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ABSTRACT 
Having high employee loyalty is something which most organisation strive to obtain. Not 

only because of the morals of it, but also because of the fact that high levels of employee 

loyalty have been proven in many studies to increase operational performance. However, 

the literature on the concept provides many different definitions on it, and also suggest 

many different factors that affect how loyal an employee feels towards their 

organisations. The studies conducted previously on the topic has mainly been quantitative 

studies researching the connection between levels of loyalty and performance, and at 

specific companies or industries. As soon to be newly graduated students, the authors of 

this study also found the lack of comparison between people with different working 

experience interesting. Due to these reasons, the purpose of this study was to dig deeper 

into the concept of employee loyalty, how it is defined and which factors that affect the 

level of loyalty an employee feels towards an organisation. The sub-purposes of this study 

involve comparing one group of people with 1-3 years of working experience to another 

group with more than 15 years of working experience. The research question that was 

developed to be answered in this thesis is as follows: How does the view upon employee 

loyalty and the factors affecting it differ between people whom have been working for 

more than 15 years versus 1-3 years?  

In order to answer the research questions and fulfil the purpose, a comparative qualitative 

study was conducted through semi-structured interviews. In line with some previous 

studies, the Social Identity theory and the Social Exchange theory were used in order to 

explain the factors affecting employee loyalty. The first focuses upon the level of 

identification the respondents feel towards different components of the organisation, 

while the other focuses on factors of exchange between the organisation and its 

employees. These theories, and theories connected to what employee loyalty is, was used 

in order to develop a conceptual model which served as a foundation for the data 

collection, empirical findings, and the analysis. 

The empirical findings of this thesis showed that while some definitions of employee 

loyalty and the factors which are affecting it are similar between the groups, there were 

also some differences. Employee loyalty was defined by most as someone whom has a 

behaviour and attitude which is positive, does what is expected from them and whom 

represents the company in a good manner. The difference between the groups regarding 

employee loyalty were that the group with more experience seem to have higher demand 

to classify someone as a loyal employee than the group with less experience has. 

Moreover, the most evident difference of what affects employee loyalty was that the 

factor competence development was by far most important for the groups with less 

experience, while a responsive organisation was what the group with more experience 

found important in order to keep employees loyal. 

Conclusions drawn from this study is that “softer” factors like the relationship’s 

employees have between each other, the organisational culture, and sense of opportunity 

for personal growth seem to be far more important for employees than physical benefits. 

Furthermore, there seem to be some differences regarding employee loyalty between 

groups with different levels of working experience which is why this thesis recommends 

organisations to be responsive to its employees’ needs and adapt their management to all 

employees. 

Keywords: Employee loyalty, Social Identity Theory, Social Exchange Theory  
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1. INTRODUCTION  

In this introductory chapter the problem background will firstly be presented. That is, 

what makes the topic of this thesis relevant and interesting for the business administration 

area. After that, the knowledge gap on the topic will be discussed followed by the research 

question and purpose of this study. Furthermore, this chapter will present the reason 

behind the choice of the subject and the preconceptions connected to it, followed by the 

delimitations made in this study. Lastly, the structure for the rest of the thesis will be 

presented and visualized. 

 

1.1. Problem Background  
For any organisation the employment process is essential for finding the right person for 

the right job in order for the organisation to be successful. The cost of hiring the “wrong” 

person is estimated to be between 700,000-1,000,000 SEK (Poolia, 2016), meaning that 

it is not only essential to find the person with the right competence, but also to find 

someone who is loyal towards the organisation. This because if the employee does not 

stay loyal to the organisation, it will create a need for going through the hiring process 

again. Furthermore, if an employee would be disloyal towards the organisation, many 

other costs can come with it, like the loss of revenue or legal costs depending on the 

behaviour of that employee. In order for organisations to limit the possibility of disloyal 

employees, the first step is to firstly know what employee loyalty is, and also to know 

what affects the level of loyalty their employees have. As will be discussed in the 

knowledge gap, there is no universal definition of employee loyalty which means that 

different people might have different ideas when an employee is loyal and not. In order 

for especially the human resource management to be able to create an environment where 

employees are loyal, there is a need to investigate how different people define employee 

loyalty in order to know how to positively affect it.  

 

According to literature, employee loyalty can be defined in many different ways. Bloemer 

and Schröder (2006) for example uses variables like; word-of-moth, complaining, 

intention to stay, and benefit insensitivity to explain the level of employee loyalty. Factors 

which typically can affect the level of loyalty among employees are solidarity, 

organisational culture and values, career opportunities, wages, and competence 

development opportunities. It is not only employee loyalty which can be defined in 

different ways, loyalty itself can mean different things to different people. It can mean to 

be loyal towards a thing (Royce, 1995, cited in Arvidson & Axelsson, 2014, p. 56), being 

devoted to someone or something (Arvidson & Axelsson, 2014), to make self-sacrifice in 

favour of someone/-thing else (Haidin, 2005; Elegido, 2013), or it can mean to identify 

with a certain group either in society or within an organisation (Rosana & Velillas, 2003). 

It is therefore important for an organisation to realise that different people see loyalty in 

different ways, in order for them to manage employee loyalty in an appropriate way.  

 

Furthermore, is there a difference in which factors that are important in regard to 

employee loyalty depending on the level of work experience people have? Are the factors 

mentioned earlier as relevant for people whom have recently graduate as for people whom 

have been working for a longer time? Many have probably heard people with different 

working experience discuss how people with less experience behave and what is 
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important for them, but is it true? Does younger people care more about salary? Or do 

they care more about the organisational culture than people whom have been working 

longer? Or is there no difference at all? In order for organisations to be able to focus on 

the right factors when trying to increase employee satisfaction and loyalty it is important 

to know whether these factors differ between different groups of people, or if they are 

individual to the person.  

 

The effect of employee loyalty on operational performance has been studied at many 

occasions, mostly in quantitative studies. Most studies show a positive relationship 

between the level of loyalty and the performance of a business, which a literature review 

by Guillon and Cezanne (2014) showed us. The fact that performance increases with the 

level of loyalty can by many feels like a given, but the factors which increases employee 

loyalty might not be as clear. This might be because they are individual to the person, that 

different groups of people feel loyal to different aspects of the business, and that different 

groups of people value different things. This is the reason for why there is a need to dig 

deeper into the concept of employee loyalty, which this thesis will do.  

 

What affects an employees’ level of loyalty towards an organisation could be explained 

by the Social Identity Theory (SIT) and the Social Exchange Theory (SET). The first 

theory explains that the more an individual identifies with the organisation, the more 

motivated, committed, and thereby loyal the employee will be (Tyler, 2001, p. 154-155). 

Factors which affect the level of identification with the organisation can for example be 

the match in values and norms the organisation has with the individual. Depending on 

what a person identifies with, there are different factors which a business should focus on 

to increase the level of employee loyalty. For example, if a person identifies with the 

people which they work with, it could be beneficial to make sure that the group stays 

strong together. But, if the person identifies more strongly with the leader of the 

organisation, it could be more important to focus on developing the leadership skills of 

the managers of the organisation.  

 

The Social Exchange Theory implies that when an individual feel that there is a positive 

exchange between the organisation and the individual, the employee will be more loyal 

to the organisation. This positive exchange can entail physical benefits like wages, 

promotions and bonuses but also exchanges between the leaders of the organisation and 

the employee, like trust, faithfulness, and loyalty (Tyler, 2001, p. 154-155). These 

theories have been connected to employee loyalty by other researchers, for example in 

the study by Tseng and Wu (2017) who study the relationship between employee loyalty 

and ethical leadership.   

 

As will be discussed further later on in this introductory chapter, there is a gap in the 

amount of research conducted on employee loyalty. As has been stated, the definition of 

the concept varies, and the factors which has the most effect on it has not been fully 

researched either. We find the concept essential for the human resource management of 

companies to know more about in order to be able to meet the expectations of their 

employees. Therefore, this thesis will attempt to increase the awareness of the concept 

and its meanings for organisations and its employees.  
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1.2. Knowledge Gap 
As argued by Guillon and Cezanne (2014, p. 845), the concept of employee loyalty has 

been given many different definitions. Therefore, they see a need for further research 

looking into both the definition of the concept as well as the indicators showing loyalty 

in employees. Tomic et al. (2018) highlight in their study the importance of the positive 

relationship between employee loyalty and company performance, indicating a need to 

study ways to improve loyalty in employees. In the study by Bloemer and Schröder 

(2008), the importance of studying employee loyalty is also highlighted since this concept 

is important for both creating loyal customers and increasing organisational performance. 

With the agreement of loyal employees being an important factor for increasing 

organisational performance, more studies have been conducted with the aim of 

investigating factors impacting employee loyalty. Tseng and Wu (2017) are in their study 

focusing on factors such as ethical leadership and organisational identification and 

therefore suggests future studies to look into other factors which could have an impact on 

employees being loyal or not. 

 

When looking through existing literature, such as the articles used in the review, you can 

see that there is a need for further research within the area of employee loyalty. Even 

though previous research has both looked into the definition and factors impacting this 

concept, most of them argue that because of the broadness of the concept, the area is not 

yet fully saturated. When comparing the research used in the review, you can see that 

most of previous research about employee loyalty has been conducted using a quantitative 

method. This means that a qualitative method looking further into the concept of loyal 

employees is both relevant and relatively unexplored. Therefore, with this qualitative 

study aiming at investigating both the definition of employee loyalty and factors 

impacting it, there is a clear contribution to existing research and further closing of the 

gap of areas not fully explored. 

 

Furthermore, we have not found any articles investigating whether there is a difference 

in which factors that are most important to people of different levels of working 

experience.  

 

1.3. Research Question 
Based upon the literature review, the knowledge gap, theoretical framework and the 

interests of the authors of this thesis, the research question of this thesis is formulated as 

follows:  

How does the view upon employee loyalty and the factors affecting it differ between 
people whom have been working for more than 15 years versus 1-3 years?  

This research questions involves all parts of the research purpose which will be further 

explained in the section below. 

 

1.4. Research Purpose 
The main purpose of this study is, as is implied in the research question, to explore the 

concept of employee loyalty – what it means to different people and which factors affects 
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the level of loyalty they have to their employer. This will be done through in-depth 

interviews where our aim is to dig deeper into the concept of employee loyalty, by at the 

same time comparing two groups of people with working experience of 1-3 years or more 

than 15 years. With these working experiences it is not a requirement that the respondents 

have worked at the same organization but rather their working experience in total within 

business administration. The first level of experience was chosen since it means that the 

respondents are fairly new within business administration but have still worked enough 

to get a sense of their job and the market. The second level was set based on that the 

respondents would then have opportunity to experience either remaining at the same 

organization for a longer period or shifting between positions or organizations for 

different reasons. These levels were also set since they were considered to be far enough 

from each other to provide possible differences in the view on loyalty and factors 

affecting it.    

 

The purpose of this study is divided into two parts, where the first sub-purpose is to see 

whether the definition of employee loyalty differs between individuals whom have been 

working for more than 15 years and individuals whom have been working for 1-3 years. 

Seeing as the concept of loyalty has been hard to define, comparing the view of disloyalty 

will be used since it might be easier to describe disloyal behaviour than loyal behaviour.  

In this analysis we will also investigate what the individuals feels loyalty towards, is it 

the organisation itself, their colleagues, their leaders, the customers, or the title they 

possess? 

 

The second sub-purpose of this study is to see whether the factors that affect the level of 

employee loyalty differs between the same groups. Is for example wages more important 

for one group than the other? Is one group more inclined to stay within an organisation 

when dissatisfied than the other?  

