, Beauvais, & Scholl, 1999), organizational 

identification (van Knippenberg D. , 2000), and organizational commitment (MacKenzie, Podsakoff, 

& Ahearne, 1998) are antecedents of organizational citizenship behavior. Of these antecedents, 

organizational identification, intrinsic motivation, and extrinsic motivation will be more explicitly 

treated. 

2.2.1 Organizational identification and Organizational citizenship behavior 

One of the antecedents of organizational citizenship behavior, that will be more explicitly treated, is 

organizational identification. The relationship between organizational identification and 

organizational citizenship behavior is more often researched (Van Dick, Grojean, Christ, & Wieseke, 

2006; Foote, 1951; Qureshi, Faheem Zeb, & Saifullah, 2011) than the relations between intrinsic 

motivation and organizational citizenship behavior and extrinsic motivation and organizational 

citizenship behavior (Selamat, 2010; Finkelstein, 2011).  

Higher levels of organizational identification are usually associated with the higher probability that 

employees will take the organization’s perspective (van Knippenberg, Martin, & Tyler, 2006). 

Therefore, employees will behave conform organizational norms, values, and attitudes.   

Organizational identification is important, because an employee who experiences high levels of 

organizational identification will speak positively about his job and organization. Also, service 

employees will be more willing to take on tasks that are important for meeting departmental and 

organizational goals (Meyer & Allen, 1997). Besides the willingness to take on tasks and the positive 

words, employees who are more strongly identified with the organization are also more likely to go 

the extra mile on behalf of their organization, and are more willing to put extra effort to help 

colleagues (Van Dick, Grojean, Christ, & Wieseke, 2006; Foote, 1951). 

Another way of looking at organizational identification is by conceptualizing organizational 

identification based on the social identity theory (SIT) and the self-categorization theory (SCT). 
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Social identity theory and self-categorization theory (Tajfel, 1972; 1978; Tajfel & Turner, 1979) 

suggest that individuals categorize themselves into a perceived group. In the social identity approach, 

the two theories, social identity theory and self-categorization are seen as two overlapping categories 

(Hornsey, 2008). Social identity is a person’s sense of who they are based on their group membership. 

One of the characteristics of groups is that people want to belong to this group and wish to distinguish 

themselves from other groups. In other words, groups give us a sense of belonging to the social world. 

Individuals categorize people into groups, and assign themselves to being a member of a particular 

group (Bartels, 2006). They then adopt the identity of the group. Once they have categorized 

themselves as part of a group and have identified with that group, they tend to compare that group to 

others. The more one identifies with a group, the more one’s attitudes and behavior are directed by the 

group membership. But also, the more one is willing to go the extra mile on behalf of the organization 

and to put extra effort to help colleagues (i.e. organizational citizenship behavior).  

Consequently, a service engineer who identifies himself more with the organization, has a sense of 

belonging to a group, he feels connected with the group. When the service engineer feels connected, 

he will be more willing to help colleagues, but he will also be more willing to perform more tasks that 

exceed a service engineers job requirements. In other words, the service engineers show more 

organizational citizenship behavior. 

 

The following hypothesis can be formulated: 

H2: Organizational identification is positively related to organizational citizenship behavior 

2.2.2 Extrinsic motivation and Organizational citizenship behavior 

As mentioned earlier, research by van Dick, Wagner, Stellmacher, Christ, and Tissington (2005) 

shows that higher identification leads to increased motivation. Therefore, it is not only important to 

keep service engineers identified with the organization, but also to keep service engineers motivated 

to do their jobs. Research also showed that organizational identification is related to organizational 

citizenship behavior (Van Dick, Grojean, Christ, & Wieseke, 2006; Foote, 1951). Consequently, it is 

likely that also motivation is related to organizational citizenship behavior. 

Motivation can be split into two different types of motivation, intrinsic motivation and extrinsic 

motivation. Intrinsic motivation means doing something because it is inherently interesting or 

enjoyable, whereas extrinsic motivation means doing something because it leads to a separable 

outcome (Ryan & Deci, 2000). This section will discuss the relation between extrinsic motivation and 

organizational citizenship behavior, whereas the next section will discuss the relation between 

intrinsic motivation and organizational citizenship behavior. 

Service engineers who are more motivated seem to be more happy with their jobs. Unmotivated 

employees are likely to expend little effort in their jobs (Amabile, 1993). Engineers can be motivated 

through a lot of different aspects. To motivate their employees, an organization needs to know these 

aspects. For human motivation, Maslow (1943) developed a theory, which suggests five 

interdependent levels of basic human needs (motivators) that must be satisfied in a strict sequence 

starting with the lowest level.  

Figure 3 shows the different levels of the Maslow’s hierarchy of needs. The Maslow’s hierarchy 

knows five levels: psychological needs, safety needs, love and belonging, esteem, and self-

actualization. It is only possible to reach a higher level, when a lower level is satisfied enough. 
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Figure 3: Maslow’s hierarchy of needs 

Besides the intrinsic motivation, in which engineers get motivated because they find something 

enjoyable and interesting, service engineers can also be extrinsically motivated. Extrinsic motivation 

is defined as doing something for instrumental reasons (Gagné, Forest, Gilbert, Aubé, Morin, & 

Malorni, 2010). The Maslow’s hierarchy of needs is closely related to extrinsic and intrinsic 

motivation. The extrinsic needs (physiological, safety) must come first and then the intrinsic needs 

(esteem, self-actualization) can follow. In other words, intrinsic motivation is achieved at the top of 

the pyramid, and extrinsic motivation is on the bottom of the pyramid.  

Extrinsically motivated employees undertake a task to acquire specific external rewards or avoid 

negative consequences (Deci & Ryan, 2000). It may be assumed that engineers who pursue their goals 

for extrinsic reasons are more willing to achieve their goals. Through the rewards an engineer will 

continue to engage in organizational citizenship behavior. 

It may be concluded, that when service engineers become more extrinsically motivated, they receive 

rewards that in turn satisfy their basic needs. The more extrinsic needs that become satisfied, the more 

a service engineer becomes extrinsically motivated. When a service engineer is extrinsically 

motivated he will be probably more willing to achieve his goals. To achieve his goals an engineer 

may perform more than his job requires, which is seen as organizational citizenship behavior. 

 

From the above it follows that: 

H3: Extrinsic motivation is positively related to organizational citizenship behavior 

2.2.3 Intrinsic motivation and Organizational citizenship behavior 

A service engineer can be extrinsically motivated, but also intrinsically motivated. The link between 

extrinsic motivation and organizational citizenship behavior is already described above, and below the 

link between intrinsic motivation and organizational citizenship behavior will be discussed. 

An intrinsically motivated employee engages in an activity because it is inherently interesting or 

satisfying (Amabile, 1993), and must feel free from pressures such as rewards or contingencies 

(1985). According to Deci and Ryan (2000) individuals seek experiences that satisfy their inherent 

needs such as competence or relatedness to others. Individuals will be less attracted to activities for 
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which the reward is separable from the activity, because the individuals find the reward in the 

behavior itself (Finkelstein, 2011). 

Research by Organ (1988) states that intrinsic motivation internally stimulates the employees to 

display organizational citizenship behavior. An individual who pursues goals because of an intrinsic 

interest, is more likely to attain his goals and is happy even if he does not attain it.  

In the sections above two different theories were mentioned that can explain a human’s motivation: 

the Maslow’s hierarchy of needs and the self-determination theory. According to the Maslow’s 

hierarchy of needs, all needs (physiological, safety, love/belonging, esteem, and self-actualization) 

must be satisfied to be intrinsically motivated. Whereas the self-determination theory states that 

individuals have three psychological needs, competence, relatedness, and needs of autonomy, that 

facilitate intrinsic motivation. When these needs increase, and also an individual’s intrinsic motivation 

increases, the service engineer will be more eager to function optimally. In the end functioning 

optimally will lead to higher organizational citizenship behavior.  

Concluding, when a service engineer’s needs are satisfied, his intrinsic motivation increases. An 

intrinsically motivated service engineer feels appreciated, competent, and related. He has self-esteem, 

respect of others, respect for others, and wants to accept facts and solve problems. We are justified in 

assuming that this will lead to a service engineer who wants to perform more tasks than are required 

of him. Thus, his organizational citizenship behavior increases. 

 

This leads to the hypothesis: 

H4: Intrinsic motivation is positively related to organizational citizenship behavior 

2.3 Conceptual model 

Figure 4 shows a conceptual model of the hypotheses. The dark grey squares show the main topics, 

and the light grey squares show the sub topics. The above mentioned hypotheses are shown by the 

arrows.  

 

Figure 4: Conceptual model 
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3 Methodology 

3.1 Research setting 

The following research was executed among the field service engineers of a telecommunication 

equipment provider in the Netherlands. With the results of the research recommendations will be 

addressed for improving the support of the service engineers. The service engineers are always on the 

road, which makes communicating with them difficult.  

3.2 Types of research 

The main research question cannot be answered at once, because of the limited amount of research, 

and the amount of relations in the model. Therefore, to answer the main research question, three sub-

research questions were developed. For answering each research question, a different analysis was 

used: 

1. Hypotheses testing 

With the first analysis, hypotheses testing, an attempt is made to answer the first sub-research 

question. For the hypotheses testing causal research is used. Causal research is executed to test 

hypotheses about cause-and-effect relationships.  

With hypotheses testing the relations between organizational identification, intrinsic motivation, 

extrinsic motivation, and organizational citizenship behavior will be researched by using SmartPLS. 

For these relations four hypotheses are made. See figure 5 for the model of the analysis. 

 

Figure 5: Model for hypotheses testing 

SmartPLS is a program that conducts a Partial Least Squares (PLS) analysis which allows to 

simultaneously examine theory and measures (Hulland, 1999). PLS is a structural equation modeling 

(SEM) method. Structural equation modeling is a statistical technique for testing and estimating 

causal relations using a combination of statistical data and qualitative causal assumptions (Pearl, 

2000). The PLS method allows for more flexibility in modeling, but is also able to provide solid 

results in the case of small samples and/or multicollinearity (Hulland, 1999). 
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2. Communication linkages 

To answer the second sub-research question, a second analysis is executed, communication linkages. 

For the second and third analysis, descriptive research is used. Besides causal research, there also 

exists descriptive research, which describes the data and the characteristics of the variables.  

 

Figure 6: Model for communication linkages 

Figure 6 shows that positive feedback, negative feedback, feedback from work, current frequency for 

the media, perceived organizational support, intrinsic motivation, extrinsic motivation, organizational 

identification, and organizational citizenship behavior are included in the second analysis and which 

relations will be researched. The analysis is executed to check how communication relates to 

organizational identification, intrinsic and extrinsic motivation, and organizational citizenship 

behavior.  

For this analysis, the data per variable is split into three parts. In literature, dividing the data  in three 

parts is called trichotomizing (Gelman & Park, 2008). When the data is trichotomized, the mean of the 

lower tail and the mean of the upper tail for a particular variable can be compared to each other. 

In this case, the mean of the lower tail consists of the twenty lowest cases, whereas the mean of the 

upper tail consists of the twenty highest cases. To check whether these means are significantly 

different from each other, a independent samples t-test (Field, 2005) is executed with SPSS 16.0.  

3. Demographic variables 

For the third sub-research question, a third and final analysis (demographic variables) will be 

executed. Again, descriptive research is used to describe the differences between the means of the 

demographic variables. 
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Figure 7: Model for demographic variables 

Figure 7 shows that feedback, media, perceived organizational support, motivation, organizational 

identification and performance are included in the demographic variables analysis. Also, the 6 

demographic variables, age, type, region, tenure, former, and former tenure are shown. With this third 

analysis it is checked whether there are differences between the means of the demographic variables 

categories and feedback, media, perceived organizational support, organizational identification, 

motivation, and performance. 

For this last analysis, analysis of variance (ANOVA) is used with SPSS 16.0, to calculate the means 

per demographic variable (age, type, tenure, former, region, and former tenure) for feedback, media, 

perceived organizational support, organizational identification, motivation, and performance. 

ANOVA is a statistical procedure that tests the overall fit of a linear model defined in terms of group 

means, and the resulting ANOVA is therefore an overall test of whether group means differ 

significantly (Field, 2005). For this analysis this means that for each variable it is checked, whether 

the mean for the categories of a demographic variable, differ significantly. 

3.3 Procedure for data collection 

To execute the analyses a lot of data was required. For collecting the data, a questionnaire was 

developed. All questionnaires were electronic versions (the website www.kwiksurveys.com was used) 

and were sent to the service engineers by mail. The questionnaire was in Dutch and it took 

approximately twenty to thirty minutes to fill in. For the whole questionnaire see appendix I. 

In the questions it was made clear that the service engineers needed to reflect upon the last six months 

of work. The period of six months was chosen, because in this period a lot of changes took place for 

the service engineers, like for instance the introduction of a new planning tool at the field control 

center, which caused that the service engineers receive their work orders on a PDA.  

From the management a list with all the service engineers in the Netherlands was received. To 

introduce myself to the service engineers, all team meetings were visited. In these team meetings an 

introduction of myself, an explanation of the research, and a request for help of the service engineers 

took place. The questionnaire was totally voluntarily and anonymous. The service engineers had two 



 

 

 15 

 

weeks for responding on the questionnaire. Both weeks a reminder was placed in the newsletter, and 

after the first week all services engineers received a reminder by e-mail. 

3.3.1 Questionnaire development 

Apart from 6 questions about the respondents background (demographic variables), the questionnaire 

covered six topics: feedback, media, perceived organizational support, motivation, organizational 

identification, and performance. The demographic variables were age, region, type of engineer, 

tenure, former company and tenure with former company. 

Appendix I shows the total questionnaire in Dutch. All variables were measured by a Likert scale. In 

appendix II an overview is made which Likert scale is used for each variable. 

Feedback. Feedback was measured using sixteen items. Thirteen items were used from the positive 

and negative feedback items from Sujan, Weitz and Kumar (1994). Feedback from the work was 

measured by three items from Hackman and Oldman (1980). 

Media. Different media (team meeting, telephone calls from the manager, telephone calls from a 

colleague, telephone calls from the Field Control Center (FCC), telephone calls from other 

departments, the newsletter, e-mail from the manager, and e-mail from a colleague) were measured by 

three different items.  

The three items were: “How often do you receive a … / have a …” (in the rest of the research 

addressed as current frequency), “I think the frequency of the amount of …” (addressed as wanted 

frequency), and “I get the information I seek in a … / during a …” (addressed as information). 

This part of the questionnaire also contained an open question box, in which service engineers could 

type remarks, advice and/or extra information on the media. 

Perceived organizational support. For measuring perceived organizational support an 8-item 

scale by Eisenberger, Huntington, Hutchinson, and Sowa (1986) was used. This 8-item scale is a 

shortened version of the original 36-item scale. 

Motivation. Service engineers responded to a 12-item scale to assess their motivation. The scale 

was based on Gagné, Forest, Gilbert, Aubé, Morin, and Malorni (2010). Sample items were: “Because 

I enjoy this work very much” and “I do this job for the paycheck”. 

Organizational identification. For organizational identification a 6-item version by Mael and 

Ashforth (1992) was used to measure the level of identification with the company. 

Performance. Performance was measured by a 14-item scale by Williams and Anderson (1991). 

This 14-item scale measured with seven items the organizational citizenship behavior towards the 

individual, and the other seven items measured the in-role behavior. 

3.4 Sample 

3.4.1 Sample size 

In total 89 questionnaires were sent. From these 89 questionnaires, 60 returned, which is a response 

rate of 67.4%.   

Not all questionnaires returned were useable. Two questionnaires turned out to contain too much 

missing data (83.2% and 57.9% missing answers) to be of any use. Another questionnaire turned out 

to have no answers with the demographic variables. In the end, the two questionnaires with too much 
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missing data were left out of the sample, but the questionnaire with missing answers with the 

demographic variables remained in the sample. In total the sample consists of 58 questionnaires. 