 

The aim of this thesis is to provide a deeper understanding on employee loyalty, which 

will help organisations in their human resource management work. This is important for 

organisations since, as was stated previously, the cost of hiring an employee is very high 

and therefore it is essential that the employee which are good for organisations stays in 

the organisation. Figure 1 below shows the components of the research purpose of this 

thesis.  

 
 

FIGURE 1. THE CONCEPT OF EMPLOYEE LOYALTY 
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1.5. Choice of Subject & Preconceptions 
One of the reasons for why we chose this topic is that we found it interesting for us that 

will soon graduate to see how people of our generation (vs. older generations) define 

loyalty and whether these groups differ in their criteria for being loyal towards their 

current employers. When reading previous articles within this area, we saw an importance 

of learning more about what makes people loyal from different perspectives. Since the 

process of hiring a new employee is very costly, managers can benefit from ensuring that 

these new employees will be loyal and stay. If managers are aware of the factors that 

make employees loyal, this might be beneficial for the people looking for jobs as well 

since their possible employers could show that they care highly about their employees 

and are willing to adjust to make them stay. This topic could also be related to our 

previous studies within Business Administration and chosen areas for our masters since 

it can be related to how to manage the people within an organisation which is one of the 

courses we took when studying Management.  

 

What we knew about the topic before starting our research is mostly based on our 

previous studies, own experiences, as well as experiences from people around us. During 

our studies we have read courses related to organisational theory and management where 

we learned about motivational theories and management/leadership styles. We have also 

own experiences of both remaining at one position for a longer time period as well as 

shifting jobs for reasons such as increased competence, change of location/company or 

increased salary. When it comes to people in our surroundings, there are both people who 

have pretty much remained at the same job since they graduated and others shifting jobs 

on a regular basis.  

 

Prejudices are always easy to have, and the prejudices we had connected to the topic of 

employee loyalty were that younger people are more disloyal to companies in the sense 

that they change employers more frequently than the ones whom have been on the labour 

market for a longer time do. Also, a prejudice about the older generation was that they 

are more risk averse and therefore stay at an organisation for a longer time even though 

they are not satisfied. These prejudices have affected this thesis in the way that it 

increased our interest in the area as we find it interesting to study whether these prejudices 

are true, or if these factors might be individual to the person. However, we will do our 

best to not let our preconceptions and prejudices affect us when conducting this research, 

in order for our results to reflect the views of our respondents and not ourselves.  

  

1.6. Delimitations 
As has been stated before, the purpose of this study is to describe the concept of employee 

loyalty, if the factors which affect it are different depending on the level of work 

experience people have, and if different people see employee loyalty in different ways. 

In order for this thesis to have a clear focus and answer the purpose in a proper way, a 

number of delimitations have been made. The first is that this thesis will focus on people 

working full-time in Sweden and whom holds jobs within the business administration 

area. The business administration area in turn will be specified to jobs which entails some 

sort of economic responsibilities such as accounting, finance, and procurement. This 

choice was made both due to an interest in the area and in order to have a higher degree 

of homogeneity within the groups. The preconception is that there is a bigger difference 

in work environment with areas like marketing and management than the ones listed 
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previously, which could then impact the views they have on loyalty. Meaning that there 

is some homogeneity between the tasks and culture in the more economic areas that might 

be different than those in business areas more focused on people or marketing.  

 

Also, no consultants will be included in this study. As consultants conduct a lot of work 

outside of the organisation, the factors affecting loyalty could be very different. However, 

we do believe it would be highly interesting to compare groups of consultants and people 

working internally within an organisation, but we leave this to future research. Another 

delimitation in this thesis is that the groups which will be compared will be people whom 

have 1-3 years of working experience and people whom have more than 15 years of 

working experience. This in order to be able to have a distinct difference between the two 

groups which will be compared.     

 

1.7. Structure of Thesis 
The structure of this thesis will start with a presentation of the scientific methodology 

used in order to get a picture of the decisions made to assemble the research. Thereafter, 

the theoretical frame of reference this study is built upon will be presented. Before 

presenting the empirical findings, the practical methodology will be discussed in order to 

show transparency and increase possibility of reciprocity. When the empirical findings 

have been presented, the analysis which will connect the findings with the theoretical 

framework will be presented. The final two chapters include a discussion of the analysis 

and findings of this study, followed by a conclusion of the study.  

 

 
FIGURE 2. STRUCTURE OF THESIS 
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2. SCIENTIFIC METHODOLOGY  

In this section of the thesis, the scientific methodological choices will be presented. 

Firstly, the ontological and epistemological assumptions will be discussed. Secondly, the 

chosen research approach and designs will be presented and argued for. After that the 

method of searching for literature will be presented, followed by the ethical 

considerations taken during the research process.  

 

2.1. Ontological Assumptions  
An ontological assumption states what perspective on reality the research has, that is, 

what the nature of social entities is (Bryman & Bell, 2011, p. 20). There are two different 

assumptions about the nature of social entities; the objective or the subjective assumption 

(Bryman & Bell, 2011, p. 20; MacIntosh & O’Gorman, 2015, p. 56). Either the belief is 

that social entities have a reality which is not affected by other social actors, or that the 

social entities are influenced by the behaviours and actions made by other social actors 

(Bryman & Bell, 2011, p. 20). MacIntosh and O’Gorman (2015, p. 56) states that when 

having the objective perspective, the reality is viewed as being built by solid entities 

which can be tested and measured, and which would not seize to exist when they are not 

observed or experienced. Moreover, according to the objective perspective, when 

measured, these entities would provide the same result no matter who would conduct the 

test (MacIntosh & O’Gorman, 2015, p. 56).  

 

When holding the subjective ontological assumption, the (also called constructionism) 

view upon reality is quite the opposite. The subjective view is that reality can take 

multiple forms, that no-one experiences the exact same reality due to the fact that we 

possess different experiences, attitudes, and preconceptions which shape our reality 

(MacIntosh & O’Gorman, 2015, p. 57). In research, this means that it is hard to ascertain 

that the results would be the same if someone else conducted the research as the 

researcher might influence the results with his/her reality.   

 

The purpose of this thesis was to research the concept of employee loyalty and to see 

whether there are different factors affecting the loyalty of the employees depending on 

the level of experience they possess. Since the concept of employee loyalty regards the 

behaviour and attitudes of people, our preconception is that the view upon the concept 

will differ between different people. This results in that the most suitable ontological 

assumption of this thesis is a subjective, or constructionist one. Furthermore, due to the 

fact that we use interviews to research this topic, we cannot assure that if someone else 

would have conducted the data collection and analysis the results and conclusions would 

be the same. Also, the replicability cannot be assured since loyalty is not something which 

can be objectively measured as being a loyal employee might mean different things to 

different individuals.   

 

2.2. Epistemological Assumptions  
Epistemology is concerned with the view upon knowledge within a study and what is 

acceptable knowledge (Saunders et al., 2009, p. 112). One issue which is central to this 

view is regarding the similarities or differences between the social world and natural 

science and whether they can be studied in the same way (Bryman & Bell, 2011, p. 15). 
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If a researcher believes that the social world can be studied through the same principles 

and methods as the natural science, this researcher has positivism as their epistemological 

position. Some principles typical for this position is that knowledge can only be things 

we can confirm with our senses and that the method for conducting the science is free 

from value (Bryman & Bell, 2011, p. 15). This means that when social reality is studied, 

the people studying it does not have an impact on the results of the study (Collis & 

Hussey, 2014, p. 43). In a positivistic study, the focus is mainly on gathering objective 

data, which means that the researcher would not alter the content in any way (Saunders 

et al., 2009, p. 114).  

 

However, there has been some criticism towards this epistemological view, such as; 

claims of separating people from the social context to be impossible, hard for researchers 

to be completely objective and that a too structured design might ignore other relevant 

factors such as feelings (Collis & Hussey, 2014, p. 45). These claims led to the 

development of an epistemology contrasting positivism; interpretivism (Bryman & Bell, 

2011, p. 16). This view on knowledge emphasises the distinction between studying 

objects and studying people and the importance for researchers to look further into what 

separates humans from each other as social actors (Saunders et al., 2009, p. 116). 

Therefore, when conducting their research within this paradigm, researchers need to 

consider the subjective reasons behind social actions (Bryman & Bell, 2011, p. 17).  

 

In our study the purpose was to look further into the concept of employee loyalty which 

will be done through interviewing different employees, meaning that interpretivism is the 

most suitable view upon knowledge. Since we were not gathering objective data, we 

cannot assure that we did not have any impact on our research, a positivistic position is 

not possible. During our interviews the aim was to find factors influencing loyalty in 

employees and comparing the answers between the respondent, which means that our 

goal was to find subjective opinions on a topic influencing behaviour in social actors. 

Because we were the ones conducting the interview through interacting with our 

respondent, it is also impossible to say that we did not have any influence over what we 

gathered. However, measures were taken in order to limit the possible affect we can have 

on the respondents.  

 

2.3. Research Approach  
The research approach a researcher chooses represents the view he/she has on the nature 

of the relationship between theory and research. The most common approaches to this 

relationship are the deductive and the inductive approaches (Bryman & Bell, 2015, p. 23). 

As they are quite opposites of each other, it sometimes can be hard to know which 

approach best suits a certain research. The deductive approach uses theory as a foundation 

which hypotheses are based upon. The research process’ aim in this approach is to test 

specific theories, and therefore is most commonly used in quantitative research designs. 

When using this approach, the research process starts by finding the theory/-ies, followed 

by outlining hypotheses, collecting data, analysing the findings and testing those findings 

to be able to either reject or confirm the hypotheses which then is used to revise the theory 

that was chosen (Bryman & Bell, 2015, p. 23-24).  

 

On the opposite side there is the inductive research approach, which most commonly is 

used within a qualitative research design. Instead of testing hypotheses based upon theory, 

the inductive approach uses observations and findings which results in a new theory. That 
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is, theory is the outcome of the research and not the opposite as is the case with a 

deductive approach (Bryman & Bell, 2015, p. 25-26).  

 

Both of these approaches have some limitations, the deductive approach is criticized for 

having a very strict process of choosing a theory to test where the question of how to 

choose the theories is not very clear. The inductive approach on the other hand gets 

criticism for the fact that building new theories on empirical data can be very hard. Due 

to these limitations, a third option for research approach has been developed, called the 

abductive approach (Bryman & Bell, 2015, p. 27). The abductive approach is an approach 

where the researcher realises a sort of puzzle, where he/she observes a phenomenon which 

theory cannot fully explain. This approach therefore entails a process which goes back 

and forth between the social reality, theory and empirical sources (Bryman & Bell, 2015, 

p. 28).   

 

During the process of this thesis, a phenomenon in our social reality was first 

acknowledged, that is the fact that being loyal to an employer seems to mean different 

things to different people in our environment. After acknowledging this fact, we searched 

for literature which could explain it and then conducted interviews to analyse and discuss 

the answers. The purpose was to see whether the answers concurred with the chosen 

theories of the thesis and whether there was something which could not be fully explained 

by the theories. This entails a process which goes back and forth, which does not try to 

develop new theories, nor tries to empirically test existing theories. This means that the 

research approach which suits best with this thesis is an abductive approach.   

 

2.4. Research Design  
An important step before conducting a research is to decide which research design to use; 

qualitative or quantitative. This choice is mainly dependent upon the research question, 

purpose and chosen method to gather the data. Even though there is usually a clear 

distinction between the two different designs, there might be areas where they overlap 

and have characteristics in common (Bryman & Bell, 2011, p. 28). The major distinction 

between the two is that in a quantitative research the main objective is to conduct some 

form of quantified measurements, which is not the aim of a qualitative study (Bryman & 

Bell, 2011, p. 26). This measurement could for example be to find different variables, 

measure them and through tests find out the correlations between them (Saunders et al., 

2009, p. 114). The aim of a quantitative study is usually to search for a specific answer, 

such as accepting or rejecting a hypothesis or theory decided before the research is 

conducted (Bryman & Bell, 2011, p. 27). This means that quantitative researchers use a 

numeric approach when conducting their research (Saunders et al., 2009, p. 151). It is 

also common for a research with this design to use a deductive approach, as well as have 

a positivistic and objective view on reality and knowledge.  