3.4.2 Sample description 

The sample consists of only men. Table 1 shows an overview with the amount and percentages of the 

answering options of the demographic variables. Every demographic variable misses 1 person, which 

counts for 1.72% (this because of the questionnaire with missing values in the demographic 

variables). 

 

Table 1: Sample description 

3.4.3 Sample analysis 

A first check of the sample shows that there are no strange artifacts and no outliers. Although the two 

biggest cases with missing values are deleted, there are still missing values in the sample. These 

missing values will be replaced by the mean.  

The check also shows that not all scales are 

reflective scales, the media subscales 

(current frequency, wanted frequency, 

information) are formative scales. With 

formative scales, “a concept is assumed to 

be defined by, or to be a function of its 

measurements” (Bagozzi & Fornell, 1982, p. 

34). In other words, the indicators could be 

seen as causing the dependent variable. 

Also, the items of a formative scale are 

supposed to be uncorrelated, see figure 8.  

Figure 8: Formative scale 
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3.5 Reliability analysis 

To check the scales for reliability, the cronbach’s alpha were calculated. The cronbach’s alpha 

indicated the internal consistency of the measures. In other words, it determined whether several items 

are allowed to make one scale. A loading below .7 indicates internal inconsistency (Hulland, 1999). 

Because media, and its subscales current media, wanted media and information are formative scales, it 

is not needed to measure the cronbach’s alpha for these variables.  

After reverse coding and deleting items, the cronbach’s alpha for all variables is above .7. Cronbach’s 

alpha’s above .7 are preferred, because values below .7 can be considered suspicious (Hulland, 1999).  

Therefore, in conclusion two items of in-role behavior and four items of perceived organizational 

support need to be reverse scored, and for the subscale feedback from work one item needs to be 

removed. Then, all scales were reliable and internally consistent. Appendix II gives an overview of 

the cronbach’s alpha per subscale and per scale. The appendix also shows whether something is done 

to the items of a (sub)scale. 
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4 Results 

To answer the main research question and the sub-research questions, the research was divided into 

three different analyses: hypotheses testing, communication linkages, and demographic variables. The 

results of these analyses will be discussed separately in the following paragraphs. 

4.1 Hypotheses testing 

With the first analysis, hypotheses testing, the hypothesized relationships between organizational 

identification and intrinsic motivation, intrinsic motivation and organizational citizenship behavior, 

extrinsic motivation and organizational citizenship behavior, and organizational identification and 

organizational citizenship behavior, will be researched.  

To answer the first sub-research question: “how do organizational identification and (intrinsic and 

extrinsic) motivation influence service engineers’ organizational citizenship behavior?”, SmartPLS 

was used to built a structural model and to test the hypotheses. With bootstrapping the path 

coefficients are produced. The key principle of a bootstrap is to provide a way to simulate repeated 

observations from an unknown population using the obtained sample as a basis (Efron & Tibshirani, 

1993). The outcomes of the bootstrap can be used for discussion and drawing conclusions. The 

bootstrap is executed through a sample of 1,000 bootstrap estimates. The results of the bootstrap can 

be found in table 2. 

 

Table 2: Hypotheses testing 

4.1.1 Organizational identification and Intrinsic motivation 

Hypothesis 1 is supported by the data (r = 0.6020, p = 0.000). There appears to be a link between 

organizational identification and intrinsic motivation. The coefficient is indeed positive, which was 

expected.  

4.1.2 Organizational identification and Organizational citizenship behavior.  

Hypothesis 2 is not supported (r = -0.1251, p = 0.184). There is no relation between organizational 

identification and organizational citizenship behavior. Table 2 also shows that the coefficient was 

negative, although a positive coefficient was expected. 

4.1.3 Extrinsic motivation and Organizational citizenship behavior.  

The relation between extrinsic motivation and organizational citizenship behavior (hypothesis 3) is 

supported by the data (r = 0.4255, p = 0.000). There is a positive and significant relation between 

extrinsic motivation and organizational citizenship behavior.  

4.1.4 Intrinsic motivation and Organizational citizenship behavior.  

Hypothesis 4 is also not supported (r = 0.2136, p = 0.056). Although the p-value is low, the value is 

not low enough to get a significant effect (it should be < .05). Meaning, there is no relation between 

intrinsic motivation and organizational citizenship behavior. The sign of the coefficient turned out to 

be positive, which was as expected. 
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4.2 Communication linkages 

In the former analysis, hypotheses testing, the communication aspects (feedback, media and, 

perceived organizational support) were left out. This analysis, communication linkages, researched 

whether the communication aspects (feedback, media, and perceived organizational support) are 

related to intrinsic and extrinsic motivation, organizational identification, and organizational 

citizenship behavior. Sub-research question two, “how do feedback, media, and perceived 

organizational support influence a service engineers’ (intrinsic and extrinsic) motivation, 

organizational identification and organizational citizenship behavior?”, belongs to this analysis and is 

tried to be answered with the analysis. 

As mentioned before, for this analysis the sample was trichotomized (i.e. the sample was divided into 

three parts (Gelman & Park, 2008)). By trichotomizing a sample, it becomes possible to compare the 

mean of the lower tail (the twenty lowest cases) with the mean of the upper tail (the twenty highest 

cases). By calculating the means (with SPSS 16.0) of the communication variables for the twenty 

lowest cases and the twenty highest cases, and the corresponding means for the variables 

organizational identification, intrinsic and extrinsic motivation, and organizational citizenship 

behavior, it is possible to research whether there are differences in the relations for the lowest twenty 

cases and the highest twenty cases. 

Besides the visual differences between the means (a mean is lower or higher for one group), an 

independent samples t-test was executed to check whether the differences between the means were 

significant. An independent samples t-test checks whether two means, collected from independent 

samples, differ significantly (Field, 2005).  To check whether the means are significantly different, 

two hypotheses are developed, the null hypothesis (H0) and the alternative hypothesis (Ha). In this 

research the null hypothesis states that there is no difference between the low twenty cases and the 

high twenty cases. The alternative hypothesis states that there is a difference between the low twenty 

cases and the high twenty cases. 

To check the null hypotheses, two steps need to be made. First, the variances need to be checked for 

equality by performing a Levene’s test. A variance is an estimate of average spread of a set of data 

(Field, 2005). A quick view on all Levene’s tests shows that, with one exception, all Levene’s tests 

were not significant. Second, by performing a t-test, the scores must be checked on independency, 

because they come from different people. 

In applied practice, confidence intervals are typically stated at the 95% confidence level (Zar, 1984). 

Thus, for the independent samples t-test a confidence interval of 95 percent is taken, because most 

researchers will react strongly and negatively to any change in the confidence level. When the 

confidence level is changed, it appears to some researchers that the data is manipulated to get a pre-

ordained conclusion (Mean, 2008). 

This paragraph will first show the results between the means of the low and high cases of feedback for 

the variables organizational identification, intrinsic and extrinsic motivation, and organizational 

citizenship behavior. Then, the results between the low and high cases for the current frequencies (of 

the different media) are shown and finally the results between the low and high cases of perceived 

organizational support are shown.  

4.2.1 Feedback 

Feedback consists of three sub-scales: positive feedback, negative feedback, and feedback from work, 

which will be discussed consecutively. 

Positive feedback. Table 3 shows that service engineers who score low on positive feedback, also 

score lower on organizational identification, intrinsic motivation, extrinsic motivation, and 

organizational citizenship behavior. The biggest difference (0.5) can be seen with organizational 

identification, whereas the differences between the other variables are approximately the same. 
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Second, the independent sample t-test shows that 

there is a positive significant difference between 

the lower positive feedback cases and the higher 

positive feedback cases on both organizational 

identification (t(38) = 2.141, p = 0.039) and 

organizational citizenship behavior (t(38) = 

2.052, p = 0.047). 

Negative feedback. All means are lower for the 

twenty lowest cases on negative feedback. 

Organizational identification and intrinsic 

motivation show the biggest differences between 

means (around 0.4; see table 4). The differences 

for extrinsic motivation and organizational 

citizenship behavior are around 0.3. 

With the independent samples t-test, none of the 

differences turned out to be statistically 

significant. 

Feedback from work. Table 5 5 shows that 

there is a negligible difference for organizational 

citizenship behavior. However, the difference for 

organizational identification, intrinsic motivation 

and extrinsic motivation is more noticeable, 

where the difference for intrinsic motivation is 

the highest.  

The independent samples t-tests show that there 

are positive significant differences between the 

lowest twenty cases and highest twenty cases on 

organizational identification (t(38) = 2.185, p = 

0.035) and between the lowest twenty cases and 

highest twenty cases on intrinsic motivation (t(38) 

= 2.137, p = 0.039). 

4.2.2 Media 

The communication aspect media was split into 

current frequency, wanted frequency, and 

information. Current frequency explained how 

often a media was used, wanted frequency 

showed whether the service engineers found the 

current frequency too few or too often, and 

information indicated whether the service 

engineers found that they received the right 

information in or during the media. Below, only 

the means of the twenty lowest and twenty 

highest cases of the current frequency are given, 

because the current media is a concrete value 

without any judgments of the service engineers. 

From the eight different media, the newsletter 

was left out, because there was no difference in 

the frequencies for the twenty lowest and the 

Table 3: Lowest and highest means for positive feedback 

Table 4: Lowest and highest means for negative feedback 

Table 5: Lowest and highest means for feedback from 

work 
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twenty highest cases. The media 

that will be treated are team 

meeting, telephone call from a 

manager, telephone call from a 

colleague, telephone call from the 

Field Control Center (FCC), 

telephone call from another 

department, newsletter, e-mails 

from a manager, and e-mails from 

a colleague. 

Team meeting. In table 6 the 

results for the team meeting are 

given. The results show that the 

mean for the lowest twenty is 

around 4, which indicates a 

frequency of once a month, and the 

mean for the highest twenty is 

almost 6, indicating once in three months. Because the 

managers strive for a frequency of one team meeting 

in two months (a mean of 5), the middle eighteen 

cases are also included in the table. 

The table shows that organizational identification, 

intrinsic motivation, and extrinsic motivation show 

the highest mean for the twenty highest cases. Thus, 

service engineers who have a less frequent team 

meeting show more organizational identification, 

intrinsic motivation, and extrinsic motivation. 

Organizational citizenship behavior is also higher, but 

the difference with the lowest twenty cases is 

negligible. The middle eighteen cases show lower 

means than the lowest twenty cases on intrinsic 

motivation, extrinsic motivation, and organizational 

citizenship behavior. 

Of all independent samples t-tests executed, there only 

are positive significant differences between the middle 

eighteen cases and highest twenty cases and intrinsic 

motivation (t(36) = 2.040, p = 0.049) and between the 

middle eighteen cases and highest twenty cases and  

extrinsic motivation (t(36) = 2.053, p = 0.047). 

Telephone call from manager. Table 7 shows that 

more frequent telephone calls from a manager shows 

the highest difference on extrinsic motivation. The 

differences for intrinsic motivation and organizational 

citizenship behavior are smaller, and the difference for 

organizational identification is so small it could be 

neglected. 

The independent samples t-tests show that there are no 

statistically significant differences. 

Telephone call from colleague. Table 8 shows that 

Table 6: Lowest and highest means current frequency: Team meeting 

Table 8: Lowest and highest means current 

frequency: Telephone call from colleague 

Table 7: Lowest and highest means current 

frequency: Telephone call from manager 
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all means are higher for more frequent telephone calls 

from a colleague, where the difference for extrinsic 

motivation is the highest (around 0.4), and the 

differences for organizational identification, intrinsic 

motivation, and organizational citizenship behavior are 

about the same (around 0.1 – 0.2). 

Again, the t-tests did not show any statistically 

significant differences. 

Telephone call from field control center (FCC). 
Table 9 shows that the difference for intrinsic 

motivation can be neglected, because it is small. The 

difference for extrinsic motivation is the highest, 

followed by organizational identification and 

organizational citizenship behavior. 

The independent samples t-test shows that the Levene’s 

test for the lowest group of telephone call from the FCC 

and the highest group of telephone call from the FCC 

and organizational identification is significant. This 

indicates that the variances between the two groups are 

not equal. However, the t-test turns out to be not 

significant. Hence, there is no significant difference 

between the lowest and highest group of telephone call 

from the FCC and organizational identification. Intrinsic 

motivation, extrinsic motivation, and organizational 

citizenship behavior also did not show any statistically 

significant difference. 

Telephone call from other departments. Table 10 

shows that the twenty highest cases show lower means 

than the twenty lowest cases. Remarkable, is the high 

difference (1) for intrinsic motivation. The other 

differences are around 0.5 for extrinsic motivation, 

around 0.4 for organizational identification, and around 

0.3 for organizational citizenship behavior. 

The independent sample t-test shows that there is a 

positive statistically significant difference between the 

lowest group and the highest group for a telephone call 

from other departments and intrinsic motivation (t(38) = 

3.112, p = 0.004).  

E-mails from manager. A brief view on table 11 

shows that the mean for an e-mail from the manager of 

the lowest twenty cases is around three (once a week) 

and the mean of the highest twenty cases is almost six 

(once in three months). The differences in means for 

organizational identification and organizational 

citizenship behavior are around 0.1, and the differences 

in means for intrinsic motivation and extrinsic 

motivation are around 0.2. However, intrinsic 

motivation shows a lower mean for the highest twenty 

cases, whereas extrinsic motivation shows a higher 

Table 9: Lowest and highest means current 

frequency: Telephone call from FCC 

Table 10: Lowest and highest means current 

frequency: Telephone call from other departments 

Table 11: Lowest and highest means current 

frequency: E-mail from manager 
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mean for the highest twenty cases. 

The independent samples t-tests showed that there 

were no statistically significant differences. 

E-mails from colleague. Table 12 shows that all 

means are higher for the lowest twenty cases (more 

frequent) of e-mails from a colleague. The 

differences on organizational identification, intrinsic 

motivation, extrinsic motivation, and organizational 

citizenship behavior are more visible, especially the 

difference on intrinsic motivation (around 1). 

The independent samples t-test shows that for all 

variables (organizational identification, intrinsic 

motivation, extrinsic motivation, and organizational 

citizenship behavior) there is a positive significant 

difference between the lowest twenty cases and the 

highest twenty cases. Results show that service 

engineers who receive more frequent e-mails from a 

colleague show higher organizational identification, 

than service engineers who receive less frequent e-

mails from a colleague (t(38) = 3.719, p = 0.001). 

The same applies to intrinsic motivation (t(38) = 

2.926, p = 0.006), extrinsic motivation (t(38) = 

2.325, p = 0.026), and organizational citizenship 

behavior (t(38) = 2.36, p = 0.023), where service 

engineers who receive more frequent e-mails from a 

colleague show higher means, than service engineers 

who receive less frequent e-mails from a colleague. 

4.2.3 Perceived organizational support 

The last communication aspect that will be 

researched is perceived organizational support. Table 

13 shows that the difference for organizational 

citizenship behavior is negligible. The difference between the means for extrinsic motivation, 

organizational identification and intrinsic motivation are  higher, respectively around 0.6, around 0.7 

and around 0.8. 

Just as with the visual differences, the independent samples t-test shows that the difference between 

the lowest group on perceived organizational support and the highest group on perceived 

organizational support and organizational identification (t(38) = 3.213, p = 0.003), intrinsic 

motivation (t(38) = 2.692, p = 0.011), and extrinsic motivation (t(38) = 2.326, p = 0.025) are positive 

and significant. 

4.3 Demographic variables 

In the former analysis it was checked whether the communication aspects were influencing a service 

engineer’s organizational identification, intrinsic and extrinsic motivation, and organizational 

citizenship behavior. With this last analysis it is researched whether there are demographic differences 

in all variables. 

This analysis tries to answer the sub-research question: “How do the demographic variables influence 

feedback, media, perceived organizational support, organizational identification, motivation, and 

performance?”. It is an analysis in which the means per demographic variable (age, type, tenure, 

Table 12: Lowest and highest means current 

frequency: E-mail from colleague 

Table 13: Lowest and highest means for perceived 

organizational support 
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former, region, and former tenure) are calculated for each variable (feedback, media (current x wanted 

frequency and information), perceived organizational support, organizational identification, 

motivation, and performance). 

Just as with the communication linkages analysis, the demographic variables analysis will be checked 

for visual differences as well as statistically significant differences. The means will be calculated by 

using SPSS 16.0. To check for statistically significant differences ANOVA will be used. ANOVA is a 

statistical procedure that tests the overall fit of a linear model defined in terms of group means, and 

the resulting ANOVA is therefore an overall test of whether group means differ significantly (Field, 

2005). 

An ANOVA exists of several steps. First, the Levene’s test is used to check for homogeneity of 

variances. The Levene’s test tests the hypothesis that the variances in different groups are equal (i.e. 

the difference between the variances is zero; (Field, 2005)). For this analysis, the significance value 

should be greater than .05, indicating homogeneity of variance. Then, the ANOVA table can be 

checked for significance (< .05). When the Levene’s test turns out to be significant, the variances are 

significantly different and the assumption of homogeneity of variances has been violated, the Robust 

Tests of Equality of Means table should be used. In this table the Welch statistic should be less than 

.05, to show a statistically significant difference between groups. 

After this check, it is clear whether there are significant differences between groups. However, it is 

not known which groups statistically differ.  Second, another test needs to be executed, a post hoc test. 

A post hoc test involves comparing the means of all combinations of pairs of conditions (Field, 2005). 

As can be seen in the first step, there are two ways to check for significant differences. Therefore, 

there are also two different post hoc tests needed, a Tukey test (for which the variances need to be 

equal) and a Games-Howell test (for which the variances don’t have to be equal).  

Because the demographic variables are not equally divided, and there are categories that consist of too 

few cases to make a good comparison, four demographic variable categories, SLS engineers, 57 to 65 

years of age, Ericsson, and former tenure of 1 to 5 years, are not used in the comparison. 

Other categories like 18 to 26 years of age and 27 to 36 years of age are taken together into one 

category 18 to 36 years of age to turn it into a usable demographic option.  This is also done for 0 to 1 

years of tenure, 1 to 2 years of tenure, and 2 to 3 years of tenure, which is turned into the demographic 

variable category 0 to 3 years of tenure. 

For this analysis a lot of variables will be tested. To make a clearer overview the variables are divided 

into three groups:  

(1) Variables, consisting of positive feedback, negative feedback, feedback from work, perceived 

organizational support, intrinsic motivation, extrinsic motivation, organizational 

identification, in-role behavior, and organizational citizenship behavior; 

(2) Media variables_ Current frequency x Wanted frequency, consisting of the eight media (team 

meeting, telephone call from manager, telephone call from colleague, telephone call from 

FCC, telephone call from another department, newsletter, e-mail from manager, and e-mail 

from colleague) for which the current frequency are multiplied by the wanted frequency; and 

(3) Media variables_ Information, consisting of the eight media and their information sharing. 

The results of each group will be discussed in the following paragraphs. In appendix III, appendix IV, 

and appendix V, respectively the variables, the media variables_ current frequency x wanted 

frequency, and the media variables_ information, the variables are treated more elaborately. 

4.3.1 Variables 

Table 14 shows the mean per demographic variable category for positive feedback, negative feedback, 

feedback from work, perceived organizational support, intrinsic motivation, extrinsic motivation, 

organizational identification, in-role behavior, and organizational citizenship behavior. 
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Table 14: Demographic variables _ Variables 

Region. Table 14 shows that for a lot of the variables, region south shows the highest mean and 

region north the lowest mean. 

For the region categories, there was a statistically significant difference between groups as determined 

by one-way ANOVA (F(2,55) = 3.897, p = 0.026). A Tukey post hoc test revealed that organizational 

identification was statistically significantly higher for service engineers in region south compared to 

service engineers in region north (p = 0.042). 

Type. For the different type of engineers, SLS engineers were not taken into account, because the 

category consisted of too few cases. The results indicate that site engineers show the lowest mean on 

feedback and organizational identification, whereas radio engineers show the lowest mean on the 

other variables. Preventative engineers show on almost all variables the highest mean, but not for 

performance.  

ANOVA shows that for type of engineers and variables, there is only one statistically significant 

difference (F(2,53) = 4.783, p = 0.012). A Tukey post hoc test revealed that perceived organizational 

support was statistically significantly higher for preventative engineers compared to radio engineers 

(p = 0.015). 

Age. Also for age, a category was left out, because it had too few cases. This was the category 57 to 

65 years. Besides that, the first two categories 18 to 26 years, and 27 to 36 years, were taken together 

to create a category with more cases.  
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Results show that service engineers in the age of 18 to 36 years only show the lowest mean on 

positive and negative feedback, whereas the other variables show the highest mean. The lowest mean 

for the other variables are shown with engineers in the age of 47 to 56 years. 

For the variables, no statistically significant differences were found between the categories of the 

demographic variable age.  

Tenure. For tenure the first three categories were combined into one category. Table 14 shows that 

engineers with a tenure of 3 to 4 years show the lowest mean on all variables except perceived 

organizational support. The lowest mean for perceived organizational support is shown with service 

engineers with a tenure longer than 5 years. The highest means are divided between engineers with a 

tenure longer than 5 years, engineers with a tenure of 0 to 3 years, and engineers with a tenure of 4 to 

5 years. 

The ANOVAs for the tenure categories show four statistically significant differences. The statistically 

significant difference (F(3,54) = 6.115, p = 0.001), revealed by a Tukey post hoc test that 

organizational identification was significantly higher for service engineers who have a tenure of 0 to 3 

years compared to service engineers with a tenure of 3 to 4 years (p = 0.004). But also, that 

organizational identification was statistically significantly lower for service engineers who have a 

tenure of 3 to 4 years compared to service engineers with a tenure of 4 to 5 years (p = 0.039), and that 

organizational identification was statistically significantly higher for service engineers who have a 

tenure of 3 to 4 years compared to service engineers with a tenure longer than 5 years (p = 0.004). 

Another one-way ANOVA showed that there was a statistically significant difference between groups 

(F(3,54) = 3.059, p = 0.036). A Tukey post hoc test revealed that in-role behavior was statistically 

significantly lower for service engineers who have a tenure of 3 to 4 years compared to service 

engineers with a tenure of 4 to 5 years (p = 0.035). 

Former. Service engineers who formerly worked for Vodafone show for most of the variables the 

lowest mean. The highest means are divided between engineers who worked for T-Mobile / Orange 

and other companies. In this demographic variable, the category Ericsson was left out, because it had 

too few cases. 

From all ANOVAs for the demographic variable former, three turn out to be statistically significant. 

There was a statistically significant difference between groups as determined by one-way ANOVA 

(F(3,53) = 3.309, p = 0.027). A Tukey post hoc test revealed that feedback from work was statistically 

significantly higher for service engineers who formerly worked for Vodafone compared to service 

engineers who worked for T-Mobile / Orange (p = 0.030). The second  (F(3,53) = 2.904, p = 0.043) 

and third (F(3,53) = 3.051, p = 0.036) statistically significant ANOVA, both used a Tukey post hoc 

test to reveal that, respectively organizational identification was statistically significantly lower for 

service engineers who formerly worked for KPN compared to service engineers who worked for other 

companies (p = 0.030), and that organizational citizenship behavior was statistically significantly 

lower for service engineers who formerly worked for KPN compared to service engineers who 

worked for T-Mobile / Orange (p = 0.028). 

Former tenure. For the final demographic variable the category 1 to 5 years wasn’t taken into 

account, because it had too few cases. The results show that service engineers with a former tenure of 

5 to 10 years show the highest means on the variables. The lowest means are spread over service 

engineers with a former tenure of 10 to 15 years and service engineers with a former tenure longer 

than 15 years. 

There were no statistically significant differences found. 
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4.3.2 Media variables _ Current frequency x Wanted frequency 

With media three aspects were measured:  

1. The current frequency of the eight different kinds of media; 

2. The wanted frequency of the eight different kinds of media; and 

3. Whether the information the service engineers receive, in one of the eight different kinds of 

media, is the information they would like to receive. 

The current frequency is a number that gives limited information. The mean of a current frequency 

does not show for instance whether one region finds the frequency of a medium too often or too few. 

The wanted frequency on itself, also gives limited information, because it is not clear to which current 

frequency it belongs. Therefore, the current frequency is multiplied by a transformed wanted 

frequency. The wanted frequency is transformed by changing the answers ‘much too few’ (1) and 

‘much too often’ (5) in respectively -8 and 8, ‘too few’ (2) and ‘too often’ (4) in respectively -1 and 1, 

and ‘exactly good’ in 0. 

By transforming the wanted frequency in the abovementioned way, the new values don’t overlap. The 

values for the multiplied scale can be seen in figure 9. 

 

Figure 9: Value for the variable current frequency x wanted frequency 

In this paragraph and the next, the results of the demographic means for current frequency times 

wanted frequency and information are given. The results of the different media are all discussed at 

once. More elaborated results can be found in appendix IV  for current frequency times wanted media, 

whereas more elaborated results for information can be found appendix V. 

Table15 shows the means, of current frequency x wanted frequency, per demographic variable for all 

media: team meetings, telephone calls from a manager, telephone calls from a colleague, telephone 

calls from the field control center, telephone call from other departments, the newsletter, e-mails from 

a manager, and finally e-mails from a colleague.  

 

Table 15: Demographic variables _ Current frequency x Wanted frequency 
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Table 16 (continued): Demographic variables _ Current frequency x Wanted frequency 

Region. Region south shows the highest means on the different media, whereas it shows the lowest 

mean on telephone call from another department. Region west shows the lowest means on team 

meeting, telephone call from manager, and e-mails from manager. Region north shows the highest 

mean on team meeting and telephone call from another department, whereas all other means are 

average. 

There were no statistically significant differences found between the categories. 

Type. Preventative engineers show for most media the lowest mean, indicating they find the 

frequency of the media too low. Site engineers score the highest means on the media involving the 

manager, whereas radio engineers score the highest means on the media involving a colleague. 

There was a statistically significant difference between groups as determined by one-way ANOVA 

(F(2,52) = 1.678, Welch p = 0.018). A Games-Howell post hoc test revealed that current times wanted 

frequency for team meeting was statistically significantly higher for site engineers compared to radio 

engineers (p = 0.016). 

Age. Service engineers in the age of 18 to 36 years show the highest means, except for the team 

meetings. Service engineers who are older than 36 show lower means on the media. 

The one-way ANOVA showed a statistically significant difference between groups (F(2,52) = 1.675, 

Welch p = 0.049). A Games-Howell post hoc test revealed that current times wanted frequency for 

team meeting was statistically significantly lower for  service engineers in the age of 37 to 49 years 

compared to service engineers in the age of 47 to 56 years (p = 0.016). 

Tenure. For the demographic variable tenure there are no remarkable differences for the different 

categories. Also, all tested ANOVAs turned out to be not significant. 

Former. Table 16 Table 15 shows that service engineers who worked for other companies show the 

lowest means. Field service engineers who formerly worked for T-Mobile / Orange show the lowest 

mean on team meeting and telephone call from another department. Further, there were no remarkable 

differences. 

There turned out to be no statistically significant differences between the media variables_ current 

frequency x wanted frequency and the demographic variable former. 

Former tenure. Service engineers with a former tenure longer than 15 years show the most highest 

means on the different media, whereas service engineers with a former tenure of 10 to 15 years show 

the most lowest means. 

There are no statistically significant differences found by the ANOVAs. 
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4.3.3 Media variables _ Information 

Just as with current frequency times wanted frequency, table 16 show the means per demographic 

variable for the information of all media. For more elaborated results, see appendix V. 

 

 

Table 16: Demographic variables_ Information 

Region. There are no big differences between the means of the region categories. Although there are 

only little differences, region north shows the most lowest means. 

All tested ANOVAs turned out not to be significant. 

Type. Preventative engineers show the highest or lowest mean on a medium, but the amount of the 

highest and lowest means is equal. 

There turned out to be no statistically significant differences between the media variables_ 

Information and the demographic variable type. 

Age. Engineers in the age of 47 to 56 years show the highest means on almost all variables, except 

team meeting and telephone call from a manager. Whereas engineers in the age of 18 to 36 years 

show the most lowest means, except for team meeting and telephone call from a manager which show 

the highest means. 

There was a statistically significant difference between groups as determined by one-way ANOVA 

(F(2,52) = 2.138, Welch p = 0.033). A Games-Howell post-hoc test revealed that information from a 

newsletter was statistically significantly lower for service engineers in the age of 37 to 49 years 

compared to service engineers in the age of 47 to 56 years (p = 0.016). 

Tenure. Table 16 shows that engineers with a tenure of 0 to 3 years show the highest means on most 

of the media, whereas engineers with a tenure longer than 5 years show the lowest means on most of 

the media. 

No statistically significant differences were found between the categories. 

Former. Service engineers who formerly worked for Vodafone show the lowest means on almost all 

media, except for team meeting and telephone call from the manager. Team meeting and telephone 
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call from the manager show the highest means on service engineers who worked for KPN. Most 

media show the highest mean on service engineers who worked for other companies. 

The ANOVAs didn’t show any statistically significant difference. 

Former tenure. There are no remarkable differences between the categories. Also, no statistically 

significant differences were found between the categories. 
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5 Discussion 

In the previous chapter, the results of the three different analyses (hypotheses testing, communication 

linkages, and demographic variables) are shown. This chapter will look at these results and compare 

them with results of previous literature. Besides that, a discussion will show where there are 

differences/similarities between this research and previous research and what explanations could be 

given for these differences/similarities. 

5.1 Hypotheses testing 

With the hypotheses testing analysis, the relations between organizational identification, intrinsic 

motivation, extrinsic motivation, and organizational citizenship behavior were researched. Four 

hypotheses were created and researched to find an answer to the first sub-research question. 

5.1.1 Organizational identification and Intrinsic motivation 

Hypothesis 1 was supported by the data. Thus, organizational identification correlated moderately 

with intrinsic motivation (r = 0.6020), whereby the correlation was positive and significant.  

Former research by Gagné, Forest, Gilbert, Aubé, Morin, & Malorni (2010) found the same result 

(positive, moderate (r = 0.59), and significant) in their research. An explanation could be that service 

engineers who identify with the organization feel related towards the organizations goals, norms, and 

values or with their colleagues, and finally they feel control over their own action. Therefore, when an 

engineer’s organizational identification grows, his psychological needs grow, which in the end will 

lead to more intrinsic motivation. 

5.1.2 Organizational identification and Organizational citizenship behavior 

All preceding research shows that organizational identification is positively and significantly related 

to organizational citizenship behavior (Qureshi, Faheem Zeb, & Saifullah, 2011; Bartels, 2006; 

Riketta, 2002; 2005), with low to moderate effects. These results are not the same as the results of this 

research. Just as with the preceding literature a positive coefficient was expected, but turned out to be 

negative. Hypothesis 2 is not supported (r = -0.1251, p = 0.184), because it was not significant. 

The difference in results may be found in the small sample or an indirect link between organizational 

identification and organizational citizenship behavior, with for example intrinsic motivation. This 

assumption seems to be partly confirmed by the hypotheses 1 and 4. Another explanation could be 

that other measurements scales were used to measure organizational identification or organizational 

citizenship behavior. 