 

In contrast, a qualitative research is more concentrated on digging deeper into a concept 

and rather than measuring variables it aims at finding answers to broader questions 

(Saunders et al., 2009, p. 152). This design is usually inductive, has an approach towards 

reality and knowledge that is interpretivist and constructionist (Bryman & Bell, 2011, p. 

27). This design is usually related to conducting interviews where a sample is taken out 

from a chosen population (Collis & Hussey, 2014, p. 130-131). The structure of the 

interviews needs to be considered depending on the purpose of the study (Collis & 

Hussey, 2014, p. 207). Some options to consider is the structure of the interview; 
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structured, semi-structured or unstructured and the openness of the questions; open or 

closed.  

 

Our research has the purpose of looking deeper into the concept of employee loyalty and 

is therefore not about measuring some variables and testing them against each other. This 

means that a qualitative design is the most suitable for us. We also decided to gather our 

data through interviews with employees within business administration. The 

epistemology and ontology of our research was also the most suitable for this design. 

Since we aimed at finding out subjective views of a topic, performing measurements is 

not enough and in-depth interviews is therefore more appropriate.  

 

2.5. Summary of Methodological Positions  
In order to get a better overview of the scientific methodological choices made in this 

study, the table below summarizes those choices.  
 
TABLE 1. SUMMARY OF METHODOLOGICAL CHOICES 

Ontology Constructionism/subjectivism 

Epistemology   Interpretivism 

Research approach Qualitative 

Research design  Abductive 

 

2.6. Literature Search  
In order to be transparent, many researchers choose to explain which databases and 

keywords they have used in order to find the literature in their research (Saunders et al., 

2007, p. 61), which we have chosen to do as well. In order to find literature regarding the 

chosen topic, several databases have been used like; the Umea University Library, Google 

Scholar and DiVa. Also, in order to gain more knowledge on the debate regarding 

employee loyalty from people with experience on the topic, Google was used to find such 

articles as well.  

 

Secondary sources are sources like books or journals, where primary sources like reports, 

memos and government papers are often published for a broader audience (Saunders et 

al, 2007, p. 64-65). As all of the literature used in this thesis originates in peer-reviewed 

articles or books, all literature sources are secondary ones. In order to be able to follow 

our tracks in finding literature, a table of the search words used can be find below.  
 
TABLE 2. KEYWORDS USED IN LITERATURE SEARCH 

Search words 

Employee loyalty 
Loyalty  

Human resource management  

Social identity theory 

Social exchange theory 

Organisational loyalty  
Loyalty factors  

Loyalty of different generations 
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2.7. Source Criticism  
In order to conduct a study which is reliable, it is essential that the sources used in order 

to collect previous research on the topic as well as the literature on theories used to 

construct the theoretical framework, are properly scrutinized. In order to assess the quality 

of the sources used to collect the literature, there are four criteria a researcher can use. 

The criteria are; authenticity, credibility, representativeness, and meaning (Scott, 1990, 

p. 6; cited in Bryman & Bell, 2015, p. 555). Authenticity regards the fact that the evidence 

from the sources are genuine and of unquestionable origin, while credibility concerns the 

fact that the results of the sources should be free from faults and misrepresentation. 

Representativeness are the results found in the sources typical of its kind, and if it is not 

typical, is it clear why that is not the case? Lastly, meaning regards the fact that when 

using the source, the results should be clear and understandable for the reader (Scott, 

1990, p. 6; cited in Bryman & Bell, 2015, p. 555). 

 

In this thesis, mostly primary references have been used in order to decrease the 

possibility of misinterpretation of the results of the sources. However, in some cases the 

primary references have been difficult to find due to the age of the source and ability to 

access it. In these cases, secondary references have been used, but only in the occasions 

where the secondary reference is deemed to be reliable. Furthermore, this thesis only 

includes references which have been peer-review in order to be sure of its authenticity.  
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3. THEORETICAL FRAME OF REFERENCE  

In this chapter of the thesis the theoretical frame of reference will be presented and 

discussed. This in order to know what kind of research which has been done on the topic, 

and thereby know where the knowledge gap lies, and to know which theories that can 

explain the concept of employee loyalty and the factors affecting it. The chapter begins 

with the literature review which shows what research has been done, which variables and 

theories that have been used, and also what kind of methodology previous researchers 

chose to use in order to conduct their studies. Secondly, the theoretical framework is 

presented, that is, the theories which we have chosen to research whether they can explain 

the concept of employee loyalty further. The chapter will be concluded with a section 

connecting these sections, and lastly the conceptual model of this thesis will be presented.  

 

3.1. Literature Review  
In order to learn more about existing literature related to employee loyalty, such as 

theories and methods used as well as suggestions for future research, a literature review 

was performed. Ranging from the years between 2006-2018, the articles of the review 

contain mostly quantitative research but also a literature review and a mixed method 

study. In order to give an overview of the seven different articles used in the review, a 

summary of each will be presented below. The articles will be presented separately as it 

goes in line with the contrasting of content, methods, theories and variables used in the 

table used to first summarize the articles in the review (see Appendix 1).  

 

In the article “Employee loyalty and organizational performance: a critical survey”, 

Guillon and Cezanne (2014) performed a literature review of existing literature related to 

loyalty and performance between the years 1970-2013. The purpose of their study was to 

investigate these two concepts and see how they are connected. Through searching for 

literature in this area, the authors were able to identify key authors that were most often 

cited. These authors and their view on loyalty and performance are then compared 

through a table cross-checking using variables such as forms of loyalty (e.g. 

identification, attachment, commitment, trust and positive word-of-mouth), time horizon 

(short- vs. long-term) and type of performance (cost vs. non-cost). Some of the theoretical 

frameworks used in these articles are loyalty as an attitude and loyalty as behavior. 

Concluding remarks are that the relationship between loyalty and performance depends 

on both the type of employees within the organisation as well as level of competition 

(Guillon & Cezanne, 2014, p. 845). The authors also argue that employee turnover does 

not always have to be something negative, it is more dependent upon the level and type 

of their human capital. This article was chosen based on it giving an overview of related 

research within employee loyalty and provided good examples of factors to investigate in 

the interviews and use on the conceptual model.  

  

Another article looking further into the relationship between loyalty and performance is 

one called “An empirical study of employee loyalty, service quality, cost reduction and 

company performance” by Tomic et al. (2018). Through sending out questionnaire 

surveys to employees at for example banks, insurance companies and supermarkets, the 

authors aim at seeing how employees perceive different variables; loyalty, service quality, 

cost reduction and company performance. Some examples of related theories 

implemented are employee; satisfaction, loyalty, productivity, profitability and attitudes. 
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Results show a positive relationship between employee loyalty and company 

performance since loyal employees increases the quality of provided service in turn 

allowing costs to be reduced. Since this study investigated the impact certain factors has 

on employee loyalty, it was considered as highly relevant for the second sub-purpose of 

this thesis.  

 

In the study by Bloemer and Schröder (2008) called “The role of employee relationship 

proneness in creating employee loyalty” the purpose is to investigate the correlation 

between attitudinal loyalty and proneness for relationships. Through a quantitative study 

using cluster sampling of employees at one bank, the researchers aimed at seeing how 

different kinds of attitudinal loyalty; word-of-mouth, intentions of staying, insensitivity 

to benefits and complaining is related to levels of relationship proneness. Therefore, the 

main theories used in this article are about relationship proneness and attitudinal loyalty. 

After gathering and analysing their data, it was found that employees with higher levels 

of relationship proneness were closely related to high levels of loyalty. This is another 

study focused on researching the relationship between level of loyalty and some factors, 

which is similar to a part this study´s purpose.  

  

Since loyal employees have been proven to be an important factor for organisational 

performance, studies have been made focusing on what organisations can do to increase 

their employees’ loyalty. One of these studies is written by Tseng and Wu (2017) and it 

is called “How can financial organizations improve employee loyalty? The effects of 

ethical leadership, psychological contract fulfilment and organizational identification”. 

With the aim of investigating how employee loyalty is affected by ethical leadership, the 

researchers conducted a quantitative study by sending out questionnaires to “financial 

professionals”. Demographic factors used to compare their respondents were; age, 

gender, education and working years and variables used where the employees answered 

on levels of agreement or disagreement were; experiences of ethical leadership, 

perceptions on fulfilment of psychological contract, identification with the organisation 

and loyalty. The main theories implemented in this research was focused on faithfulness 

to the organisation, social exchange and social identity. Results from their study showed 

a relationship between ethical leadership and the formation of loyal employees, which is 

argued for as follows “an ethical leader can set the tone for the loyalty at work”. 

Therefore, according to the authors, organisations should aim at making sure that the 

psychological contracts are fulfilled and identification with the organisation is enhanced. 

Because this article provides relevant theories and factors related to the aim of this thesis, 

the article was considered as highly relevant.  

  

Another study investigating factors impacting employee loyalty is one called “How is 

employee perception of organizational efforts in Corporate Social Responsibility related 

to their satisfaction and loyalty towards developing harmonious society in Chinese 

enterprises?”. This study was performed by Zhu et al. (2014) and its purpose was to find 

relationships between CSR (Corporate Social Responsibility) efforts by organisation and 

levels of employee satisfaction, loyalty and perception of these efforts. These concepts 

were therefore used as variables in the questionnaires sent out to four different companies. 

Through their gathered data and analysis using theories related to stimulus-organism-

response on human behavior, it was found that in order for organisational efforts to have 

a positive impact on employee commitment, there needs to be a high level of satisfaction 

in the employees first. It was also found that factors related to monetary rewards did not 

have an impact on level of commitment of the employees. This study looked further into 
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concepts such as loyalty, commitment and factors of impact, such as monetary rewards, 

which is also concepts that we want to investigate in this research. 

 

In relation to what was found by Zhu et al. (2014), the following year Masakure (2015) 

performed a study called “The effect of employee loyalty on wages” which was aimed at 

investigating whether there is a causal link between wages and loyal employees. The data 

was gathered using a quantitative survey with the purpose of measuring level of 

organisational commitment to test employee loyalty. Variables used in the survey was; 

working hard, reduced intentions to resign and increased level of service quality with 

dependent variables being hourly earnings per employee. The main theory used in this 

research is the economic theory related to employer values, employee incentives and 

monetary rewards. Results of the study showed a negative relation between wages and 

loyalty, meaning that increasing wages does not increase the loyalty in employees. Some 

of the variables used in the study this articles can be related to variables that we wanted 

to study in our qualitative research, making this an article of relevance.  

  

Lastly, Foster et al. (2008) conducted a study exploring the manifestation of employee 

loyalty within retailing called “Employee loyalty: an exploration of staff commitment 

levels towards retailing, the retailer and the store”. This study was performed using both 

quantitative and qualitative methods where questionnaires was first responded to get an 

overview before interviews were performed to get a deeper look into the issue. Theories 

used to analyse the data was about the difference between loyalty and commitment as 

well as motivational factors. This led to the conclusion that within the retail industry, 

there are different things that employees can feel loyalty or commitment towards as well 

as a difference in loyalty levels between the genders. A part of one of the sub-purposes 

of this thesis; defining employee loyalty, was to see what objects employees can feel 

loyalty towards, which is something this study does as well.  

 

3.2. Theoretical Framework 
In this section of the third chapter, the theoretical framework is presented. These are the 

theories which is the foundation of the arguments made in this study, and will serve as a 

base for the interviews, the analysis and the final conclusions regarding employee loyalty. 