5.1.3 Extrinsic motivation and Organizational citizenship behavior 

The relation between extrinsic motivation and organizational citizenship behavior (hypothesis 3) is 

supported by the data (r = 0.6020, p = 0.000). For the relation between extrinsic motivation and 

organizational citizenship behavior contradicting results were found in preceding literature. Preceding 

research did not find a direct significant relationship, but an indirect relationship (Finkelstein, 2011), 

whereas other preceding research finds a moderate, positive and significant (r = 0.498, p < 0.01) 

relation (Selamat, 2010). This research also found a direct, moderate, positive and significant effect 

between extrinsic motivation and organizational citizenship behavior. 

It may be concluded that a service engineer who satisfied his extrinsic needs, becomes more 

extrinsically motivated. When a service engineer is extrinsically motivated he will be more willing to 

achieve his goals, and therefore he performs more than his job requires.  
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5.1.4 Intrinsic motivation and Organizational citizenship behavior 

Just as with extrinsic motivation, the preceding literature for the relation between intrinsic motivation 

and organizational citizenship behavior shows contradictions. Research by Finkelstein (2011) states 

that there is an indirect relation between intrinsic motivation and organizational citizenship behavior, 

whereas other research states that intrinsic motivation was significant and positively related to 

organizational citizenship behavior (Selamat, 2010; Zeinabadi, 2010; Babakus, Cravens, Johnston, & 

Moncrief, 1996). The amount of research that finds a positive and significant relation is larger than 

the amount of research that finds an indirect link. 

This research did not support hypothesis 4 (r = 0.2136, p = 0.056). The p-value is low, but  is not low 

enough to show a significant effect. However, the coefficient was weak, but positive, which was as 

expected. It may be possible that in this research an indirect link could be found. In the research by 

Finkelstein (2011) the indirect link goes through external motives, like external rewards. However 

there were no indirect links researched, therefore no conclusions can be made regarding that 

assumption. 

5.2 Communication linkages 

The second analysis executed was the communication linkages analysis. In this analysis the relation 

between the communication aspects (feedback, media, and perceived organizational support) and 

organizational identification, intrinsic motivation, extrinsic motivation, and organizational citizenship 

behavior was researched. The analysis checked the results for visual differences, but also checked the 

t-tests. For this discussion the results of the t-test are most important. 

5.2.1 Feedback 

It was assumed that feedback gave a service engineer a feeling of appreciation, which would increase 

his identification, motivation, and performance. There are different types of feedback, therefore it was 

split into positive feedback, negative feedback, and feedback from work.  

Positive feedback. The t-test showed that for positive feedback two relations were positive and 

significant, the low relation (r = 0.33)  with organizational identification, and the low relation (r = 

0.32) with organizational citizenship behavior. One relation found in literature was the relation 

between positive feedback and organizational citizenship behavior. In the artikel of Jaworski and 

Kohli (1991) a weak (r = 0.21), positive and significant relation was found. Another research showed 

that feedback as a whole was positively related to intrinsic motivation (Hackman & Oldham, 1976). 

This research did not find a significant relation between positive feedback and intrinsic motivation 

and between positive feedback and extrinsic motivation.  

An explanation for the significant relation could be that service engineers who receive more positive 

feedback, will feel more appreciated. When a service engineer’s appreciation grows, he wants to show 

his appreciation or wants to identify more with the organization, which will increase the service 

engineers’ organizational identification and organizational citizenship behavior.  

An explanation for the fact that no significant relation was found between positive feedback and 

intrinsic motivation, which have been found in a research by Hackman and Oldham (1976), could be 

explained by the fact that they measure feedback as a whole. Another explanation for the non-

significant relations with intrinsic and extrinsic motivation could be that there is no direct link, 

because the step to go from positive feedback to motivation is too big. There are some other factors 

between it. 

Negative feedback. This research did not find any significant relations between negative feedback 

and organizational identification, intrinsic motivation, extrinsic motivation, and organizational 

citizenship behavior. For the relation between negative feedback and organizational citizenship 

behavior, the same result was found in a research by Jaworski and Kohli (1991).  
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According to the research by Jaworski and Kohli (1991) an explanation could be that there is no direct 

relation between negative feedback and organizational citizenship behavior, but an indirect through 

for instance role clarity. Role clarity means the extent to which people are clear about what output 

they are expected to produce and how they are expected to go about their jobs (Jaworski & Kohli, 

1991). They also state that negative feedback primarily seems to serve an informational role. 

Therefore, feelings for identification and motivation could not be increased by it.  

Feedback from work. The assumption behind feedback from work was that engineers who receive 

feedback from their work, receive ideas how a job could be improved, become more confident, and 

thus will be more identified, intrinsic and extrinsic motivated, and want to perform extra hard. 

This research shows that only feedback from work and organizational identification, and feedback 

from work and intrinsic motivation were positive and significantly related. Hence, when a service 

engineer receives a lot of feedback from his work, he will be more identified with the organization 

and he will be more intrinsically motivated. However, both effect sizes (r = 0.33) were low. A service 

engineer who receives feedback from his work, receives ideas about how he can do his job better. 

These ideas can give the service engineer a feeling that he becomes part of a group, which will 

increase his organizational identification. An explanation for the significant relation with intrinsic 

motivation could be that service engineers who receive feedback from their work, satisfied their needs 

(see the Maslow’s hierarchy of needs (Maslow, 1943)), and become intrinsically motivated.  

The other two relations between feedback from work and extrinsic motivation and organizational 

citizenship behavior were not significant. It may be assumed that feedback from work does not 

influence the way service engineers’ want to be motivated extrinsically. For them, extrinsic 

motivation is something that is necessary for satisfying their needs, no feedback can change that. The 

non-significant relation between feedback from work and organizational citizenship behavior can be 

explained by the distance in constructs between the two. To go from feedback from work to 

organizational citizenship behavior a lot of steps, like for instance from feedback from work to 

influence on a person’s personalities, to motivation, to organizational citizenship behavior, need to be 

made. Maybe there will be no direct link between the two, but an indirect link. 

5.2.2 Media 

A second communication aspect that was measured was media. It was researched whether the current 

frequency of seven different media (team meeting, telephone calls with different people/departments, 

and e-mails with different people) were related to organizational identification, intrinsic motivation, 

extrinsic motivation, and perceived organizational support. The idea was that more frequent or less 

frequent media could influence a service engineers identification, motivation, or performance. 

For the current frequency of the different media, two preceding literatures were found, which also did 

not measure the current frequency of media, but where the closed to what was measured. Literature by 

Coelho, Augusto, & Lages (2011) described the non-significant relation between relationship with 

supervisor and intrinsic motivation, and the significant relationship between relationship with co-

workers and intrinsic motivation. This research found seven positive and statistically significant 

relations, two for the team meeting middle and high, one for telephone call with other departments, 

and four for e-mail with a colleague. 

Team meeting. With team meeting there were three groups that were all compared to each other. 

Only between team meeting (middle and high) and intrinsic motivation, and between team meeting 

(middle and high) and intrinsic motivation a positive significant relationship was found, with low 

effect sizes. The less frequent the team meeting the more the service engineers are motivated. This 

contradicts the idea that that service engineers want to have more frequent contact to each other.  

An explanation for the significant relations could be that a less frequent team meeting, gives the 

service engineers’ the possibility to satisfy their intrinsic and extrinsic needs, increasing their intrinsic 

and extrinsic motivation.  
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Other explanations for the non-significant relations could be that engineers want more informal 

contact instead of formal contact. The team meetings are since the beginning nowadays are quite 

formal, which can cause the idea that service engineer’s are not allowed to speak up for themselves, 

and thus does not influence the identification and performance. The same could be applicable for the 

non-significant relations with intrinsic and extrinsic motivation.  

Telephone calls. As mentioned before, preceding literature found that a relationship with a 

supervisor and intrinsic motivation were not significant related, however a relationship with a co-

worker was significant related to intrinsic motivation (Coelho, Augusto, & Lages, 2011). The idea 

was that more frequent telephone contact with a manager would also show a non-significant 

relationship with intrinsic motivation, and that more frequent contact with a colleague, the FCC, and 

other departments would lead to significant relations with intrinsic motivation. Another idea was that 

more frequent contact gave the service engineers the feeling they belonged to the organization, 

satisfied their needs of employment, and increased the feeling of achieving goals. Thus, respectively 

their identification, extrinsic motivation, and organizational citizenship behavior would increase.  

Of all tested relations for telephone calls, the only positive significant relation was between telephone 

call from another department and intrinsic motivation, with a low effect size of 0.45. An explanation 

could be that engineers who receive more frequent telephone calls from other departments, get the 

idea they receive more help from others, which increases a service engineers’ intrinsic motivation.  

An explanation for all non-significant relations could be that more frequent contact gives the service 

engineer the feeling he is being watched.   

E-mail. The same preceding literature for telephone calls can also be applicable for e-mail. The 

assumption was that more frequent e-mails with the manager or colleague would lead to increased 

organizational identification, extrinsic and intrinsic motivation, and organizational citizenship 

behavior. Looking at the literature by Coelho, Augusto, and Lages (2011) they find the same result for 

e-mail form colleague, but they find the opposite for e-mail from manager. 

This research shows the same results as the research by Coelho, Augusto, and Lages (2011). Hence, 

there are no significant relations between e-mail from a manager and organizational identification, 

extrinsic motivation, intrinsic motivation, and organizational citizenship behavior, but all relations for 

e-mail from colleague are significant. The non-significant relations can be explained by a feeling of 

being controlled or checked by the manager.  

The significant relations for e-mail from colleague with organizational identification, extrinsic 

motivation, intrinsic motivation, and organizational citizenship behavior, were all positive with low to 

moderate effect sizes. An explanation for the significant relations could be found in the social aspects 

of the relations. A higher frequency of e-mails from a colleague could show that there is more social 

contact. More social contact could lead to a feeling of more belongingness to a group (i.e. 

organizational identification), satisfaction of needs (extrinsic and intrinsic motivation), and the service 

engineers will be more helpful towards their colleagues (i.e. organizational citizenship behavior). 

5.2.3 Perceived organizational support 

The last communication aspect measured was perceived organizational support. For the relations 

between perceived organizational support and organizational identification, extrinsic motivation, 

intrinsic motivation, and organizational citizenship behavior, preceding literature was found.  

The literature shows positive and significant relations with organizational identification (Rhoades & 

Eisenberger, 2002; van Knippenberg & Sleebos, 2006), intrinsic motivation (Babakus, Cravens, 

Johnston, & Moncrief, 1996; Gagné, Forest, Gilbert, Aubé, Morin, & Malorni, 2010), extrinsic 

motivation (Gagné, Forest, Gilbert, Aubé, Morin, & Malorni, 2010), and organizational citizenship 

behavior (Chen, Eisenberger, Johnson, & Aselage, 2009; Bettencourt, Gwinner, & Meuter, 2001; 

Wayne, Shore, & Linden, 1997; Rhoades & Eisenberger, 2002), with weak to low effect sizes. This 
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research found three of the four positive and significant relations, with low effect sizes. There was no 

significant relation found between perceived organizational support and organizational citizenship 

behavior. 

An explanation for the non-significant relationship may be the difference in questionnaires that was 

used, for both perceived organizational support and organizational citizenship behavior there are 

different questionnaires. Another explanation could be the small sample.  

The positive and significant relations may be explained by service engineers who have higher 

perceived organizational support, and feel more appreciated and supported by the organization. This 

could lead to a feeling of belonging and satisfaction of needs, which respectively increase 

organizational identification, intrinsic motivation and extrinsic motivation. 

5.3 Demographic variables 

The last analysis, demographic variables, researched whether the demographics influence feedback, 

media, perceived organizational support, organizational identification, motivation, and performance. 

Just as with the communication linkages analysis, the results were checked for visual differences, but 

also for significant differences with ANOVA. Again, only the results of the ANOVA will be 

discussed.  

In total six different demographics were measured, age, tenure, region, type, former, and former 

tenure. In preceding literature, age and tenure are demographics that are used. Type, region, former, 

and former tenure are demographics that are more focused on the practical side of this research.  

5.3.1 Age 

This research finds two significant relations for age, one where current frequency times wanted 

frequency for team meeting was statistically significantly lower for  service engineers in the age of 37 

to 46 years compared to service engineers in the age of 47 to 56 years, and one where information 

from a newsletter was statistically significantly lower for service engineers in the age of 37 to 46 

years compared to service engineers in the age of 47 to 56 years. For all other tested relations no 

significant differences were found. This is in contradiction with the literature, were age shows 

positive and significant relations with perceived organizational support (Rhoades & Eisenberger, 

2002) and organizational identification (Stevens, Beyer, & Trice, 1978). However, there is also one 

article by Riketta (2002) that states that there are no significant relations between age and 

organizational identification. 

The differences between the contradiction in research could be explained by the way age was 

measured in the questionnaires. The age categories may not be the same. Another explanation could 

be the small sample.  

An explanation for the significant result with information and current frequency times wanted 

frequency for team meeting, could be explained by insecurity of the service engineers. Younger 

service engineers are more insecure about the work they execute, whereas older service engineers lost 

this insecurity. Therefore, younger engineers want to receive more information.  

The non-significant results could be explained by satisfaction of needs. Service engineers who are 

older satisfied a lot more needs, than a younger service engineer. Also, engineers who are older may 

have different perceptions of how they like to be treated. Reasons for this are their years of experience 

and knowledge. 

5.3.2 Tenure 

For tenure, the relation between perceived organizational support and organizational identification 

was found in preceding literaure. Tenure is positively and significantly related to perceived 

organizational support (Rhoades & Eisenberger, 2002; Wayne, Shore, & Linden, 1997), and 
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organizational identification (Stevens, Beyer, & Trice, 1978; Hall, Schneider, & Nygren, 1970; Mael 

& Ashforth, 1992). Unfortunately, not all literature shows the same results, where the article by 

Riketta (2002) states that there are no significant relations between tenure and organizational 

identification. This research shows that there are a lot of significant differences between the different 

tenure categories and organizational identification. Also, a significant difference between tenure and 

in-role behavior was found. The exact differences can be found in paragraph 4.3.1 or in appendix III. 

Explanations for the significant differences are that service engineers with a longer tenure have more 

knowledge of their work and experience in their work. With this knowledge and experience a service 

engineer may feel more identified with the organization, but also knows exactly what his job 

requirements are.  

Explanations for the non-significant differences could lie in the same reasons as the significant 

differences, but can influence the service engineers in another way. For instance, service engineers 

with longer tenure may think they are more experienced and have more knowledge, and are therefore 

not interested in receiving more information through the different media. The same could also be 

applicable to feedback, perceived organizational support, and organizational citizenship behavior. 

5.3.3 Region 

For region one significant difference was found, where organizational identification was statistically 

significantly higher for service engineers in region south compared to service engineers in region 

north (p = 0.042). 

The differences and non-significant relations in region can be explained by the differences in culture, 

work ethic and the way the service engineers are raised. Another explanation may be the way 

engineers are treated by their manager can cause differences. For instance, one manager may focus 

more on the person, whereas another engineer may focus on results. 

5.3.4 Type 

The demographic variable type was included with the idea that there might be differences between the 

types of engineers. For instance, engineers who are allowed to do more research may feel more 

appreciated than engineers who are only allowed to preventative work. 

This research found two significant differences, one showed that perceived organizational support was 

statistically significantly higher for preventative engineers compared to radio engineers, the other 

showed that current times wanted frequency for team meeting was statistically significantly higher for 

site engineers compared to radio engineers (p = 0.016). 

Explanations for the significant and non-significant differences could be that one type of engineer 

finds more satisfaction in his type of work. Another explanation is that the focus of the managers lies 

more on one particular type of engineers. 

5.3.5 Former 

The organization was founded by taking over the service departments of other organization. By taking 

over the work, the service engineers also needed to be taken over. Former was included in the 

research with the idea that service engineers who came from one former organization had more 

difficulties with adjusting to the new organization. 

For former, three significant differences were found, one with feedback from work, another with 

organizational identification, and the last one with organizational citizenship behavior. More 

information about the differences can be found in chapter results. 

It may be assumed that the service engineers were hesitant and resistant towards the takeover. This 

resistance can take a couple of years, but it can also take only a month. Keeping this in mind, it may 

be assumptions for explaining the significant and non-significant differences. 
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5.3.6 Former tenure 

This research did not show any significant relations for former tenure. The idea behind this 

demographic was that service engineers who worked for a long time for another organization had 

more difficulties with for instance identifying with the current organization. 

It seems that the hypothesized idea for former tenure is not applicable anymore. It may be assumed 

that the service engineers all accepted the fact that they were not longer working for their former 

company.  
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6 Conclusion 

In the previous chapters the results of three different analyses were presented and discussed. With the 

results of these analyses it is possible to answer the three sub-research questions and the main 

research question. The results of the analyses also show how this research contributes to the literature.  

6.1 Sub-research questions 

This research started with the problem statement: “it is difficult to communicate with field service 

engineers and keep them motivated and identified with the company”.  

Because of the limited amount of research about the relations, and the greater amount of relations in 

the model, it was difficult to describe all relations between the variables at once. Therefore, the main 

research question is divided into three sub-research questions. Each sub-research question was tested 

with a separate analysis.  

The first sub-research question is: 

“How do organizational identification and (intrinsic and extrinsic) motivation influence service 

engineers organizational citizenship behavior?” 

With the first analysis, hypotheses testing, this question can be answered. The analysis shows that 

only extrinsic motivation positively influences organizational citizenship behavior, whereas 

organizational identification positively influences intrinsic motivation. 

With this first part of the research, an attempt was made to contribute to the literature by dividing 

motivation into intrinsic and extrinsic motivation. This part also tries to contribute to the contradiction 

in evidence on the relation between intrinsic and extrinsic motivation and organizational citizenship 

behavior.  The results show that this part of research is consisted with literature by Gagné, Forest, 

Gilbert, Aubé, Morin, & Malorni (2010), in which organizational identification is a positive, 

moderate, and significant predictor for intrinsic motivation. This makes the hypothesis also applicable 

to the field of service engineers. For the relation between extrinsic motivation and organizational 

citizenship behavior, and the relation between intrinsic motivation and organizational citizenship 

behavior contradicted literature was found. This research contributes to the preceding literature by 

finding a positive and significant relationship between extrinsic motivation and organizational 

citizenship behavior, such as literature by Selamat (2010), only in a different research area, and 

thereby generalizing the hypothesis. The relation between intrinsic motivation and organizational 

citizenship behavior is positive, but not significant in this research. This is in contradiction with  

literature by Selamat (2010), but may be consistant (after some additional research) with research by  

Finkelstein (2011), which finds an indirect relation between intrinsic motivation and organizational 

citizenship behavior. The final hypothesis researched in this part of the research is the relation 

between organizational identification and organizational citizenship behavior. This research 

contradicts former research by Qureshi, Faheem Zeb, and Saifullah (2011), Bartels (2006), and 

Riketta (2002; 2005), because this research finds a negative and non-significant relation between 

organizational identification, whereas preceding literature find a  positive and significant relation. 

The first analysis researched the relations between organizational identification, intrinsic motivation, 

extrinsic motivation, and organizational citizenship behavior. In the second analysis the 

communication aspects (feedback, media, and perceived organizational support) were added to the 

research model. 

The second sub-research question is: 

“How do feedback, media, and perceived organizational support influence a service engineers 

(intrinsic and extrinsic) motivation, organizational identification and organizational citizenship 

behavior?” 
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The second analysis, communication linkages, can answer this question. Results of the analysis show 

that feedback, media, and perceived organizational support show limited influence on organizational 

citizenship behavior. Whereas the influence of feedback, media, and perceived organizational support 

on organizational identification, intrinsic motivation, and extrinsic motivation show more impact. 

This part of the research tries to contribute to literature by filling the gaps in the literature between the 

communication aspects, feedback (positive, negative, and from work), and media (current, wanted, 

and information) and organizational identification, intrinsic motivation, extrinsic motivation, and 

organizational citizenship behavior. 

The results of the second part of this research are in line with research by Jaworski and Kohli (1991), 

which found a positive and significant relations between positive feedback and organizational 

citizenship behavior, but who also found a positive but non-significant relation between negative 

feedback and organizational citizenship behavior. The same results were found in this research, 

therefore the results are not only applicable for salespeople, but also for service engineers. The results 

also indicate that positive feedback and feedback from work are positive and significant predictors of 

organizational identification, and feedback from work is also a significant and positive predictor for 

intrinsic motivation. 

Another contribution to literature is through the relations between the frequency of the different media 

(team meeting, telephone calls, and e-mails) and organization identification, intrinsic motivation, 

extrinsic motivation, and organizational citizenship behavior. The results of this literature give 

additional information to the results of research by Coelho, Augusto, and Lages (2011). The results 

show that e-mail from colleague is a predictor for organizational identification, that less frequent team 

meetings, telephone calls from another department, and e-mail from colleague are predictors for 

intrinsic motivation, that less frequent team meetings and e-mail from colleague predict extrinsic 

motivation and, finally, that e-mail from colleague predicts organizational citizenship behavior. 

The last contribution to literature, for this part of the research, is in line with research by Rhoades and 

Eisenberger (2002), Babakus, Cravens, Johnston, and Moncrief (1996), and  Gagné, Forest, Gilbert, 

Aubé, Morin, & Malorni (2010), which respectively researched the relations between perceived 

organizational support and organizational identification, perceived organizational support and 

intrinsic motivation, and perceived organizational support and extrinsic motivation. This part of the 

research contributes to the research by confirming the relations between perceived organizational 

support and organizational identification, intrinsic motivation, and extrinsic motivation, for service 

engineers. This research does not see perceived organizational support as a predictor of organizational 

citizenship behavior, which is contradicted to research by Chen, Eisenberger, Johnson, and Aselage 

(2009), that does find a weak, positive, and significant relation between perceived organizational 

support and organizational citizenship behavior. 

With the first and second analysis, the relation between organizational identification, intrinsic 

motivation, extrinsic motivation, and organizational citizenship behavior, and their relations with the 

communication aspects (feedback, media, perceived organizational support), were researched. In the 

third and last analysis, the influences of demographic variables was researched. 

Sub-research question three is: 

“How do the demographic variables influence feedback, media, perceived organizational support, 

organizational identification, motivation, and performance?” 

The last analysis, demographic variables was executed to answer this research question. The analysis 

shows that organizational tenure causes the most differences, whereas organizational identification 

shows the most significant differences with the different demographics. 

This last part expands the current literature by adding information about the demographics type, 

region, former, and former tenure. The positive and significant relations between age and perceived 

organizational support (Rhoades & Eisenberger, 2002) and, between age and  organizational 
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identification (Stevens, Beyer, & Trice, 1978) are researched frequently, just as the positive and 

significant relations between tenure and perceived organizational support (Rhoades & Eisenberger, 

2002; Wayne, Shore, & Linden, 1997), and between tenure and organizational identification (Stevens, 

Beyer, & Trice, 1978; Hall, Schneider, & Nygren, 1970; Mael & Ashforth, 1992). This research does 

not confirm these results. The results of this research expand literature by addressing that former is a 

predictor of feedback from work, organizational identification, and organizational citizenship 

behavior. Region is a predictor of organizational identification, and type is a predictor of perceived 

organizational support, and current times wanted frequency for team meeting, whereas age is a 

predictor for information for newsletter and current times wanted frequency, and finally tenure 

predicts organizational identification and in-role behavior. 

After answering the three sub-research questions, the main research question could be answered.  

6.2 Main research question 

Three different analyses, hypothesis testing, communication linkages, and demographic variables, 

answered the three sub-research questions. With the answers to these sub-research questions it is 

possible to answer the main research question. 

The main research question is: 

“How do the aspects of communication (feedback, media, and perceived organizational support) 

influence service engineers organizational identification and (intrinsic and extrinsic) motivation and 

how does this influence organizational citizenship behavior?” 

Combining the results of the three different analysis it shows that aspects of communication 

(feedback, media, and perceived organizational support) make a difference for the service engineers’ 

identification and motivation, whereas the aspects of communication do not make a difference for the 

service engineer’s organizational citizenship behavior. 

This study contributes to the literature by researching relations between communication aspects 

(feedback, media, and perceived organizational support) and organizational identification, intrinsic 

motivation, extrinsic motivation, and organizational citizenship behavior. The results of this study 

indicate that, for service engineers, positive feedback, feedback from work, e- mail from colleague, 

and perceived organizational support predict organizational identification, whereas feedback from 

work, less frequent team meetings, telephone call from another department e-mail from colleague, and 

perceived organizational support predict intrinsic motivation. Further, extrinsic motivation is 

predicted by less frequent team meeting, e-mail from a colleague, and perceived organizational 

support, and organizational citizenship behavior is predicted by positive feedback and e-mail from 

colleague. Organizational identification, intrinsic motivation, extrinsic motivation, and organizational 

citizenship behavior are also mutually predictors. Therefore, another contribution to literature is that 

by concluding that organizational identification is a predictor of intrinsic motivation, whereas 

extrinsic motivation is a predictor of organizational citizenship behavior. Moreover, tenure of the 

service engineers is important for their organizational identification.   
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7 Implications 

In the conclusion the answers were given to the sub-research questions and the main research 

question. However, these answers do not give any implications for the management. Therefore, in this 

chapter the implications for the management are given, but also how the management must tackle 

these implications. 

7.1 Implications for management 

To give implications for the management the results of the three analyses and the answers to the sub-

research questions and the main research question were combined. The significant results of the first 

two analyses were combined and drawn in a figure, figure 10. In the colored blocks in the middle, the 

relations between organizational identification, intrinsic motivation, extrinsic motivation, and 

organizational citizenship behavior, from the hypothesis testing analysis, were included. In the blocks 

on the outside, the communication aspects that showed significant differences were drawn. The 

arrows show which communication aspects show positive and significant relationships with 

organizational identification, intrinsic motivation, extrinsic motivation, or organizational citizenship 

behavior. 

 

Figure 10: Overview significant relations hypotheses testing and communication linkages 

The analyses did not only show work conditions that could be improved, but also work conditions that 

already scored relatively positive. These relatively positive scores can be found in appendix II, but 

also in the tables of the communication linkages analysis (paragraph 4.2), and the tables of the 

demographic variables analysis (paragraph 4.3). Work conditions that already show relatively positive 

scores were: 

• Intrinsic motivation 

• In-role behavior  

• Organizational citizenship behavior 

• E-mail from colleagues 

• Telephone call from colleagues 
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Although there are work conditions that score relatively positive, the analyses (hypothesis testing, 

communication linkages, and demographic variables) also show work conditions that can be improved 

or monitored to protect against exacerbation. By combining all analyses, a good analysis could be 

made which work conditions influence others, and which work conditions are influenced by other 

conditions. In the end, a list of five work conditions remained which should be improved or 

monitored. 

The five work conditions are reformulated in implications for the management: 

(1) Improve organizational identification 

In the beginning of the research, organizational identification turned out to be an important work 

condition for an organization. The demographic variable analysis shows that organizational 

identification shows the most differences for the different demographics. The communication analysis 

showed that the communication aspects (feedback, media, and perceived organizational support) 

influence organizational identification. Not only in the beginning of the research, but also throughout 

the research, it shows that organizational identification is important. Hence, the first implication is to 

improve organizational identification. 

(2) Improve positive feedback 

From the communication linkages analysis it showed that positive feedback was positive and 

significant related to organizational identification and organizational citizenship behavior. The more 

positive feedback a service engineer received, the more he became identified with the organization, 

and the more organizational citizenship behavior he showed. Organizational identification and 

organizational citizenship behavior are important for an organization, but were not optimal (i.e. they 

showed weak effect sizes) in these analyses. Therefore, positive feedback should be improved. 

(3) Preserve the frequency of e-mail from colleagues 

Service engineers already receive e-mails from colleagues on a frequent base. The communication 

linkages analysis shows that e-mail from colleague showed positive and significant relations with 

organizational identification, intrinsic motivation, extrinsic motivation, and organizational citizenship 

behavior. This indicates that frequency for e-mail from colleague is important, and should be 

preserved. Therefore, preserve the frequency of e-mails from colleagues belongs to the implications. 

(4) Improve perceived organizational support 

The communication linkages analysis showed that perceived organizational support was positive and 

significant related to organizational identification, intrinsic motivation, and extrinsic motivation. 

Thus, engineers who perceive more organization support (i.e. the degree to which employees believe 

that their organization values their contributions and cares about their well-being (Eisenberger, 

Huntington, Hutchinson, & Sowa, 1986)) are also more identified and motivated. From the 

demographic variables analysis it became clear that type of engineer was significantly related to 

perceived organizational support. By combining the results, it turned out that perceived organizational 

support was important and needed to be improved. 

(5) Decrease frequency of team meeting 

Results in the communication linkages analysis showed that current frequency of team meeting 

between the middle and high case was positive and significantly related to intrinsic and extrinsic 

motivation. Also, the demographic variables analysis showed a significant relation between type of 

engineer and current frequency times wanted frequency for team meeting, but also between the age of 

an engineer and current frequency times wanted frequency for team meeting. These analyses show 

that a less frequent team meeting would lead to more positive work conditions. Therefore, decrease of 

the frequency of team meetings is one of the implications. 

In the following paragraphs each implication is treated separately, to give more advice on how to 

implement an implication. 
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7.1.1 Improve organizational identification 

The first implication is improving the service engineers’ organizational identification. Organizational 

identification is a complex construct. In the literature no concrete implications are given to improve 

organizational identification. Research by Lee (1971) stated that organizational identification cannot 

be analyzed separately, it is a function of a host of complicated variables. 

With this research an attempt is made to give more concrete implications to increase organizational 

identification. From the communication linkages analysis it shows that positive feedback, feedback 

from work, e-mail from a colleague, and perceived organizational support show significant 

differences with organizational identification. This can be done by holding workshops on how to deal 

with and how to give feedback, making engineers aware of the importance to have contact with 

colleagues, and show respect and dignity. More extensive information on the improvement of the 

communication aspects can be found in the next paragraphs. By improving these communication 

aspects, the organizational identification of the service engineers also improves. 

7.1.2 Improve positive feedback 

The second implication is improving positive feedback. Feedback is an important part of the 

communication process. Without feedback, a source can never get a response from the receiver. 

Positive feedback is of importance because you give someone a compliment. With this compliment is 

intended to challenge a person to grow in the future. 

To make both managers and service engineers aware of the importance of feedback, a workshop could 

be given. In this workshop the way of giving feedback and receiving feedback could be a starting 

point. In this workshop it must be made clear that giving feedback is a process not only from the 

management to the service engineer, but also from the service engineer to the management, and from 

service engineer to service engineer. These workshops also address that by giving positive feedback it 

is important that there is a balance between positive and constructive feedback. The feedback needs to 

be given as soon as possible, and the feedback needs to be as concrete as possible (Broekema & 

Zijderveld, 2003 / 2004). Also, giving an example makes clearer what the compliment is meant for, 

because often it is not clear to the receiver what was good. For instance, if a supervisor tells a service 

engineer that he performed his service well, it is not clear for the service engineer whether the 

supervisor means the repairing of the defects or in a good way dealing with the customer. 

A final remark is that the implications for positive feedback can also be used for feedback from work. 

Giving a workshop on how service engineers can receive feedback from their work, how they can 

handle the feedback they receive from their work, and for instance how concrete the service engineers 

can make their feedback from work, could increase the service engineer’s feedback from work. 