Firstly, the concept of employee loyalty and disloyalty is presented, followed by the 

theories: Social Identity Theory and the Social Exchange Theory. The section is 

concluded with a summarizing discussion on how these theories are intertwined which 

results in the conceptual model of this study.  

 

 Loyalty  

Loyalty is a widely used concept and it can be explained in many different ways. An 

individual can be loyal to many different things, either one at a time or several at the same 

time. When an individual is loyal, it could mean that they feel loyal towards a certain 

thing (Royce, 1991) or they could feel devotion towards someone (Arvidson & Axelsson, 

2014). When an individual has loyalty towards something it could indicate that they 

identify with an organisational or societal group (Rosana & Velillas, 2003) or even that 

they are willing to sacrifice themselves for someone/something (Haidin, 2005; Elegido, 

2013). Loyalty can be something felt by employees towards things such as their employer, 

colleagues or leader and can be an important factor in the performance of a company. 
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Following are definitions of employee loyalty, how a loyal employee behaves, benefits 

of having loyal employees as well as definitions and indications of disloyal employees. 

 

Employee Loyalty  
One of the first who developed a theory on loyalty was Hirschman (1970, p. 77) and he 

started with referring to the concept as having a “special attachment to an organization”. 

Continuing his development of the theory, a loyal individual became a member of an 

organisation who cared and that went to extreme lengths before even considering the 

option of leaving his employer (Hirschman, 1970, p. 83). According to Hirschman (1970, 

p. 79), having loyal employees is important for organisations since it could prevent those 

with the highest sensitivity of quality to be the first people to leave the organisation. 

Following this line of thought, in the study made by Leck and Saunders (1992, p. 228) it 

was found that when employees are loyal towards their employer, it is likely that it 

encourages positive responses while at the same time discourages negative ones. Some 

examples of positive responses of loyalty are having patience and positive word-of-

mouth, while negative responses avoided with loyal employees are neglecting ones’ tasks 

or even deciding to leave the organisation. When a loyal employee is treated unfairly, it 

was found by Boroff and Lewin (1997) that rather than speaking up or resigning ones’ 

position, the loyal employee stays and suffers “in silence”.  

 

There are many different definitions of what it means by being loyal and how a loyal 

employee behaves. A very broad definition of loyalty given by the philosopher Ladd 

(1987; cited in Schrag, 2001, p. 43) was as a “wholehearted devotion to an object”. This 

object could then be everything from a specific person, group or organisation to a cause 

or a country. When connecting this to employees, it becomes clear that there are many 

different “objects” within the organisation that the employee can feel loyal towards. It is 

also possible that an employee can feel loyalty towards many different objects at the same 

time. Being loyal to an object does not have to mean that this object has certain 

characteristics, it is more about having a relational connection to that object (Schrag, 

2001, p. 45). However, Coughlan (2005, p. 47) argues that loyalty is not the same thing 

as having a relationship and that loyalty is formed after the relationship is formed.  

 

Since the definitions of loyalty is expanding, Coughlan (2005, p. 44) argues that the 

concept of “loyalty” is getting more and more difficult to both define and measure. Going 

from being fully devoted to an object (1987; cited in Schrag, 2001, p. 43) loyalty is also 

more recently described as employees not harming neither their colleagues nor employer 

(Coughlan, 2005, p. 45). This shows some of the ethical dilemmas involved in loyalty, 

which is becoming more important in the research loyal employees (Coughlan, 2005, p. 

45).  

 

Some of the ways that employee loyalty is characterized is through trust, identification, 

commitment, participation and attachment (Guillon & Cezanne, 2014, p. 839). According 

to Alfes et al. (2012, p. 412), it is important that employees trust their employers in order 

for the Human Resource Management (HRM) within the organisation to improve the 

performance and well-being of the employees. In their study, it was also found that when 

employees trust their employer, they are more likely to increase the effort they put into 

their work (Alfes et al., 2012, p. 412) as well as staying with their employers (Alfes et al., 

2012, p. 422). Schrag (2001, p. 45) considers identification as an important aspect of 

forming loyalty since when we can identify with the object, we are more likely to feel 

loyal towards it.  
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Commitment is a concept that is often used in relation to loyalty. In a study made by 

Arthur (1994, p. 672) it was concluded that commitment can be used as a tool to shape 

both the attitudes and behaviours of the employees. This could be done either through 

control or human resource systems where psychological links are formed between the 

employee and employer. However, Coughlan (2005, p. 46) came up with elements of 

loyalty which separated it from commitment; “voluntary nature, its demand for ongoing 

adherence, and its grounding in morality”. It was also found that there are different 

factors of loyalty which makes it separate from commitment, such as attitudinal loyalty; 

feelings and moral principles and applied loyalty; application of principles in work 

dilemmas (Coughlan, 2005, p. 51).  

 

Some of the ways that employee loyalty can increase the performance of an organisation 

is that it can reduce employee turnover, increase company’s profits and reputation as well 

as improving the overall quality (Guillon & Cezanne, 2014, p. 840). This could have to 

do with the fact that employees who feel loyalty towards their employer are more likely 

to show a concern in the employer’s interest and welfare (Schrag, 2001, p. 45). In some 

cases, the employees can even sacrifice their own interests and prioritize the interests of 

their employer which could be manifested in the employee staying later or working harder 

than expected.  

 

Employee Disloyalty  
According to Schrag (2001, p. 46), when an employer talks about employee loyalty they 

sometimes refer to the duty of employees to follow the terms of their contract which is 

considered to be the “minimalistic” degree of loyalty. However, it is possible for 

employees to follow their obligations to their employer without feeling fully loyal to 

them. Apart from following set terms, employers might also expect their employees to 

show their loyalty through not betraying the organisations’ trust in them (Schrag, 2001, 

p. 47). When discussing the loyalty between an employee and employers, what the 

employee “owes” his/her employer, a common concept is whistle blowing which can be 

seen as a form of disloyalty. 

 

Even though employees might show dedication towards their work, there might be other 

things going on under the surface. In the study by Naus et al. (2007) the purpose was 

about looking deeper into situations where employers demand more from their employees 

than they give in return. This could then lead to the employees taking on a defensive stand 

which might result in them showing cynicism towards their employers. When this 

happens, it is possible that the employees even withhold information from their 

colleagues or employers (Guillon & Cezanne, 2014, p. 53).  

 

When an employee is disloyal, it does not have to mean that they are interested in leaving 

the organisation (Schrag, 2001, p. 48). The act of leaving in itself does not have to always 

indicate a disloyal employee, but rather is dependent upon the context influencing the 

employee to resign. However, if the employer provides some benefits for the employee 

with the expectation of him/her staying for a long time, when the employee leaves it could 

be seen as a sign of disloyalty (Schrag, 2001, p. 48).  

 

Having a completely loyal employee caring about what is best for the organisation might 

be the ideal situation, but there are different ways that employees can think and behave 

which places them on different levels of loyalty or disloyalty. For example, employees 
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might perform their tasks well without having any allegiance to their employer or only 

performing the bare minimum level of what the employer expects of him/her (Schrag, 

2001, p. 56). Both options can be seen as employees with low levels of loyalty, but that 

does not have to mean that they are disloyal. For an employee to be considered disloyal, 

there should be a behaviour or action with the purpose of undermining the firm’s welfare. 

Some examples of these types of behaviours is when an employee is absent from their 

job, makes a psychological withdrawal or without any warning quits their job, all with 

the intention of worsening the situation for their employer (Leck & Saunders, 1992, p. 

219).  

 

Because of the damage a disloyal employee can cause, it is important for an organisation 

to understand the reasons behind the behaviour of their employees in order to prevent 

these situations before they can occur (Leck & Saunders, 1992, p. 219). This can be done 

through encouraging behaviours in employees considered as desirable and making sure 

that undesired acts are discouraged. Another way for organisations to encourage loyalty 

in their employees is through offering prospective careers such as promotions in the near 

future (Allen & Tüselman, 2009, p. 545). In their research, Allen and Tüselman (2009, p. 

544) found that an employee who feel dissatisfied with their current situation could still 

remain loyal to their employer if there are opportunities for them to be promoted.  

 

 Social Identity Theory  

The Social Identity Theory (SIT) was first developed by Henri Tajfel and John Turner 

during the 1970s and 80s (Turner & Oakes, 1986, p. 240) and is a social psychological 

analysis of the role of self-conception in group processes, membership and intergroup 

relations (Hogg, 2006, p. 111). A person’s social identity is based upon his/her conception 

of their membership within a social group(s) together with the amount of emotional 

significance the person ascribes to that membership (Tajfel, 1974, p. 69). When people 

assign themselves a social identity, in- and out-groups are created. That is, some people 

fit within the social identity a person feels connected to resulting in them being in-group 

members, while some people do not and therefore become part of the out-group. The 

people which a person assigns to the in-group often share the person’s intentions, system 

of beliefs, attitudes or actions. This process of dividing people into different groups is 

called social categorization and is one of the concepts connected to the SIT (Tajfel, 1974, 

p. 69). The reason for why people conducts this process of assigning others, and 

themselves, to different social groups is in order to create a system that simplifies the 

environment which they live in (Tajfel, 1974, p. 69). The hypothesis which is connected 

to the SIT is that people tend to seek positive social identity within the in-group rather 

than in the out-group (Turner & Oakes, 1986, p. 240). The theory is often used in order 

to explain occurrences of discrimination, intergroup conflict, organisational behaviour, 

prejudice, and leadership (Hogg, 2006, p. 111) as it tries to explain why certain groups 

form, and the behaviours which are common within groups of people. As employee 

loyalty should, and is, considered an organisational behaviour, the theory is included in 

this study. Furthermore, as was stated in the previous research section, the theory has 

been used in previous studies by Tseng & Wu (2017).  

 

The social identity is different from the personal identity an individual possesses in the 

way that the personal identity of a person has to do with the distinctive traits of that 

person, like abilities, bodily attributes and interests. The social identity on the other hand 

has to do with feeling belongingness with a certain group (Ashforth & Mael, 1989, p. 21), 

for example classifying oneself as Swedish or as an academic. Social groups are therefore 
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not only a group of people who share the same social identity, but people who identify 

with one another in the sense that they evaluate themselves in the same way in terms of 

who they are, which qualities they possess and how they, together, differ from other 

groups (Hogg, 2006, p. 115). 

  

Tajfel (1974, p. 69-70) describes a number of consequences of finding one’s identity 

within socially defined terms. One of those consequences are that one can assume that 

individuals seeks new groups to become members of if they believe that group will 

contribute with positive properties to their identity. However, if an individual is not 

satisfied with the amount of positive aspects which the social group contributes with to 

their identity, they tend to leave it – if it does not conflict with their essential values or if 

it is impossible to leave due to some reason. If it is the case that the individual for these 

reasons cannot, or do not feel that it is viable to leave the group, the individual usually 

chooses one of two solutions. Either they accept the situation as is and try to change it in 

desirable ways, or they try to change their own interpretation of what the group 

contributes with to the identity so that is acceptable to them (Tajfel, 1974, p. 69-70). This 

is interesting in terms of employee loyalty; it can be interpreted as that the level of 

salience the social identity one has in regard to the organisation could and/or should affect 

how loyal an employee is. As has been stated previously, according to Schrag (2001, p. 

45) when an individual identifies with something it is more likely that they are loyal 

towards it as well. Also, it implies that if a person does not feel that they have a viable 

option to change their workplace, they might stay “loyal” to the organisation even if they 

are dissatisfied. 