7.1.3 Preserve e-mail frequency colleagues 

Although the frequency of the e-mails from colleagues is already frequent, the analyses show that a 

high frequency is important for a service engineer’s organizational identification, intrinsic motivation, 

extrinsic motivation, and organizational citizenship behavior. Therefore, it is even as important, or 

maybe even more important, to preserve the e-mail frequency between colleagues.  

One way to preserve the e-mail frequency to and from colleagues is by introducing a forum. On this 

forum colleagues can discuss work related problems with each other. Through this forum the service 

engineers can have contact with each other. Other applications like Lync (a chat program) may also be 

solutions to give the service engineers the possibility to keep in touch with each other. 

Finally, there should be an emphasis on the importance of having contact with colleagues. In for 

instance team meetings, the newsletter, and trainings, the importance of keeping in contact with their 

colleagues should be addressed. In the end, it may assumed that the service engineers may be aware of 

the importance and will preserve the frequency of e-mails themselves. 
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7.1.4 Improve perceived organizational support 

The fourth implication is to improve perceived organizational support. Perceived organizational 

support was positively related to organizational identification, intrinsic motivation, and extrinsic 

motivation. Therefore, it is important that a service engineers feels supported by the organization.  

In the questionnaire service engineers could make extra remarks. One of the remarks was that the 

service engineers often receive a reaction on their mails or telephone calls very late or they don’t 

receive a reaction at all. To show the support from the organization, the reaction on a mail or 

telephone call should be faster, and irresponsiveness should be prevented.  

According to a meta-analysis by Rhoades and Eisenberger (2002), fairness can increase perceived 

organizational support. Shore and Shore (1995) suggested that repeated instances of fairness in 

decisions concerning resource distribution should have a strong cumulative effect on perceived 

organizational support by indicating a concern for employees’ welfare. Other ways to increase 

perceived organizational support include adequate notice before decisions are implemented, formal 

rules and policies concerning decisions that affect employees, receipt of accurate information, and 

voice (i.e. employee input in the decision process (Cropanzo & Greenberg, 1997)). For example, 

voice can be improved by including a service engineer into a project group. In this project group the 

service engineer can address his opinion, but also the opinion of his colleagues. 

A final advice on improving perceived organizational support is treating employees with dignity and 

respect and providing employees with information concerning how outcomes are determined 

(Cropanzo & Greenberg, 1997). Especially, dignified and respectful treatment are of importance for 

the service engineers. In the open remarks box the service engineers often state that they want to be 

treated with respect, and ‘that they are not slaves’. A good lesson in how to deal with respect en 

dignity is by having a team building activity where these values are the key learning points of the 

team building activity. 

7.1.5 Decrease frequency team meeting 

The last implication is to decrease the frequency of a team meeting. The results from the 

communication linkages analysis show that a team meeting with a frequency of once in three months 

shows the highest means on organizational identification, intrinsic motivation, and extrinsic 

motivation. To check this implication, a test of one year, with a team meeting once in three months, is 

recommended. After a year, a small research or a discussion with the field service engineers can 

address whether a team meeting once in three months is more preferable than a team meeting of once 

in two months. 

Decreasing the frequency of the team meetings is in contradiction with the idea that service engineers 

want to have contact with their colleagues. This idea can be refuted by explanations as the hours the 

service engineers are in a meeting can also be used for work, the information is already in the 

newsletter, and the team meetings or more formal than informal. 

When the test of less frequent team meetings does not turn out to work, another solution may be to 

make the team meetings more informal. This could be done by keeping the team meeting in a special 

meeting room like for instance in a shurgard (a warehouse), or by replacing a team meeting for a 

gathering in a lunchroom. 
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8 Limitations and Further research 

In this last chapter the limitations of the research and the recommendations for further research are 

given. The recommendations for further research are split into recommendation for the literature and 

recommendations for the company. 

8.1 Limitations of the research 

There are several limitations to this research. First, although the sample was limited in size, the 

response rate (67.4%) for a questionnaire was high. Service engineers were willing to fill in the 

questionnaire. This could not prevent that four demographic variables categories were only limitedly 

represented and had to be left out of the analysis. 

Second, the literature foundation. As mentioned in the introduction only very limited articles were 

written about the tested relations. Also, literature that was found researched the relations in other 

industries than the service industry. The lack of literature does not necessarily have to be something 

bad, this lack gives other researchers the opportunity to perform new research. 

Above that, it was not possible to use quantitative results, like for instance the amount of work orders 

per day. In the organization a new planning tool was installed six months prior to the research, and the 

output from this tool was not that trustworthy to include the results in the analysis. Besides that, it was 

also not possible to include a link in the sent questionnaire to link the quantitative data to a 

questionnaire. 

Fourth, the information is received through questionnaires. This way of gathering research was 

chosen, because it was noticed that a lot of service engineers were afraid to give their opinion when it 

was not an anonymous research. The questionnaires were translated from English into Dutch, because 

most of the service engineers are Dutch native speakers who have trouble in reading and 

understanding English. Through the translation little differences can occur in understanding the 

questions. A second limitation for the questionnaires, lies in the way of collecting the data. All 

questionnaires were sent by e-mail. To extend the data it would also be possible to execute several 

interviews. Interviews could address extra information on the thoughts of service engineers. However, 

interviews cost a lot more time and money, and are also not anonymous which was really important 

for the service engineers. Finally, all measures were based on employee’s self-reports. The variables 

of interest all referred to subjective evaluations or attitudes of employees, which makes self-report 

data unavoidable. It all depended on the service engineers personal perception. It is debatable whether 

or not employees can really make a valid estimation. 

Finally, in causal research, which is very complex, a researcher can never be completely certain that 

there are no other, unforeseen, factors influencing the causal relationship. This is because there has to 

be dealt with people’s attitudes and motivations. There are often much deeper psychological 

considerations, that elude the researcher’s grip. 

8.2 Recommendations for further research 

8.2.1 Recommendations for the literature 

The aim of this research was to investigate whether communication aspects (in this research, 

feedback, media, and perceived organizational support) were influencing a field service engineers 

organizational identification, intrinsic motivation, extrinsic motivation, and organization citizenship 

behavior. Research from this perspective had not or only minimally been done. 

The research was divided into three parts which all tried to answer to gaps in the existing literature. 

The first part of the research tried to contribute to the literature by dividing motivation into intrinsic 

and extrinsic motivation. This part also tried to contribute to the contradiction in evidence on the 

relation between intrinsic and extrinsic motivation and organizational citizenship behavior. The 
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second part tried to contribute to literature by filling the gaps in the literature between the 

communication aspects, feedback (positive, negative, and from work), and media (current, wanted, 

and information) and organizational identification, intrinsic motivation, extrinsic motivation, and 

organizational citizenship behavior. Finally, the last part expands the current literature by adding 

information about the demographics type, region, former, and former tenure.  

Chapter 6 shows the answers to these gaps in the literature, closing these gaps completely or partly. 

This research, on its turn, also created new gaps. This research showed that the communication 

aspects were related to organizational identification, intrinsic motivation, and extrinsic motivation. In 

this research only the communication aspects, feedback, media, and perceived organizational support 

were researched. However, communication is a broader concept. Therefore, for further research, other 

communication aspects like verbal and non- verbal communication, top-down and bottom-up 

communication, horizontal and vertical communication, and personalities could be taken into account. 

Second, there were limited relations found between the communication aspects and organizational 

citizenship behavior. This researched relation between the communication aspects and organizational 

citizenship behavior could be a relation that differs through time, thus it may be possible that in ten 

years there will be a significant relationship between the communication aspects and organizational 

citizenship behavior. Another explanation for this gap may be that there will never be a direct relation 

between the communication aspects and organizational citizenship behavior, but there will always be 

an indirect relationship. These are both explanations that could be researched in future research. 

During the research, as well as the analyses, several other ideas turned up that could be of interest and 

worthwhile to investigate more thoroughly. For instance, the influence of storytelling between the 

service engineers could moderate relationships with the communication aspects. By storytelling the 

following is meant: service engineers hear a story at the office, and call a colleague to share it. By 

sharing the story, the service engineer includes his own vision into the story, through which the story 

changes. The service engineer who received the story is in turn telling it to another colleague, which 

in the end may lead to a complete other story. This is often also seen as ‘noise’ in a communication 

process (Shannon & Weaver, 1949). 

Finally, as mentioned earlier, a researcher can never be completely certain that there are no other 

factors influencing the causal relationship. This is because there has to be dealt with people’s attitudes 

and motivations. Therefore, for further research it might be of importance to include other attitudes 

and motivations in the research, like employees attitudes, and leadership styles. 

8.2.2 Recommendations for the company 

One of the several recommendations for future research is improving the sample. This can be done by 

increasing the sample, by extending it with results from other departments, other organizations, and 

results from different industries. By increasing the sample it would be possible that relations between 

variables that are now just not significant, will turn out to be significant or contrary, they turn out to 

be totally not significant. 

Second, for the future it is also recommended to perform more measurement moments. After for 

instance, the implementation of a new program or way of working, it may be nice to know how the 

service engineers are influenced by the implementation. 

Finally, the data could be extended with quantitative data. In this research it was not possible, because 

the quantitative data was not reliable enough. In the future, there will more tests run and the managers 

are more familiar with the system, thus the quantitative data will become more reliable and can be 

used. 
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Appendix I: Questionnaire1 

Verbeteren ondersteuning service medewerkers 
Bedrijfsnaam 

November 2011 

Instructie 

Deze link bevat een vragenlijst voor het verbeteren van de ondersteuning van de service medewerkers. Deze 

vragenlijst is een onderdeel van mijn afstudeeronderzoek voor de master Innovation Management aan de 

Technische Universiteit Eindhoven.  

Graag wil ik uw mening over de werkomstandigheden bij <bedrijfsnaam> weten, om zo uw management een 

advies te geven hoe zij u,  de service medewerkers, beter kunnen ondersteunen en/of aansturen. 

 

Voorafgaand aan het invullen van de vragenlijst wil ik u graag nog wijzen op enkele aandachtspunten: 

 

Het invullen van de vragenlijst zal ongeveer 20 - 25 minuten van uw tijd in beslag nemen. De door u verstrekte 

informatie wordt strikt vertrouwelijk behandeld en anoniem gehouden voor <bedrijfsnaam>. De gegevens 

blijven onder toezicht van de onderzoeker en uitsluitend resultaten op hoofdlijnen zullen met het management 

worden gedeeld. Tevens zullen de resultaten gepresenteerd worden in de team meetings. 

 

Op de volgende pagina start de vragenlijst. Er zijn vragen die op elkaar lijken, dit heeft als doel om een 

nauwkeurig beeld te krijgen van uw mening. Lees de uitspraken goed door. Elke uitspraak bevat een aantal 

antwoordmogelijkheden. De bedoeling is dat u bij elke stelling de antwoordmogelijkheid aanvinkt die voor u het 

meest van toepassing is. Voor het slagen van het onderzoek is het erg belangrijk dat u alle vragen invult. Er 

bestaan geen foute antwoorden, u dient het antwoord te geven dat het meest bij uw mening aansluit. Op het 

einde zult u nog een pagina tegenkomen, waarin ik naar wat achtergrondgegevens vraag. Let u telkens goed op 

de antwoordmogelijkheden, deze kunnen per sectie vragen verschillen. 

Alvast hartelijk dank voor uw medewerking! 

 

Natascha Rouschop 

Studente Innovation Management, TU/e 

 

Begeleiders TU/e: 

Dr. Jeroen Schepers, ITEM, TU/e 

Dr. Tanja Bipp, HPM, TU/e 

 

Als u vragen heeft in verband met het onderzoek, kunt u contact opnemen met mevr. Natascha Rouschop. 

E-mail adres: n.m.l.m.rouschop@student.tue.nl 

  

                                                   
1
 Because of privacy the company name is removed and replaced by <bedrijfsnaam>. Also, names of employees 

are left out and replaced by <naam>. 
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Feedback 

Hieronder wordt gevraagd naar je mening over de feedback die je ontvangt van jou lijnmanger. De lijnmanger 

van regio zuid is <naam>, de lijnmanager van regio west is <naam> en de lijnmanager van regio noord is 

<naam>. Geef bij iedere stelling aan in welke mate u het eens bent met deze uitspraak. Denk hierbij aan de 

afgelopen zes maanden. De antwoordschaal loopt van “Geheel mee oneens” tot “Geheel mee eens”. 

Question 1 
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1. Wanneer mijn lijnmanager mijn prestaties goed 

vindt, geeft hij mij positieve feedback 
1 2 3 4 5 6 7 

2. Mijn lijnmanager vertelt mij wanneer hij denkt 

dat ik mijn tijd goed indeel 
1 2 3 4 5 6 7 

3. Mijn lijnmanager complimenteert me wanneer 

hij denkt dat ik de ‘juiste’ reparatie- en/of 

onderhoudstechnieken gebruik 

1 2 3 4 5 6 7 

4. Mijn lijnmanager laat me weten wanneer hij 

vindt dat ik goede resultaten boek 
1 2 3 4 5 6 7 

5. Wanneer ik een belangrijk ticket goed oplos, 

meldt mijn lijnmanager dat aan mij 
1 2 3 4 5 6 7 

6. Mijn lijnmanager laat weten dat ik goed bezig 

ben, wanneer hij ziet dat ik meer werk doe dan 

verwacht 

1 2 3 4 5 6 7 

7. Wanneer mijn lijnmanager tevreden is met het 

aantal afgehandelde workorders per dag, laat hij 

dat weten 

1 2 3 4 5 6 7 

 

Question 2 
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8. Mijn lijnmanager laat mij weten wanneer 

hij ontevreden is over mijn prestaties 
1 2 3 4 5 6 7 
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9. Wanneer mijn lijnmanager denkt dat ik iets 

verkeerd heb gedaan, dan laat hij mij dat 

weten 

1 2 3 4 5 6 7 

10. Mijn lijnmanager vertelt mij wanneer ik 

niet de ‘juiste’ reparatie- en/of 

onderhoudstechnieken gebruik 

1 2 3 4 5 6 7 

11. Mijn lijnmanager is de eerste die me laat 

weten, wanneer de afhandeling van mijn 

workorders beneden zijn verwachtingen zijn 

1 2 3 4 5 6 7 

12. Wanneer ik mijn afgehandelde aantal 

workorders per dag niet haal, dan uit mijn 

lijnmanager zijn ongenoegen 

1 2 3 4 5 6 7 

13. Wanneer mijn manier van werken niet 

voldoet aan de verwachtingen van mijn 

lijnmanager, dan laat hij mij dit weten 

1 2 3 4 5 6 7 
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14. Mijn werk geeft mij informatie over hoe goed 

ik met mijn werk bezig ben 
1 2 3 4 5 6 7 

15. Door gewoon mijn werk te doen krijg ik de 

mogelijkheid om uit te zoeken hoe goed ik met 

mijn werk bezig ben 

1 2 3 4 5 6 7 

16. Mijn werk geeft me weinig aanwijzingen over 

de goede manier van werken 
1 2 3 4 5 6 7 

Media 

Hieronder volgen 3 uitspraken over de media die gebruikt worden om u van informatie wordt voorzien. De 

media staan aan de linkerkant van de tabel onder elkaar. De vragen staan aan de bovenkant van de tabel, met 

daaronder de antwoord mogelijkheden. Let erop dat elke vraag andere antwoordmogelijkheden heeft. Vul 

telkens op de puntjes het medium in dat aan de linkerkant staat. Kies bij elke uitspraak het antwoord dat het best 

bij u past. Denk hierbij aan de afgelopen zes maanden. 
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Question 4 

Hoe vaak heeft u een … / ontvangt u een …  

M
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 d
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 d
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Team meeting 1 2 3 4 5 6 7 

Telefoontje van manager 1 2 3 4 5 6 7 

Telefoontje van collega 1 2 3 4 5 6 7 

Telefoontje van het Field Control Center (FCC) 1 2 3 4 5 6 7 

Telefoontje van andere afdeling 1 2 3 4 5 6 7 

Nieuwsflits 1 2 3 4 5 6 7 

Persoonlijke email van manager 1 2 3 4 5 6 7 

Persoonlijke email van collega 1 2 3 4 5 6 7 

 

Question 5 

Ik vind de frequentie van het aantal …  
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V
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Team meeting 1 2 3 4 5 

Telefoontje van manager 1 2 3 4 5 

Telefoontje van collega 1 2 3 4 5 

Telefoontje van het Field Control Center (FCC) 1 2 3 4 5 

Telefoontje van andere afdeling 1 2 3 4 5 

Nieuwsflits 1 2 3 4 5 

Persoonlijke email van manager 1 2 3 4 5 

Persoonlijke email van collega 1 2 3 4 5 
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Question 6 

Ik krijg de informatie waar ik naar op zoek ben in 

… / tijdens een …  
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Team meeting 1 2 3 4 5 6 7 

Telefoontje van manager 1 2 3 4 5 6 7 

Telefoontje van collega 1 2 3 4 5 6 7 

Telefoontje van het Field Control Center (FCC) 1 2 3 4 5 6 7 

Telefoontje van andere afdeling 1 2 3 4 5 6 7 

Nieuwsflits 1 2 3 4 5 6 7 

Persoonlijke email van manager 1 2 3 4 5 6 7 

Persoonlijke email van collega 1 2 3 4 5 6 7 

Question 7 

Heeft u nog op- of aanmerkingen of suggesties met betrekking tot de gebruikte media? 

Werken bij <bedrijfsnaam> 

Hieronder staan uitspraken die mogelijke meningen weergeven die u hebt over werken bij <bedrijfsnaam>. Geef 

bij elke uitspraak aan in hoeverre u het eens of oneens bent met de uitspraak. Denk hierbij wederom aan de 

afgelopen zes maanden.  
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1. <bedrijfsnaam> waardeert mijn 

bijdrage aan de organisatie 
1 2 3 4 5 6 7 

2. <bedrijfsnaam> geeft echt om mijn 

welzijn 
1 2 3 4 5 6 7 

3. <bedrijfsnaam> vind mijn algemene 

tevredenheid op het werk belangrijk 
1 2 3 4 5 6 7 
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4. <bedrijfsnaam> is trots op mijn 

prestaties op het werk 
1 2 3 4 5 6 7 

        

Question 9 
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5. <bedrijfsnaam> waardeert geen enkele 

inspanning van mij  
1 2 3 4 5 6 7 

6. <bedrijfsnaam> negeert elke klacht die 

ik doorgeef 
1 2 3 4 5 6 7 

7. Zelfs als ik mijn werk uitmuntend 

deed, zou dat onopgemerkt blijven bij 

<bedrijfsnaam> 

1 2 3 4 5 6 7 

8. <bedrijfsnaam> toont zeer weinig 

aandacht voor mij 
1 2 3 4 5 6 7 

Betrokkenheid bij <bedrijfsnaam> 

Hieronder volgen 6 uitspraken over jou betrokkenheid bij je werkgever <bedrijfsnaam>. 

 

Question 10 
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1. Als iemand <bedrijfsnaam> prijst, voelt dat als een persoonlijk 

compliment 
1 2 3 4 5 

2. Als iemand <bedrijfsnaam> bekritiseert, voelt dat als een 

persoonlijke belediging 
1 2 3 4 5 

3. Ik ben erg geïnteresseerd in wat anderen denken over 

<bedrijfsnaam> 
1 2 3 4 5 

4. Als ik over <bedrijfsnaam> spreek, zeg ik meestal ‘wij’  in 

plaats van ‘zij’ 
1 2 3 4 5 

5. De successen van <bedrijfsnaam>, zie ik als mijn successen 1 2 3 4 5 
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6. Als een verhaal in de media <bedrijfsnaam> bekritiseert, zou 

het me raken 
1 2 3 4 5 

Motivatie 

Geef voor de hieronder staande uitspraken aan in welke mate ze momenteel overeenkomen met een van de 

redenen waarom u deze baan uitvoert. 

 

Question 11 
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1. Ik doe dit werk, omdat ik erg van dit werk geniet 1 2 3 4 5 6 7 

2. Ik doe dit werk, voor de momenten van plezier 

die dit werk mij brengen  
1 2 3 4 5 6 7 

3. Ik doe dit werk, omdat ik plezier heb in mijn 

werk 
1 2 3 4 5 6 7 
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4. Ik doe dit werk, omdat dit werk mij een bepaalde 

levensstandaard biedt 
1 2 3 4 5 6 7 

5. Ik doe dit werk, omdat het me in staat stelt geld 

te verdienen 
1 2 3 4 5 6 7 

6. Ik doe dit werk, voor het salaris 1 2 3 4 5 6 7 
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7. Ik doe dit werk, omdat ik de beste moet zijn in 

mijn werk, ik moet een ‘winnaar’ zijn 
1 2 3 4 5 6 7 

8. Ik doe dit werk, omdat mijn werk mijn leven is 

en ik niet wil falen 
1 2 3 4 5 6 7 

9. Ik doe dit werk, omdat mijn reputatie ervan 

afhangt 
1 2 3 4 5 6 7 
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Question 14 
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10. Ik heb dit werk gekozen, omdat het me in 

staat stelt mijn levensdoelen te bereiken 
1 2 3 4 5 6 7 

11. Ik heb dit werk gekozen, omdat dit werk mijn 

carrièreplannen vervult 
1 2 3 4 5 6 7 

12. Ik heb dit werk gekozen, omdat dit werk past 

bij mijn persoonlijke waarden 
1 2 3 4 5 6 7 

Uw prestaties 

Hieronder wordt gevraagd naar uw eigen mening over uw werkzaamheden en hoe u zelf presteert. Denk bij het 

beantwoorden van de uitspraken aan de afgelopen zes maanden.  

 

Question 14 

G
eh

ee
l 

m
ee

 

o
n

ee
n

s 

M
ee

 o
n

ee
n

s 

N
ie

t 
m

ee
 e

en
s 

en
 

n
ie

t 
m

ee
 o

n
ee

n
s 

M
ee

 e
en

s 

G
eh

ee
l 

m
ee

 e
en

s 

1. Ik help collega's die afwezig zijn geweest 1 2 3 4 5 

2. Ik help collega's die een zware werkdruk hebben 1 2 3 4 5 

3. Ik assisteer mijn leidinggevende met zijn of haar werk zonder 

dat dit gevraagd is 
1 2 3 4 5 

4. Ik maak tijd om naar de problemen en zorgen van mijn 

collega's te luisteren 
1 2 3 4 5 

5. Ik pas mijn werkzaamheden aan om nieuwe collega's te helpen 1 2 3 4 5 

6. Ik toon persoonlijke interesse in mijn collega's 1 2 3 4 5 

7. Ik geef informatie door aan mijn collega's 1 2 3 4 5 
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Question 16 
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8. Ik volbreng mijn opgedragen werkzaamheden op een adequate 

manier 
1 2 3 4 5 

9. Ik accepteer de verantwoordelijkheden die bij mijn functie 

horen 
1 2 3 4 5 

10. Ik voer de werkzaamheden uit die van mij worden verwacht 1 2 3 4 5 

11. Ik voldoe aan de formele prestatievereisten van mijn functie 1 2 3 4 5 

12. Ik onderneem activiteiten die direct invloed hebben op mijn 

beoordeling 
1 2 3 4 5 

13. Ik verwaarloos aspecten van mijn functie die belangrijk zijn 1 2 3 4 5 

14. Ik slaag er niet in essentiële werkzaamheden uit te voeren 1 2 3 4 5 

Verhalen 

Hieronder volgen 5 uitspraken over de verhalen die verteld worden binnen <bedrijfsnaam> en hoe daarmee 

omgegaan wordt.  
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1. De verhalen die ik van mijn collega’s 

hoor, zijn dezelfde verhalen als die ik van 

mijn manager hoor 

1 2 3 4 5 6 7 

2. Ik hoor een verhaal eerder van mijn 

collega dan van mijn manager 
1 2 3 4 5 6 7 

3. Een verhaal dat mijn collega vertelt is 

100% waarheid 
1 2 3 4 5 6 7 

4. Ik vertel verhalen die ik hoor op kantoor 

door aan mijn collega’s 
1 2 3 4 5 6 7 

5. Ik check verhalen die ik hoor op kantoor 

eerst bij mijn manager 
1 2 3 4 5 6 7 
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Achtergrond gegevens 

Hieronder volgt een aantal vragen over uw achtergrond. 

Question 18 

Wat is uw leeftijd? 

□ 18 – 26 jaar 

□ 27 – 36 jaar 

□ 37 – 46 jaar 

□ 47 – 56 jaar 

□ 57 – 65 jaar 

Question 19 

In welke regio bent u werkzaam? 

□ Zuid 

□ West 

□ Noord 

Question 20 

Welke type engineer bent u? 

□ Site engineer 

□ Radio engineer 

□ Preventive maintenance engineer 

□ SLS engineer 

Question 21 

Hoeveel jaar bent u werkzaam bij 

<bedrijfsnaam>? 

□ 0 – 1 jaar 

□ 1 – 2 jaar 

□ 2 – 3 jaar 

□ 3 – 4 jaar 

□ 4 – 5 jaar 

Question 22 

Wie was u vorige werkgever? 

□ KPN 

□ Vodafone 

□ T-Mobile / Orange 

□ Ericsson 

□ Anders, nl ...................... 

Question 23 

Hoeveel jaar was u werkzaam bij uw 

vorige werkgever? 

□ 1 – 5 jaar 

□ 5 – 10 jaar 

□ 10 – 15 jaar 
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□ Langer dan 15 jaar 

Op- of aanmerkingen 

Voordat u op finish klikt had ik graag nog wat meer informatie over wat je van de vragenlijst vond. Indien u nog 

op- of aanmerkingen of suggesties hebt kunt u die hieronder invullen. 

 

Hartelijk bedankt voor u tijd en het invullen van de vragenlijst. 

 

Question 24 

Hoe vond je het om deel te nemen aan deze enquête? 

□ Zeer aangenaam 

□ Aangenaam 

□ Redelijk aangenaam 

□ Vervelend 

Question 25 

Hoe interessant vond u de enquête? 

□ Zeer interessant 

□ Interessant 

□ Niet interessant 

□ Helemaal niet interessant 

Question 26 

Waren de vragen duidelijk? 

□ Zeer duidelijk 

□ Duidelijk 

□ Onduidelijk 

□ Zeer onduidelijk 

Question 27 

Wat vond je van de lengte van het onderzoek? 

□ Veel te lang 

□ Te lang 

□ Precies goed 

□ Te kort 

□ Veel te kort 

Question 28 

Heeft u nog op- of aanmerkingen of suggesties? Vul dan het kader hieronder in. Waar mogelijk zal ik uw 

opmerkingen, aanmerkingen en/of suggesties toepassen. 
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Appendix II: Cronbach’s alpha and Likert scales 
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Appendix III: Demographic variables _ Variables 

Feedback 

Table 17 shows the means per demographic variable for the subscales positive feedback, negative 

feedback, and feedback from work. 

 

Table 17: Demographic variables for feedback 

Region. In table 17 it can be seen that service engineers in the south show the highest mean on 

positive and negative feedback, whereas region north shows the lowest means. The means for the 

subscale feedback from work only show minimal differences.  

Type. Site engineers score the lowest on all feedback subscales. Preventative engineers score the 

highest on positive and negative feedback, whereas radio engineers score the highest in feedback from 

work, but the difference with preventative engineers is minimal. 

Age. Service engineers in the age of 37 to 46 show the highest mean on positive feedback, the 

difference between the other two options is small. For negative feedback, service engineers in the age 

of 18 to 36 years show the lowest mean, whereas the mean of the other two options is about the same. 

The opposite can be noticed with the variable feedback from work, where service engineers in the age 

of 18 to 36 years show the highest mean and again the mean of the other two options is about the 

same. 

Tenure. Service engineers with a tenure of 3 to 4 years show the lowest mean on all feedback 

subscales. Whereas service engineers with a tenure longer than 15 years score the highest mean on 

positive feedback and feedback from work. 

Former. Service engineers who formerly worked for Vodafone score the lowest on positive feedback, 

and engineers who formerly worked for T-Mobile / Orange scored the highest on positive feedback. 

The same counts for negative feedback, although the lowest mean is shared with service engineers 

who formerly worked for other companies. Feedback from work shows the lowest mean for service 

engineers who formerly worked for T-Mobile / Orange, and other companies the highest mean.  

Former tenure. Service engineers who worked for 5 to 10 years with their former company scored 

the highest mean on positive and negative feedback, but the lowest mean on feedback from work. The 

lowest mean on positive feedback can be seen with service engineers with a former tenure longer than 

15 years. Service engineers with a tenure of 10 to 15 years show the lowest mean on negative 

feedback, and the highest mean on feedback from work. 



 

 

 65 

 

Perceived organizational support 

 

Table 18: Demographic variables for perceived organizational support 

Region.  Results show that service engineers in the south show the highest mean on perceived 

organizational support, whereas service engineers from the west show the lowest mean, see table 18. 

Type. A bigger difference can be seen between the radio and preventative engineers, who respectively 

show the lowest and highest means.  

Age. The demographic variable age doesn’t show any differences between the means.  

Tenure. Service engineers with a tenure of 0 to 3 years show the highest mean on perceived 

organizational support. A tenure longer than 5 years scores the lowest mean, although the difference 

with the other two tenure means is minimal. 

Former. Table 18 shows that service engineers who formerly worked for Vodafone and T-

mobile/Orange have the lowest mean on perceived organizational support, and service engineers who 

formerly worked for other companies have the highest mean.  

Former tenure. Service engineers with a former tenure longer than 15 years show the highest mean 

in perceived organizational support, whereas engineers with a former tenure of 10 to 15 years show 

the lowest mean.  

Motivation 

Motivation was measured by an intrinsic motivation subscale and an extrinsic motivation subscale.

 

Table 19: Demographic variables for motivation 
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Region. The differences for intrinsic and extrinsic motivation between the different regions is 

maximally 0.3. Service engineers in the region north show the lowest mean on both types of 

motivation, whereas service engineers in the west show the highest mean on intrinsic motivation and 

region south shows the highest mean in extrinsic motivation. 

Type. Table 19 shows that preventative engineers show the highest mean on intrinsic motivation and 

site and radio engineers show a lower mean. For extrinsic motivation all types of engineers show a 

mean that is approximately the same.   

Age. Service engineers in the age of 18 to 36 show the highest mean on both intrinsic as well as 

extrinsic motivation. Engineers in the age of 47 to 56 show the lowest mean on intrinsic motivation, 

and engineers in the age of 37 to 46 years show the lowest mean on extrinsic motivation. 

Tenure. In table 19 it can be seen that service engineers with a tenure of 0 to 3 years, but also 

engineers with a tenure longer than 5 years show the highest means on both types of motivation. 

Service engineers with a tenure of 3 to 4 years show the lowest mean. 

Former. On intrinsic motivation show engineers who have worked for Vodafone the lowest mean, 

whereas service engineers who have worked for other companies show the highest mean. For extrinsic 

motivation, service engineers who have worked for KPN and Vodafone show the lowest mean, and 

engineers who have worked for T-Mobile/Orange and other companies show the highest mean.  

Former tenure. Service engineers who have worked 5 to 10 years with their former company show 

the highest mean on both extrinsic as well as extrinsic motivation. Intrinsic motivation shows the 

lowest mean for engineers who have worked longer than 15 years with their former company, 

whereas service engineers who have worked 10 to 15 years for their former company score the lowest 

on extrinsic motivation.  

Organizational identification 

 

Table 20: Demographic variables for organizational identification 

Region. Region north shows the lowest mean for organizational identification. The mean for the 

region north and south are approximately the same.  