 

Social Identity Theory and the Organisation 
Most often an individual does not only have one social group which he/she identifies 

with, a person often identifies with a number of social groups like nationality, groups of 

friends and the organisation he/she works for. Organisational identity is according to 

Ashford and Mael (1989, p. 22-23) a specific form of social identity and can take multiple 

forms. A person can identify with the organisation itself, the department which the 

individual works within, a union, or with their colleagues. This is important for an 

organisation to be aware of in order to be able to manage the organisation in good way. 

In order to for example implement change within an organisation, it is essential that the 

employees identify with the organisation as a whole and not only with their department 

for the change to be implemented successfully. This as otherwise change might be seen 

as something which threatens the social group which the employees feel they belong to 

(Van Vugt & Hart, 2004, p. 594-595). 

 

The Social Identity Theory is also often used in order to explain motivation within 

organisations. According to the theory, motivational factors are internal, and it is the 

individual’s attitude and values which affect the amount of satisfaction and performance 

(Tyler, 2001, p. 152). This means that physical benefits are not what motivates people, it 

is when the values of the organisation align with their own, according to the theory, they 

will be committed to perform for the organisation. When organisations supply their 

employees with a social identity which enhances their feeling of self-worth and self-

esteem, the feeling of positive attributes from that social identity will result in the 

employees being more motivated to commit to doing a good job for their organisation 

(Tyler, 2001, p. 154-155).   
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A dangerous phenomenon in organisations which can affect organisational performance 

to a high degree is when conflicts, especially based upon discrimination or prejudice, 

arise. This phenomenon is called intergroup prejudice (or discrimination) and the SIT is 

often used in order to explain it and provide solutions to resolve it (Brickson & Brewer, 

2001, p. 49). These situations can arise if there are two different social groups within an 

organisation which are very salient, for example if there is one social group with women 

and one social group with only men. If two social identity groups become very salient 

and prejudice occur between them, it is essential that the managers become aware of it 

and try reducing those negative intergroup attitudes. Reducing those attitudes can be done 

by either changing or creating new social identities. To be able to do this, different 

strategies can be used. Decategorization involves replacing social identities with personal 

identities instead, recategorization involves replacing the subgroups´ social identity with 

a superordinate collective group identity involving all groups which are in conflict. A 

third strategy is cross-categorization which entails invoking multiple social identities 

which are not totally overlapping each other (Brickson & Brewer, 2001, p. 56-57). 

Depending on how you look upon the concept of employee loyalty, these situations where 

negative intergroup attitudes occur can mean different things. You can for example think 

that an employee is disloyal if they change organisations due to this, or you can believe 

that the employees which are disloyal are the ones who creates these situations.  

 

Leaders within organisations are often the ones which will carry out these strategies as it 

is their responsibility. The transformative power that good leaders have is based upon 

their capability to define shared social identities, according to Reicher et al. (2005, p. 

560). By redefining the social identities within the organisation, they are able to shape 

the members of the organisation’s principles, perceptions, and goals. This does not 

however mean that they have more influence than the other employees, but that these 

leaders empower the influence that the employees have and directs it in order for it do 

have the utmost effect (Reicher et al., 2005, p. 560).     

 

When people identify strongly with a group that social identity acts as a social glue which 

holds groups together which without it would have been split up (Van Vugt & Hart, 2004, 

p. 594-595). Research has shown that when a group with members which has strong social 

identities in regard to that group face a threat, a sort of defence is established in order to 

face that threat (Van Vugt & Hart, 2004, p. 594-595). An example of this can be when a 

department is faced with a big organisational change. In a case where that department 

does not have a strong collective social identity, some might leave or try to “save 

themselves”, while if the department has a strong social identity a bigger level of loyalty 

to the group could be the result of that “threat” instead.   

 

 Social Exchange Theory  

The Social Exchange Theory (SET) tries to explain the behaviour people exhibit when 

making decisions. According to Emerson (1976, p. 336), it is the “economic analysis of 

noneconomic situations”. The theory regards how people make decisions depending on 

what outcome they expect in relation to the amount of effort which has to be put in to get 

that outcome. One of the founders of the theory defined this exchange behaviour as 

“voluntary actions of individuals that are motivated by the returns they are expected to 

bring” (Blau, 1964, p. 91). These rewards do not only entail physical returns, but 

emotional and/or psychological as well.  
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Homans is another researcher which studied the exchange behaviour of people, and he 

stated five propositions which he believes explains why people make certain decisions 

(Homans, 1974). The first is the Success Propositions which regards the fact that when 

people perform an action and get rewarded for it, they are more likely to perform that 

action (under similar conditions) (Homans, 1974, p. 16). Another proposition, the 

Deprivation-Satiation Proposition, regards the fact the when people often has received a 

particular reward for doing something, the less valuable that same reward will be in the 

future (Homans, 1974, p. 29). The Stimulus Proposition is defined by Homans (1974, p. 

22-23) as “if in the past the occurrence of a particular stimulus, or set of stimuli, has 

been the occasion on which a person’s action has been rewarded, then the more similar 

the present stimuli are to the past ones, the more likely the person is to perform the action, 

or some similar action, now”. Furthermore, Homans complemented these propositions 

with an additional two propositions which Emerson believes refined the Success 

Proposition. Those are; the Value Proposition and the Rationality Proposition, where the 

definition of value is the degree of reward (Homans, 1974, p. 25;43). The Value 

Proposition concerns the fact that the more treasured a result of an action is to a person, 

that person will be more prone to perform that action again (Homans, 1974, p. 25). The 

Rationality Proposition is defined as “in choosing between alternative actions, a person 

will choose that one for which, as perceived by him at the time, the value, V, of the result, 

multiplied by the probability, p, of getting the result, is the greater” (Homans, 1974, p. 

43). This means that even if an individual value a certain outcome higher than another, it 

is not sure that the individual will carry through an action to get that outcome if he/she 

does not believe that the probability of the outcome is very high.  

 

The last proposition stated in the previous paragraph, the Rationality Proposition, might 

be the one which can be connected to the highest degree to the concept of employee 

loyalty, if one defines employee loyalty as staying in the organisation when having the 

possibility to leave. This as when facing the option to leave, many people weighs the pros 

and cons of staying in the organisation against leaving it. In Sweden, there is an old saying 

that “you know what you have, but you do not know what you will get”. What this saying 

tries to explain is the fact that many choose to stay in an organisation even though they 

are dissatisfied due to the probability of not being satisfied at a new organisation either. 

This in relation to the Rationality Proposition means that not until a person feels that the 

probability of getting a higher value of satisfaction when changing organisations is higher 

than the level of satisfaction they have at the moment, they will make the decision to 

change their workplace. In a study by Peloza et al. (2009, p. 384) the action of 

volunteerism within organisations were researched, where the results supported the 

Rationality Propositions. That is, that the actions of individuals are significantly related 

to the value they expect to receive after carrying through those actions (Peloza et al., 

2009, p. 384). 

 

Social Exchange Theory and the Organisation  
The Social Exchange Theory was first used primarily to analyse human behaviour, but 

after a while the theory was started to be used in order to evaluate organisational 

behaviour as well. According to Shiau and Luo (2012, p. 2432), the theory is mostly used 

to explain organisational behaviour and the significance norms has on that context. This 

because an employee typically expects to be given reciprocal benefits like economic 

returns, affection, gratitude and/or trust when they follow the social norms of the 

organisation. According to the social exchange model, people and organisation only 
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interact in order to maximise their own rewards and to reduce their costs to an as large 

extent as possible (Salam et al., 1998 cited in: Shiau & Luo, 2012, p. 2432).  

 

When it comes to employees and the organisation, the SET proposes that employees 

collaborate with their organisations when they see a possibility of gains for them, or if 

they see a risk of some sort of loss if they do not collaborate (Tyler, 2001, p. 157). 

Therefore, the theory suggests that employees will perform best and be most committed 

to the organisation if they have direct rewards or punishments if they are doing a good, 

or bad, job (Tyler, 2001, p. 157). As was stated previously, the SIT suggests that people 

will be motivated as long as the social identity the organisation provides increases their 

self-worth and/or self-esteem. According to the SET this is not enough, the employees 

need to feel that there has been an exchange of actual benefits as a result of their 

commitment. This as when given the possibility of gaining something of value to the 

employee, like a bonus or a promotion, incentives to be committed to do a good job are 

created (Tyler, 2001, p. 152). 

 

Even though the SET is a widely accepted theory, used in many different areas of science, 

the theory does receive some criticism. Generally, the largest critique regards the fact that 

the SET is not an actual theory, but a framework (Cropanzano et al., 2017). Furthermore, 

the theory is criticized for having many constructs which are too similar to each other, 

resulting in unclarity of the concepts included in the theory. Also, the fact that the 

difference between behavioural action and inaction is not clear is criticized since the 

theory suggests that the absence of a positive action means that a negative action must 

have been present, which research has shown might not be true (Cropanzano et al., 2017, 

p. 1). In terms of loyalty, this could be exemplified as if word-of-mouth is seen as a 

variable of loyalty, the absence of talking positively about one’s organisation means that 

an employee is talking badly about the organisation – which does not necessarily need to 

be true.  

 

As has been previously stated, the Social Exchange Theory can be connected to the 

concept pf Ethical leadership. When leaders exhibit trust, faithfulness and loyalty towards 

their employees, that is often what they get in return, according to the study conducted 

by Tseng and Wu (2017). This is something which we will ask our respondents in the 

interviews in order to see whether ethical leadership is a factor which they find important 

for their level of loyalty towards their employers.  

 

3.3. Synthesising Theoretical Frame of Reference 
The purpose of this thesis is to dig deeper into the concept of employee loyalty. To see 

whether the definition of the concept differs between two groups with different levels of 

experience, and also to see whether the factors which affects the level of employee differs 

between the groups. According to this theoretical framework, loyalty can be defined in 

numerous ways, such as the level of commitment, trust, identification, attachment, and 

participation in the organisation (Guillon & Cezanne, 2014, p. 839). The SIT discusses 

the concept of social identities and the fact that many of us have some sort of social 

identity connected to the place we work at. However, what we identify ourselves with 

within the organisation could have a major effect on the level of loyalty we have towards 

the organisation. For example, many people might feel that they do not identify 

themselves particularly much with the organisation itself, but that they do identify with 

their colleagues. In general, when you ask someone about their work life, the relationship 
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they have with their colleagues comes up, but what happens if those colleagues you 

identify with leave the organisation? Will you stay as loyal to the organisation thereafter? 

This is one aspect which will be discussed with the interviewees. In a quantitative study 

by Tseng and Wu (2017) the hypothesis that financial professional’s organisational 

identity is positively related to the loyalty they have towards their employers were 

supported. That is, the stronger the employees identify themselves with the organisation, 

the higher the level of loyalty they exhibit to the organisation (Tseng & Wu, 2017, p. 

689). The strength of the social identity an employee has to the organisation is, as was 

discussed previously, often connected to the match in values with the organisation. CSR 

efforts can for example be important for some people, which was shown in the study by 

Zhu et al. (2014), whom found that CSR efforts positively affect employee loyalty, but 

only when they were already satisfied with their employer.    

 

As was previously stated, according to the SIT, employees’ level of commitment and 

motivation increases when the social identity they have connected to the organisation 

enhances their sense of self-worth and self-esteem (Tyler, 2001, p. 154-155). To increase 

someone’s self-worth and self-esteem there are a number of different things that can be 

done, and different things work better for some people than others. Generally, self-esteem 

and self-worth is often increased by things like acknowledgement and encouragement. 

According to Tyler (2001, p. 154-155), when an employee feels that the social identity 

he/she has in connection to their organisation gives a feeling of positive attributes to 

themselves, they feel more motivated and committed to doing a better job. As previously 

stated, the level of commitment and motivation can be connected to the employee loyalty 

as well.  

 

The SET on the other hand, states that in order for an employee to be committed and 

motivated to do a good job for the organisation, physical benefits are needed. Therefore, 

according to this theory, factors like wages, bonuses, promotions, etcetera are what 

increases commitment and motivation (Tyler, 2001, p. 152), and as components of the 

definition of loyalty, they could also thereby impact employee loyalty. Moreover, it is not 

only the physical benefits which affects the level of faithfulness of the employees, but 

when employees feel that they get a positive exchange with the organisation and/or its 

leaders, they might mirror that positive exchange. When studying ethical leadership and 

loyalty, Tseng and Wu (2017) found that when leaders practice ethical leadership; treating 

employees fairly, ethically, and loyally, the loyalty of the employees increased. 

 

Moreover, the SIT and SET can be connected in some ways. As has been stated, when 

people feel that the organisation provides them with a social identity which increases their 

self-worth and self-esteem, their level of loyalty towards their employer can increase 

(Tyler, 2001, p. 154-155). Factors that can provide a person with an increased self-esteem 

and/or self-worth is encouragement and acknowledgement, but before being provided 

with them a person needs to have done a good job. In order to be able to an as good job 

as possible, many can agree with the fact that competence development of some sort is 

often needed continuously. This is only one example on how the respective theories can 

be a sort of connected process, where one situation follows another.  

 

On the next page, a conceptual model is depicted (see figure 3) which will be used in 

order to analyse which factors that affect the level of employee loyalty within the two 

groups that are studied in this thesis. This conceptual model is founded upon the 

theoretical framework along with previous research on the topic of employee loyalty. The 
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model will be used throughout this research; in the interviews, the analysis, and later in 

the discussion and concluding chapters of this thesis. During this research, the connection 

between the two theories and employee loyalty will be analysed. We will try to see 

whether it seems as one, or both, theories can explain the factors which our respondents 

find affects their level of loyalty towards their employer. 

 
FIGURE 3. CONCEPTUAL MODEL 

 

As can be seen in the conceptual model, factors of exchange like physical benefits, 

competence development and ethical leadership has been connected to the SET. Factors 

of identifications has been connected to the SIT since, as was stated previously, the level 

of identification an employee feels towards things within their organisations can affect 

their level of loyalty. Being loyal often is explain by the level of commitment, the 

behaviour and the attitude an employee has towards the employer, as was stated in the 

beginning section of the theoretical framework. Disloyalty on the other hand often is only 

describe by the behaviour and attitudes of the employees. This is why only those factors 

are included in the conceptual model to describe disloyal employees. 
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4. PRACTICAL METHODOLOGY 

In the fourth chapter of this thesis, the practical methodology will be presented. This 

chapter aims at presenting how the research was conducted – how the respondents were 

chosen, how they were contacted, and how the qualitative interviews were conducted. 

Furthermore, a summary of the characteristics of the respondents will be presented 

followed by an analysis on how the data was processed and the ethical considerations of 

conducting qualitative research.  

  

4.1. Choice of Respondents 
In relation to our chosen method being a qualitative study and that we have an 

interpretivist view on knowledge, using interviews to gather data is the most suitable 

option (Collis & Hussey, 2014, p. 133). Since it can often be challenging to find 

respondents to participate in interviews, it is important that the researchers determine on 

a method for sampling their respondents. When deciding on how to sample our 

interviewees, we concluded that using a purposeful sampling method was appropriate. 

This method is a non-probability sampling and when using it, researchers put together a 

certain set of criteria that their respondents need to fulfil in order to participate in the 

research (Patton, 1990, 169). These criteria are decided before the actual research is 

conducted and remains the same throughout the whole study no matter the findings 

(Collis & Hussey, 2014, p. 132). The criteria for our respondents are that they should 

either have been working for 1-3 years or more than 15 years. They should also be 

working within the business administration area (specifically accounting, auditing, 

finance, or procurement), and should not be working within the consultancy industry. The 

arguments for these decisions can be found in the delimitations section of the introductory 

chapter of this thesis. 

 

The number of respondents used in a qualitative study is dependent upon what the 

researcher are aiming to find (Patton, 1990, p. 184). This means that a smaller sample is 

sometimes enough to fulfil the purpose, while in other situations a larger sample is 

required. This can also be determined by what level the research has, as well as by the 

supervisor (Collis & Hussey, 2014, p. 155). Based on our time limitation and 

determination that quality was more important than quantity for our interviews, we 

decided that eight interviews would be sufficient. In order to be able to compare our two 

groups; Group A and Group B, we needed to have an equal number of respondents from 

each side.  

 

After contacting the respondents and finding people willing to participate in our study, 

we found that all of our participants were female. This is not a criterion that was set before 

starting our research which means that it will not be altered during our research. The 

length of an interview is usually dependent on what method is used to conduct it, with 

face-to-face interviews typically being longer than telephone ones since actually seeing 

the respondents often leads to more in-depth conversations. Our interviews were mostly 

conducted through telephone but one of the interviews was conducted face-to-face, with 

the duration of the interviews ranging from 30-53 minutes.  
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4.2. Contact of Respondents 
In order to contact the respondents of this qualitative study, both phone calls and email 

has been used. The process used to contact the respondents is called purposeful sampling, 

that is, we contacted the respondents which we already knew fitted the criteria we had 

set. When contacting the respondents, we explained the purpose of this study, that is, to 

study the concept of employee loyalty – to see whether the definition of employee loyalty 

and the factors affecting it, differs between the two groups. Furthermore, we assured the 

respondents that the study is anonymous, and the employer would not know that they had 

participated in it. Also, we assured that no questions regarding their current work situation 

would be asked, only what they, themselves, find important regarding what affect their 

loyalty to an organisation. The email which was sent out can be found in Appendix 2-3. 

 

The interview guide, which will be presented in the following sections of this chapter, 

was also provided to the respondents prior the actual interview in order for them to 

prepare and get a sense of what type of questions which would be asked. In order to be 

able to conduct all the interviews, both physical meetings and phone meetings were set 

up, as not all respondents were close by and no possibility to meet in person existed.  

 

4.3. Qualitative Interviews 
According to Cooper and Schindler (2011, p. 168), conducting interviews is one of the 

primary methods of collecting data in a qualitative research. In contrast to highly 

structured surveys, a qualitative interview tends to have a looser structure without any 

predetermined answers (Blumberg et al., 2011, p. 265). Interviews can be very different 

in each research where the number of interviews, structure and closeness between 

interviewer and respondents are some areas that can vary (Cooper & Schindler, 2011, p. 

168). In relation to the closeness of an interview, it can be conducted either in person with 

an individual respondent or a group or it can be through telephone (Creswell, 2009, p. 

181). If there is only one interviewee per interview, this method is called an “Individual 

Depth Interview” (Cooper & Schindler, 2011, p. 172). This is the method used in our 

research since we wanted to find out individual opinions and not have our participants 

influencing each other through group discussions. Therefore, we interviewed one 

participant at a time and to easier remember the answers, we audio recorded each 

interview. This allowed us to have all the details recorded and then we transcribed all 

interviews to make it easier to compare all answers between each respondent. All of this 

was done with an informed consent from each participant.  

 

There are different structures that a qualitative interview has, where the most common 

options are either unstructured or semi-structured interviews (Cooper & Schindler, 2011, 

p. 168). A semi-structured interview usually starts off with specific questions to introduce 

the respondent to the topic and then following are space for the interviewee to provide 

further thoughts and opinions on the topic that was not covered using the questions 

(Blumberg et al., 2011, p. 265). An interview that is unstructured has a lower level of 

structure and instead of containing a predetermined set of questions, it is adapted to each 

person being interviewed (Cooper & Schindler, 2011, p. 168). What these two options 

have in common is that that they both aim at the researcher having a conversation with 

the interviewees in order to gather a broader range of more in-depth data, compared to 

structured interviews (Cooper & Schindler, 2011, p. 169). Since we have certain topics 

that we wanted to cover in our interviews, we decided on a semi-structured design. This 
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allowed us to write specific questions covering our main themes but also to ask follow-

up questions and allowing the interviewees to also speak freely or elaborate on the topics 

covered in our questions.  

 

4.4. Interview Guide Design 
As a way of making the interviews more comfortable for both the interviewer and 

interviewees, the researchers can design an interview guide or protocol (Creswell, 2009, 

p. 183). This guide enables the researcher to remember all important topics while 

conducting the interview and ensures that all interviews are in some way homogeneous 

(Blumberg et al., 2011, p. 266). Having interviews that are fairly similar to each other, in 

relation to topics covered, is important so that they can be compared against each other. 

However, the questions predetermined in the guide should be designed in a way that they 

do not impact the answers of the interviewees and allows them to speak freely (Blumberg 

et al., 2011, p. 266). Since the researchers are the ones who have determined on the area 

to study and important topics to cover, it is up to them to design the guide and questions 

in a way that captures all of these areas (Cooper & Schindler, 2011, p. 169). Depending 

on how specific answers the researchers aim to receive, there are different structures that 

the questions can have; structured, semi-structured and unstructured. There is a close 

relationship between how specific the questions are and the level of structure of the 

interview; the more specific the more structured (Blumberg et al., 2011, p. 266). We 

decided on using semi-structured interviews in our research since it allowed us to gather 

answers within our specific topic and related areas but also get opinions and elaborations 

from our respondents.  

 

There are different steps of an interview that the researchers should consider when 

designing their interview guide. In the beginning, there should be a headline containing 

when and where the interview was conducted and also the people present, meaning the 

interviewer and interviewee (Creswell, 2009, p. 183). One way to structure the questions 

of the guide is as a hierarchy where it starts with broader questions and moves towards 

more narrow and specific ones (Cooper & Schindler, 2011, p. 170). Starting with an 

icebreaker is a common way of making the interviewees feel more comfortable before 

they are asked questions specific to the topic (Creswell, 2009, p. 183). In our interviews, 

we started with welcoming and thanking them for participating followed by an 

explanation of the purpose of our study and structure of the interview (see Appendix 4-

5). Before asking any questions from our guide, we made sure to ask all interviewees for 

their permission to record. Following was some warm-up questions where we asked them 

about their academical and professional background. This also helped us getting to know 

the people we interviewed, which is used in the overview of our respondents below.  

 

As a researcher, you also have the responsibility of forming the questions both so that 

they are closely related to the topic and that there is a nice flow between them (Blumberg 

et al., 2011, p. 267). Being prepared to deviate from the predetermined questions and 

asking follow-up questions is an important aspect of being an interviewer since it allows 

the participants to have a more natural flow when answering and provide their own 

thoughts (Creswell, 2009, p. 183). Using certain probes is a way of being prepared for 

what follow-up questions to ask which could be different factors that the researchers are 

investigating or criteria that they want to have answered (Collis & Hussey, 2014, p. 136).  

When formulating the language and structure of the questions, something to consider is 

that they should be easy to understand, encourages wide answers and reflections as well 
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not leading or suggesting a desired answer (Blumberg et al., 2011, p. 267). Therefore, 

when we formulated our questions in the interview guide, we aimed at them being as 

neutral, broad and clear as possible. This means that instead of using questions that can 

be answered with a “yes” or “no”, our questions are formulated so that they mostly require 

an explanation, examples or definition of a concept. The interview was then finished with 

some concluding questions that we found interesting but that could not fit any of our 

predetermined themes as well as an open question about comments or thoughts that might 

have arisen during the interview. Lastly, we thanked our respondents for participating and 

explained the process that would follow the conducted interviews.  

 

4.5. Interview Procedure 
In the table below, a summary of the interview procedure of every interview can be found. 

The table includes information about the type of work and business every interviewee 

conduct, the communication tool used to conduct the interviews, as well as the length of 

every interview and the date it was conducted.  
 