Type. Preventative engineers show the highest mean on organizational identification, whereas site 

engineers show the lowest mean. 

Age. The mean for organizational identification decreases as service engineers become older. 

Tenure. The highest means are shown for service engineers with a tenure of 0 to 3 years and a tenure 

longer than 5 years. Service engineers with a tenure of 3 to 4 years show the lowest mean.  
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Former. Service engineers who have worked for other companies show the highest mean for 

organizational identification. Service engineers who formerly worked for Vodafone identify 

themselves the lowest with the organization.  

Former tenure. The differences in the variable former tenure are only really tiny.  

Performance 

Performance was measured by the subscales organizational citizenship behavior and in-role behavior.  

 

Table 21: Demographic variables for performance 

Region. Region west shows the highest mean on organizational citizenship behavior. The means for 

the other two regions are about the same. Looking to in-role behavior, region south shows the highest 

mean, and region west shows the lowest mean.  

Type. Table 21 shows that site engineers have the highest mean on organizational citizenship 

behavior and in-role behavior, whereas radio engineers have the lowest mean on both performance 

subscales. 

Age. Service engineers in the age of 47 to 56 show the lowest mean on organizational citizenship 

behaviors. Service engineers in another age category show a mean that is about the same. For in-role 

behavior, service engineers in the age of 18 to 36 show the highest mean, whereas engineers in the 

age of 37 to 46 score the lowest mean.  

Tenure. Service engineers with a tenure of 4 to 5 years, but also service engineers with a tenure 

longer than 5 years, show the highest mean for both organizational citizenship behavior as well as in-

role behavior. The lowest means for both subscales can be seen with service engineers with a tenure 

of 3 to 4 years. 

Former. Engineers who formerly worked for T-Mobile/Orange show the highest means on both 

subscales. The lowest means for organizational citizenship behavior are shown by service engineers 

who formerly worked for KPN and Vodafone, and the lowest means for in-role behavior are shown by 

service engineers who formerly worked for Vodafone and other companies. 

Former tenure. The means for organizational citizenship behavior decrease as a service engineers 

former tenure becomes longer. Table 21 also shows that service engineers who have a tenure of 5 to 

10 years with their former company show the highest mean, whereas engineers who have a tenure of 

10 to 15 years with their former company show the lowest mean. 
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Appendix IV: Demographic variables _ Current frequency x wanted 

frequency 

The media is divided into 4 blocks: team meeting, telephone calls, newsletter, and e-mail. 

Team meeting 

 

Table 22: Demographic variables for current frequency x wanted frequency: Team meeting 

Region. All regions find the frequency of team meetings too few, from which the region west shows 

the lowest mean.  

Type. Radio engineers and preventative engineers find the frequency of the team meetings too few, 

also the site engineers find it too low, but the mean is much higher.  

Age. Table 22 shows that the means for de demographic variable age all indicate means that represent 

too few team meetings. Where, service engineers in the age of 37 to 46 show the lowest mean and 

service engineers in the age of 47 to 56 show the highest mean. 

Tenure. Service engineers with a tenure of 4 to 5 years show the lowest mean for a team meeting. 

The other means are all in the same range.  

Former. Service engineers who formerly worked for T-Mobile/Orange least satisfied with the current 

frequency of their team meetings, whereas engineers from other organizations are the most satisfied. 

Former tenure. A former tenure of 10 to 15 years shows the lowest mean for team meetings, where 

service engineers with a former tenure of 5 to 10 years show the highest mean, although still too few.  

Telephone calls 

 

Table 23: Demographic variables for current frequency x wanted frequency: Telephone calls 
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Table 23 (continued): Demographic variables for current frequency x wanted frequency: Telephone calls 

Region. All regions find the frequency of the telephone calls from a manager too few, from which 

region west shows the lowest mean and region south the highest. Telephone calls from a colleague are 

all around 0, indicating that the frequency is okay. Region west shows the lowest mean on telephone 

calls from the FCC, whereas the other to region seems to find the frequency all right. For telephone 

calls from other departments region west shows the highest mean, and region north the lowest, but all 

regions find the frequency too few. 

Type. Again the frequency of telephone calls from colleagues is okay, see table 23. Also the 

frequency of telephone calls from the FCC is okay, except for preventative engineers, who find it too 

few. Telephone calls from the manager show a slightly too often for the site engineers, whereas the 

preventative engineers show a frequency they find too few. Telephone calls are exactly good for site 

engineers, whereas radio and preventative engineers find it too few.  

Age. Service engineers in the age of 18 to 36 years show the lowest means on all telephone calls. 

Service engineers in the age of 47 to 56 score the highest on telephone calls from the manager, 

although they find it still too few. For the other three telephone calls, engineers in the age of 37 to 46 

years show the highest mean. Telephone calls from a colleague are again seen as okay. 

Tenure. Table 23 shows that service engineers with a tenure of 4 to 5 years and a tenure longer than 5 

years show the highest means for telephone calls from managers. The means for telephone calls from 

a colleague are all okay, however service engineers with a tenure of 0 to 3 years find the frequency 

slightly too often. Telephone calls from the FCC show the lowest mean on service engineers with a 

tenure of 0 to 3 years, and the highest mean on service engineer with a tenure of 4 to 5 years. Finally, 

service engineers with a tenure of 0 to 3 years show the lowest mean on telephone calls from other 

departments, whereas engineers with a tenure longer than 5 years show the highest mean. 

Former. Most of the means for the frequency of all telephone calls seem to be all right. However, 

service engineers who formerly worked for KPN and other companies seem to find the frequency of a 

telephone call from a manager too few. Also, service engineers who formerly worked for other 

companies find the frequency of telephone calls from the FCC too few, and the frequency of 

telephone calls from other departments seems to be too few for service engineers who formerly 

worked for T-Mobile / Orange and other companies. 

Former tenure. Service engineers with a former tenure of 10 to 15 years show a real low mean on 

telephone calls from a manager. Telephone calls from a colleague seem to be okay. For telephone 

calls from the FCC and telephone calls from other departments, service engineers with a former 

tenure of 5 to 10 years show the lowest mean (frequency is too few), and service engineers with a 

former tenure longer than 15 years show the highest mean (frequency is okay). 
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Newsletter 

 

Table 24: Demographic variables for current frequency x wanted frequency: Newsletter 

Region. Table 24 shows that region west shows the highest mean and region north the lowest mean. 

All means are slightly on the too often side. 

Type. The frequency of the newsletter seems to be all right for almost all types of service engineers, 

except for the radio engineers, who find the frequency slightly too often. 

Age. Again, the frequency of the newsletter seems to be all right for almost all different age 

categories, except for the service engineers in the age of 37 to 46 years, who find the frequency 

slightly too often. 

Tenure. The frequency of the newsletter shows an increasing mean, as the tenure of the service 

engineers increases.  

Former. The different former categories show that the engineers find the frequency of the newsletter 

slightly too often. Service engineers who formerly worked for Vodafone and T-Mobile / Orange show 

the highest mean.  

Former tenure. Table 24 shows that service engineers with a former tenure of 10 to 15 years show 

the highest mean, and service engineers with a former tenure longer than 15 years show the lowest 

mean. Although all means are all slightly too often.  

E-mails 

 

Table 25: Demographic variables for current frequency x wanted frequency: E-mails 
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Region. The frequency of the e-mails from manager seems to be too few for all regions, where region 

south shows the highest mean and region west the lowest. The frequency of the e-mails from a 

colleague seem to be all right. 

Type. Preventative engineers show the lowest means on both e-mail media. For the e-mails from the 

manager all types of engineers seem too find it slightly to few, whereas for the e-mails from a 

colleague site engineers and radio engineers seem to find the frequency okay. 

Age. E-mails from a manager show the lowest mean (too few) on service engineers in the age of 18 to 

36 years and the highest mean on service engineers in the age of 47 to 56 years (still too few). E-mails 

from a colleague also show the lowest mean on service engineers in the age of 18 to 36 years, whereas 

the other age categories seem to find the frequency okay. 

Tenure. Table 25 shows that the frequency for e-mails from a colleague seem to be all right. For the 

e-mails from a manager, service engineers in the age of 3 to 4 years seem to find the frequency okay, 

whereas the other age categories seem to find the frequency slightly too few. 

Former. For the e-mails from a colleague, service engineers who formerly worked for other 

companies seem to find the frequency too few, whereas service engineers who formerly worked for 

KPN, Vodafone, and T-Mobile / Orange seem to find the frequency okay. The frequency for an e-mail 

from a manager is too few for all categories, but the mean for other companies is remarkably higher. 

Former tenure. Again, the frequency for the e-mails from a colleague seem to be okay. The 

frequency for the e-mails from a manager are also again slightly too few, with the lowest mean for 

service engineers with a former tenure of 10 to 15 years, and the highest mean for service engineers 

with a former tenure longer than 15 years. 
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Appendix V: Demographic variables _ Information 

Just as with the current frequency times wanted frequency, the media for information are divided into 

the same four blocks: team meeting, telephone calls, newsletter, and e-mails. 

Team meeting 

 

Table 26: Demographic variables for information: Team meeting 

Region. Region west shows the highest mean on information in a meeting, whereas region south 

shows the lowest. However, the means are not that high, indicating that service engineers feel they 

don’t receive the right information during a team meeting.  

Type. Table 26 shows that preventative engineers show the highest mean on receiving information 

during a team meeting, and radio engineers show the lowest mean.  

Age. The difference in means is not that big for the demographic variable age. There is a minimal 

difference between service engineers in the age of 37 to 46 and service engineers in the age of 18 to 

36, who respectively show the lowest and highest mean. 

Tenure. Again, the difference in means is not so big for the tenure of service engineers. Service 

engineers with a tenure of 3 to 4 years show the lowest mean, and service engineers in the age of 0 to 

3 show the highest mean. 

Former. Service engineers who formerly worked for KPN and T-Mobile / Orange show the lowest 

mean, and service engineers who formerly worked for Vodafone and other companies show the 

highest mean. 

Former tenure. The difference between the former tenure means is minimal, where service 

engineers with a former tenure of 10 to 15 years show the highest mean. 

Telephone calls 

 

Table 27: Demographic variables for information: Telephone calls 
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Table 27 (continued) : Demographic variables for information: Telephone calls 

Region. From all the means with all the different telephone media, the lowest means are shown with a 

telephone call from a manager. Region north shows the lowest mean on receiving information from a 

telephone call from a manager, whereas region west shows the highest mean. Telephone call from a 

colleague again shows the lowest mean in region north, but now the highest mean is shown by region 

south. The lowest mean for telephone call from FCC is shown for region south, whereas region west 

and north show the same mean. Region north shows the lowest mean for telephone call from another 

department, whereas region south shows the highest mean. 

Type. Site engineers show the lowest mean on telephone calls from a manager, whereas preventative 

engineers show the highest mean. With telephone calls from a colleague Radio engineers show the 

highest mean and preventative engineers the lowest mean. For telephone calls from the FCC, radio 

engineers show the lowest mean, and the other types show a almost equal mean. Preventative 

engineers show the lowest mean on telephone calls from other departments, whereas site engineers 

show the highest mean.  

Age. Table 27 shows that engineers in the age of 18 to 36 show the highest mean on telephone call 

from a manager, whereas service engineers in the age of 47 to 56 show the lowest mean. In the 

opposite, for all other telephone calls (from a colleague, from the FCC, and from other departments), 

service engineers in the age of 18 to 16 show the lowest mean, and service engineers in the age of 47 

to  56 show the highest mean. A higher mean indicates that for that type of media the service 

engineers receive more of the information they want to receive. 

Tenure. Service engineers with a tenure of 0 to 3 years show the highest mean for a telephone call 

from the manager, a telephone call from the FCC and a telephone call from other departments. 

Telephone call from the manager shows the lowest mean for service engineers with a tenure of 3 to 4 

years and 4 to 5 years. Telephone call from the FCC and telephone call from another department show 

the lowest mean on service engineers with a tenure longer than 5 years. The means for a telephone 

call from a colleague are all about the same.  

Former. Service engineers who formerly worked for KPN show the lowest mean on telephone call 

from the manager, whereas engineers who formerly worked for Vodafone show the highest mean. The 

opposite is happening for a telephone call from a colleague, where service engineers who formerly 

worked for KPN show the highest mean and service engineers who formerly worked for Vodafone 

show the lowest mean. For a telephone call from the FCC and a telephone call from other 

departments, engineers who formerly worked for Vodafone show the lowest mean, and engineers who 

formerly worked for other companies show the highest mean. 

Former tenure. Service engineers with a former tenure of 5 to 10 years show the highest means on 

telephone calls from the manager, telephone calls from the FCC, and telephone calls from other 

departments. These three media show respectively the lowest mean on service engineers with a former 

tenure of longer than 5 years, 10 to 15 years, and again 10 to 15 years. The opposite is the case for 

telephone call from a colleague, where service engineers with a former tenure of 5 to 10 years show 

the lowest mean, and service engineers with a former tenure of 10 to 15 years or longer than years, 

show the same, higher mean.  
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Newsletter 

 

Table 28: Demographic variables for information: Newsletter 

Region. Table 28 shows that engineers in the region west receive the lowest information from a 

newsletter, and the service engineers in the region north receive the highest information. 

Type. Preventative engineers show the lowest mean on receiving information from a newsletter, and 

site engineers show the highest mean. 

Age. Service engineers in the age of 37 to 46 show the lowest mean on receiving information in a 

newsletter, whereas engineers in the age of 47 to 56 years show the lowest mean. 

Tenure. Service engineers with the shortest tenure (o to 3 years) and service engineers with the 

longest tenure (longer than 5 years) show the lowest mean, and service engineers with the 

intermediate tenures (3 to 4 years and 4 to 5 years) show the highest mean. 

Former. Service engineers who formerly worked for Vodafone show the lowest mean on information 

from a newsletter. The highest mean are shown by service engineers who have worked for other 

companies. 

Former tenure. The lowest mean for former tenure is shown by engineer with a former tenure of 10 

to 15 years. The other categories show about the same mean. 

E-mails 

 

Table 29: Demographic variables for information: E-mails 

Region. The differences in means for receiving information from an e-mails from the manager are 

only little between the different regions. E-mails from a colleague show the lowest mean on region 

north and the highest in region south. 
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Type. As table 29shows, e-mails from a manager shows the lowest mean on site engineers, and the 

highest mean on preventative engineers. E-mails from a colleague shows the lowest mean on 

preventative, whereas radio engineers how the highest mean. 

Age. For both e-mails from manager and e-mails from colleague, service engineers in the age of 47 to 

56 years show the highest mean. The lowest mean for e-mails from manager is shown by engineers in 

the age of 37 to 46 years, and the lowest mean for e-mails from colleague is shown by service 

engineers in the age of 18 to 36 years. 

Tenure. The lowest mean for e-mails from a managers is shown by service engineers with a tenure of 

3 to 4 years or longer than 5 years, whereas service engineers in the age of 0 to 3 years show the 

highest mean. Also, for e-mails from colleague, service engineers with a tenure of 0 to 3 years show 

the highest mean. The highest mean for a e-mails from a colleague is shared by engineers with a 

tenure of 4 to 5 years, and longer than 5 years. 

Former. Table 29 shows that both e-mails from manager as well as e-mails from a colleague, show 

the lowest mean with engineers who formerly worked for Vodafone. However, for e-mails from 

manager the highest mean is shown by T-Mobile / Orange, and the highest mean for e-mail from 

colleague is shown by service engineers who worked for other companies. 

Former tenure. Service engineers with a former tenure longer than 15 years show the highest mean 

on both e-mail media. With e-mails from a manager the lowest mean is shown by service engineers 

with a former tenure of 10 to 15 years, and with e-mails from a colleague the lowest mean is shown 

by service engineers with a former tenure of 5 to 10 years. 
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