TABLE 3. OVERVIEW OF RESPONDENTS 

Date Interviewee Role Business Type of 
interview 

Length 

26.04.19 A1 Audit Associate Auditing Phone 
interview 

40 
minutes 

28.04.19 A2 Accountant Accounting Phone 
interview 

38 
minutes 

29.04.19 A3 Sourcing manager Consumer 
goods 

Phone 
interview 

47 
minutes 

01.05.19 A4 Actuary Insurance Phone 
interview 

41 
minutes 

25.04.19 B1 Finance officer Hotel industry Face-to-face 
interview 

53 
minutes 

27.04.19 B2 PA to the 
Managing 
Director 

Work health 
and safety 

Phone 
interview 

35 
minutes 

30.04.19 B3 Procurement 
officer 

Energy sector Phone 
interview 

30 
minutes 

01.05.19 B4 Controller Investment Phone 
interview 

32 
minutes 

 

Due to a shortage of time supply as well as the fact that not all interviewees were possible 

to meet in person, many of the interviews were conducted via telephone. The time it took 

to conduct the interviews differed some, which is natural as people are different in the 

sense that some like to discuss the questions a lot, while some are very direct. This 

summary clearly shows that all interviewees fit the criteria of this study. That is, that they 

work in-house with work tasks within business administration.  

 

4.6. Overview of Respondents 
In this section a summary of the characteristics of every respondents of the respective 

groups will be presented. This is done in order to be transparent about what age, 

experience and gender all the respondents have, and also which types of jobs and industry 
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they are working with. This is done in order for other researchers to be aware of when the 

findings of this study could be transferable (see chapter 9).  

 

 Group A 

Interviewee A1 
Respondent A1 is a woman of 25 years and she has almost worked for two years since 

graduating the international business administration master´s programme with accounting 

as her main focus. Today, she is working as an audit associate at a large auditing 

corporation where she has worked since she graduated. With more than one year´s work 

experience A1 was able to provide her opinions of employee loyalty as a pretty recent 

graduate and her reasons for remaining at her position. 

 

Interviewee A2 
A2 is a 24-year old woman who have been working for almost one year since she 

graduated the master´s programme in business administration with a focus on 

internationalisation and accounting. A2 is currently working as an accountant for a large 

lawyer firm. Since this respondent has remained at her current position since she 

graduated a year ago, she provided insight into her experiences as a fairly new employee 

and how she views employee loyalty.  

 

Interviewee A3 
Respondent A3 is a 26-year old woman whom have been working for nearly two years 

after finishing her bachelor’s in design engineering. She started her career as a design 

engineer at a large industrial company in Sweden but is today working as a sourcing 

manager at a large consumer goods company. As an individual whom have the experience 

of changing jobs after her fairly recent graduation, she was able to provide good insights 

in what she feels defines employee loyalty, but especially what factors made her want to 

change jobs and why she wants to stay at the company which she works for today.  

 

Interviewee A4 
Respondent A4 is also a 26-year old woman whom have been working for one year after 

graduating with a master’s degree in business administration with a special focus on 

internationalisation and finance. She is today working as an actuary at a large 

international insurance company. As a recent graduate, she was able to provide some 

insight to what she finds especially important for keeping new employees which have just 

graduated loyal to companies.  

 

 Group B 

Interviewee B1 
This respondent is a 49-years old woman who is currently working as a finance officer 

within the hotel industry. Her educational background consists of a high school education 

within social science as well as some university courses within business administration. 

Apart from this she has gained her knowledge within business through work experience 

where she started as a business assistant following some experience with buying and then 

mainly within accounting. Since B1 has experienced switching between companies for 

several reasons, she was able to provide her view on loyalty and its relation to remaining 

or resigning from a company. 
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Interviewee B2 
B2 is a 54-year old woman and her current position is as a PA (Personal Assistant) for 

the Managing Director at a company focused on work health and safety. Some of her 

responsibilities are business support and procurement. She has studied business 

administration at a high school and has worked ever since. With previous experience 

within the industrial business, B2 has worked over 25 year at the company that she is 

employed at today. Since she has remained a long period with the same employer, B2 

could provide insight into how she defines a loyal employee and reasons behind staying 

for so long.  

 

Interviewee B3 
Respondent B3 is a 57-year old woman working as a procurement officer at an energy 

company. She holds a bachelor’s degree in business administration and has held three 

jobs after her university graduation, all within the business administration area but in 

different industries. By having experience from different industries, she was able to 

discuss which factors are important independent on which industry an employee works 

within.  

 

Interviewee B4 
Respondent B4 is a 60-year old woman working as a controller at a large investment 

company, holding a bachelor’s in business administration. Since she has been working 

for 15 years at the same company and staying loyal for a long time in that sense, she has 

a good understanding of what is important for her to stay at the same company.  

 

4.7. Data Analysis 
When conducting research, it is important that the process of analysing the data is done 

in an appropriate way in order to get reliable and valid results. As a qualitative research 

approach typically involves large amounts of unstructured word-based material, the rules 

for analysing it is not as clear-cut as analysing quantitative data (Bryman & Bell, 2007 p. 

571). However, Miles and Huberman (1994: cited in Collis & Hussey, 2014, p. 157) has 

concluded that analysing qualitative data entails going through three stages; reducing the 

data, displaying the data, and drawing conclusions and verifying the validity of those 

conclusions.  

 

In this study, eight interviews have been carried through. All these interviews were held 

in Swedish, therefore the process of handling the data entailed both transcribing the 

interviews as well as translating them into English. After transcribing and translating the 

interviews, we decided to reorganise the data in order to get a better overview of the data 

connected to the respective theories of this thesis, in line with recommendations for 

analysing qualitative data from Collis & Hussey (2014, p. 159). In order to reorganise the 

data, we divided it into themes based upon the conceptual model found on page 23 in this 

thesis and on the themes in the interview guide (see Appendix 4-5). The themes used are 

employee loyalty, social identity theory, and social exchange theory. Furthermore, 

another category was used in organising the data which involved the questions and 

answers which were not as clearly connected to one of the themes, but of more general 

nature, but which still are relevant to the empirical findings of this thesis.  
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The process of reorganising the data by assigning it to different themes, can also be called 

coding. Coding is often used when analysing qualitative data, but it does receive some 

criticism like the fact that there is a risk of losing the context of which the answers are 

connected to (Bryman & Bell, 2007, p. 589). In order to not risk this, we have been careful 

not to reorganise the data in such a way that the context is not lost, by for example 

including follow up questions so that when analysing it, it is not possible to misinterpret 

the answers in some ways. This process of reorganising the data is often used in the first 

stage of analysing qualitative data (reducing the data) as it gives a better overview of what 

is relevant to the study (Collis & Hussey, 2014, p. 155). Therefore, after having 

reorganised the data we chose to eliminate some of the data which we did not find relevant 

to any of the themes of this study.  

 

The second step of analysing qualitative data; displaying the data, will be done in the 

following chapter of this thesis, where we have chosen to use the themes which we have 

organised the conceptual model and the data in in order to show the results in a 

pedagogical matter. First, we will show what Group A have answered in regard to those 

questions and then Group B’s answers will be displayed in order for the reader to get a 

clear view of the possible similarities and differences between the two groups. 

Furthermore, Miles and Huberman (1994: cited in Collis & Hussey, 2014, p. 159) 

recommends displaying the data in a visual form, like for example in a table, which is a 

recommendation which we have chosen to follow and can be found in chapter five. By 

reviewing the data in this new form, we will be able to in a more straightforward way 

draw conclusion and analyse the data in connection to the theories chosen for this thesis. 

The analysis, discussion and conclusions about the empirical findings in relation to the 

theories can be found in chapter six to eight in this thesis.  

 

4.8. Ethical Considerations  

When performing a study, there are some ethical issues that the researchers need to 

consider. These issues concern how to behave when performing the research in a moral 

and responsible way (Blumberg et al., 2011, p. 114). There are four areas of principles 

regarding ethical issues to consider; not harming any of the participants, receive an 

informed consent before conducting the research, protecting the  respondent’s privacy as 

well as being honest throughout the entire research and making sure that no one is 

deceived (Diener & Crandall, 1978 cited in Bryman, 2012, p. 135).   

The first principle states that researchers have a responsibility ensuring that the rights of 

their participants are not harmed in any way (Blumberg et al., 2011, p. 114). One 

important aspect of this principle is confidentiality where the identities and other personal 

information that could be traced back to the participants is kept secret in the research 

(Bryman, 2012, p. 136). Secondly, to receive an informed consent, the researchers need 

to ask the participants for their permission of proceeding the study after a full explanation 

of the content and process of the study is revealed (Blumberg et al., 2011, p. 116). This 

allows the participants to make an informed decision of whether to continue as 

respondents or to resign from the research (Bryman, 2012, p. 138).  Protecting the privacy 

of the participants is the third principle and it is said to follow informed consent. This is 

because the participants make an informed decision of whether or not to provide 

information in the research that could be seen as private, without being forced in any way 

(Bryman, 2012, p. 142). Lastly, the principle of not deceiving the participants through 
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giving them false or blurry information causing misunderstandings is an important ethical 

principle to consider when conducting a research (Bryman et al., 2011, p. 116).  

In order to keep the confidentiality of our participants, we do not mention them by name 

in our thesis but use codenames for them instead and leave out any personal information 

which would prevent them from being anonymous. This allows us to talk about the 

responses from each of them without providing any information that would make 

someone reading this thesis aware of which persons that participated.  When we first 

contacted our respondents, we explained who we were, the purpose and method of our 

study and the structure of the interviews before asking them if they are willing to 

participate in our study. This information was also provided shortly before starting the 

interviews and followed by asking for permission to continue and to record the interview. 

To protect the privacy of our respondents the questions were formed in a fairly neutral 

way, meaning that they are not leading and does not ask about something that could be 

considered as too private. During the interviews we did not force any of the participants 

to answer questions against their will and we have throughout our entire process been as 

honest as possible to all of the people participating. 

 

 



   

 

   

 

32 

5. EMPIRICAL FINDINGS  

In this chapter of the thesis, the empirical findings of the conducted research will be 

presented according to each theme found in the Theoretical Frame of Reference and the 

interview guide. Starting off is the first sub-purpose of the thesis; the definition of loyalty, 

where the views of a loyal employee from the perspective of the two groups of respondents 

will be described. Following is the second sub-purpose; factors impacting loyalty, where 

the things of importance for increasing or decreasing loyalty for both of the groups will 

be presented.   

 

5.1. The Concept of Employee Loyalty  
In this section, the findings regarding how the respondents of the two groups look upon 

the concept of employee loyalty will be presented. That is, how they would define and 

describe the behaviour of a loyal employee, how they would define and describe a 

disloyal employee, and how they look upon the connection between loyalty and 

commitment. The findings presented in this section are connected to the first sub-purpose 

of this thesis. That is, to see how the two groups look upon the concept of employee 

loyalty. 

  

 According to Group A 

Definition and behaviour of a loyal employee 
When asked to define a loyal employee and the behaviours that can be seen as typical for 

these individuals, there were both similarities and differences among Group A. According 

to A1, when an employee is loyal, the reason for performing and accomplishing results is 

driven by what is best for the organisation or the team. This means that one’s priorities 

becomes aligned with those of the organisation or of the team. A1 also believes that trying 

to improve the company through providing ideas could be a way of showing loyalty. This 

does in some way align with A2 and her definition of a loyal employee being someone 

who has a high performance and work hard. A3 also believes that to be loyal, an employee 

should “do the job to the fullest”. Even though A4 does not specifically mention the level 

of performance as an indication of a loyal employee, she uses taking responsibility for 

one´s action when defining the concept. All of these answers can be related to how an 

employee performs and what this performance is driven by.  

 

Another concept which the respondents from Group A used in relation to employee 

loyalty is remaining at the company and not resigning as soon as a problem arise. A2 

states that when an employee considers remaining with the company for a longer period, 

this can be seen as an evidence of loyalty. She further explains that when an employee 

appreciates their organisation, he or she would choose to remain even though their terms 

or conditions would become worse or their tasks would change. A3 agrees with this and 

claims that being loyal to an organisation means that the employee is willing to remain 

even though situations change or there is a level of dissatisfaction. However, she further 

adds that during this period, A3 would try to change the situation for the better and if 

nothing changes after a while then she would consider leaving. This is something that A4 

does not seem to fully agree on, she states that choosing to remain at a job when times 

are hard does not always have to be an indication of a loyal employee. According to A4, 

it is possible for an employee to feel loyal to the organisation and still resign. She is 
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supporting her arguments through explaining that the level of motivation plays an 

important role in resigning or remaining at the company.  

 

When being asked about behaviour typical for loyal employees, one of the respondents 

(A2) mentioned speaking good about the company to others as an important factor. When 

it comes to speaking in general, there are more opinions from other respondents. For 

example, A3 mentions protecting the secrets of the company as a behaviour indicating 

loyalty. She also gave mentioning specific numbers or launches as examples and further 

developed by stating that those things should “stay within the organisation, not talked 

about with one´s partner”. A4 is not fully agreeing with this and instead believes that 

loyalty is more related to one´s action than what one talks about.  

 

Loyalty and commitment 
When reading articles related to loyalty, the concepts of loyalty and commitment are often 

discussed as being either the same thing or dependent upon each other. Therefore, we 

asked the respondents what they thought about the two concepts, to see whether they 

shared view with each other and previous articles. The most common view between the 

respondents of Group A is that the two concepts are different but could be closely related. 

A1 defines being loyal as prioritizing the job over herself while commitment is more 

related to one´s interest in something. A2 agrees and states that an employee can be 

committed to tasks without putting their full effort into them. To contrast the two 

concepts, she explains that being committed to a project could be a result of having to 

perform and finish it while being loyal means actually wanting to be a part of that project. 

However, A3 adds that being committed can be seen as an expression of loyalty, that 

when you are loyal you are also committed but you do not have to be loyal to be 

committed. A3 argues that an employee can be “as committed as possible but at the same 

time see the job as just a job”. This could be interpreted as commitment not being the 

same as being loyal since you can be committed wherever you are and whatever you do. 

A4 also believes that there is a difference between the two concepts but a relation between 

them, saying that “if you are not committed then you are not loyal to your organisation 

since you are there to produce something”.  

 

Definition and behaviour of a disloyal employee 
As an opposite to her answer on a loyal employee, A1 sees having selfish reasons for 

being at the company and not caring about people in one´s surrounding as something 

typical for a disloyal employee. It could also be that “you might be more driven by the 

more superficial things of being at an organisation more than the actual work”. Having 

someone resigning during final accounts without any warning is also something that a 

disloyal employee could do. Another behaviour typical for a disloyal employee according 

to A1 is not doing what is expected and not being committed to the tasks at hand. A2 

agrees with this and further adds that when an employee “does not care so much about 

the job, maybe you do not plan so that things are done in time, like you might not prioritize 

the job”, he or she can be seen as disloyal. The reason behind an employee being disloyal 

is according to A2 because the employee is either uninterested in the job or that there is 

something the employee is dissatisfied with and therefore considers it unnecessary to put 

in a lot of effort. Leaking sensitive information about the company to others and not being 

honest to your company are things that A3 feels a disloyal employee could do. She also 

states that “turning your coat with the wind” is another thing that a loyal employee would 

not do. A4 sees not doing your job and leaving it for others to take care of as a sign of 
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disloyalty to both the colleagues and employer. She also considers “some kind of 

dishonesty, that you are not open and honest” as a behaviour typical for an employee 

who is disloyal. The answers from all respondents of Group A related to the concept of 

employee loyalty can be seen in the table below.  
 
TABLE 4. OVERVIEW OF THE CONCEPT OF LOYALTY ACCORDING TO GROUP A 

Group A A1 A2 A3 A4 
Definition and 
behaviour of a 
loyal employee 

Same priorities 
as company, 
aim at 
improving 
company. 

High 
performance, 
work hard, stay 
at company, 
remain despite 
having worse 
conditions and 
speak well of 
the company. 

High 
performance, 
stay when 
dissatisfied but 
aim to improve 
situation and 
protect 
company 
secrets. 

Taking 
responsibility 
for own actions. 

Loyalty and 
commitment 

Loyalty: 
prioritize job 
over herself, 
commitment: 
interest in 
something 

Loyalty: wanting 
to be part of a 
project, 
commitment: 
perform and 
finish project, 
not necessarily 
with full effort. 

Loyalty: can be 
expressed by 
commitment, 
commitment: 
does not have 
to mean loyalty. 

Loyalty: related 
to commitment, 
commitment: 
way of showing 
loyalty, produce 
results. 

Definition and 
behaviour of a 
disloyal 
employee 

Work for selfish 
reasons, low 
performance, 
motivated by 
superficial 
things and 
resign without 
warning. 

Prioritize other 
things over the 
job, 
uninterested or 
unsatisfied with 
the job and 
having low 
effort. 

Leaking 
sensitive 
information, 
being dishonest 
and acting one 
way at work but 
completely 
different 
outside of it. 

Low 
performance 
and being 
dishonest. 

 

 According to Group B  

Definition and behaviour of a loyal employee 
In the same way as for Group A, the definitions and behaviours of loyal employees were 

described by Group B with both similarities and differences. According to B1, a loyal 

employee can be defined as someone who is there for their employer and acts as an 

ambassador for the company. B3 further adds to this topic by stating that loyal employees 

live according to the vision and basic values of the company and adjust the behaviour 

after what the company stands for. Working with the company´s best in mind is one 

behaviour that B4 sees as typical for a loyal employee. These descriptions are mainly 

related to the reasons behind their behaviour, why they act in a certain way as well as 

their relation to the company itself.  

 

Other ways a loyal employee can be defined is through their performance and more 

specifically the level of performance. B1 talks about a loyal employee being “someone 

who does their job and follow deadlines, show up in time and do what they are supposed 

to do”. B2 sees behaviour typical of a loyal employee as doing the job, taking 
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responsibility and uses “working ant” to describe them in short. B3 shortly mentions 

doing your job as a behaviour and B4 takes it even further by saying that when you are 

loyal, you do the job in the best way possible and strive for improving things within the 

company.  

 

Following the rules, both legal and ethical seems to be an important aspect defining a 

loyal employee according to Group B. One way this can be shown is how the employees 

talk about their employer, and B1 believes that when you are loyal, you should not talk 

badly about the company. Instead, a loyal employee should according to B1 work 

proactively for the company and market their employer in a positive way. B2 sees a loyal 

employee as someone who is reliable and honest. This can be seen in behaviour such as 

respecting the rules and regulations, “not talking badly about the company, colleagues or 

manager”. Respecting possible professional secrecy is also important according to B2. 

This is also something that is mentioned by both B3 and B4 who sees protecting the 

secrecy and treating others at the company with respect as loyal behaviour in employees.  

 

Loyalty and commitment 
In the same way as for Group A, we wanted to see how Group B thought about the two 

concepts; loyalty and commitment, and whether they saw them as similar or different in 

some ways. B1 saw being loyal as wanting to do a good job, despite some parts that are 

less attractive while being committed is more how the job is done. While B2 considered 

there to not be any bigger differences between being loyal and being committed, some of 

the other interviewees thought differently. According to B3, loyalty and commitment 

could be connected through having loyalty to your closest manager which would make 

you committed to the job. However, B3 further adds that even though they are in some 

way related, there is a slight difference in that “commitment is a drive force which could 

be that you have fun at work, that you feel at home and that you get such feedback from 

your manager that you thing it is really fun and that creates even more commitment […] 

because it creates that trust”. B3 also believes that commitment can come from the 

manager towards the employees. B4 states that loyalty and commitment are not the same, 

even though they often are related to each other. The biggest difference however is that 

“commitment is more about how much energy you put into your work while loyalty is 

more about how you behave within and around the company and your tasks”. 

 

Definition and behaviour of a disloyal employee 
According to Group B, being disloyal is mostly related to extremely negative behaviour. 

B1 considers a disloyal employee as someone who is dissatisfied with the job and goes 

around spreading information about the company. Performing badly, such as not showing 

up on time and not following deadlines are also signs of disloyalty. B1 also states that “if 

you go around and spread mean rumours about the company then you are extremely 

disloyal”. Talking bad about you manager and being a “whiner who is never satisfied 

and who ruins the mood for everyone else at the company” is how B2 would define a 

disloyal employee. It is also someone who talks badly about the company and ignores the 

rules. B3 takes it a bit further and states that when you are disloyal you work against your 

company, talk shit about it and are straight through dissatisfied with your tasks. B4 also 

sees disloyalty as something extreme where she thinks about disloyal employees as 

“those who break the rules and behaves really bad which gives a reason to get fired”. 

Even though some might think switching jobs as being a sign of disloyalty, B3 and B4 

does not see a clear connection between resigning and being disloyal. B3 argues that there 
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are many other reasons than being disloyal that could result in a resignation which B4 

agrees with and gives an example of a manager not living up to promises made as a 

possible reason to quit. See the answers from all four respondents of Group B according 

to each theme in the table below.  
 
TABLE 5. OVERVIEW OF THE CONCEPT OF LOYALTY ACCORDING TO GROUP B 

Group B B1 B2 B3 B4 
Definition and 
behaviour of a 
loyal employee 

Are there for 
the company, 
acts as an 
ambassador, 
high 
performance 
and not talk 
badly about the 
company. 

High 
performance, 
take 
responsibility, 
reliable, honest, 
respect rules 
and regulations 
and not talk 
badly about the 
company.  

Adjust 
behaviour after 
company vision 
and values, 
performance, 
protect 
company 
secrets and 
treat others 
correctly. 

Do what is best 
for the 
company, high 
performance, 
aim to improve 
things, respect 
secrecy and fair 
treatment of 
others. 

Loyalty and 
commitment 

Loyalty: want to 
do a good job, 
commitment: 
do what is 
required. 

No difference 
between being 
loyal and being 
committed. 

Slightly 
connected, loyal 
to manager 
could make you 
committed to 
do the job.  

Loyalty: reason 
behind your 
behaviour at the 
company, 
commitment: 
energy put into 
the job.  

Definition and 
behaviour of a 
disloyal 
employee 

Dissatisfied, 
spreads 
information and 
rumours about 
the company 
and low 
performance.   

Complains a lot, 
talk badly about 
the company 
and ignore 
rules. 

Work against 
the company, 
talk badly about 
it and 
dissatisfied with 
tasks. 

Break rules and 
behave badly. 

 

5.2. The Factors Affecting Employee Loyalty  
In this section, the findings on which factors the respondents found important for 

increasing employee loyalty will be presented. The questions included in this section are 

mostly from theme two and three in the interview guide, but also other questions about 

the factors affecting employee loyalty will be included here. 

 

 According to Group A 

When discussing which factors affects the level of loyalty an employee has towards an 

organisation, the findings show many similarities within Group A. The factor which is 

mostly acknowledged by the respondents is the possibility for personal (competence) 

development. When asked what factors make employees more loyal, respondent A4 for 

example stated that “I actually believe that it is mostly about having room for personal 

development”, which respondent A2 agreed with. A1 said regarding the factors which 

increases employee loyalty that it is important that you can see what opportunities there 

are at work since they become a driving force for being committed, that the opportunity 

you are given to grow can affect how loyal you are. 
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Moreover, when being asked about what is most important for the respondents to stay 

motivated and committed at work respondents A1, A2, and A3 mentioned personal 

development. A1 stated that it is important not to feel that you are stuck in the same place, 

that you feel that you can grow and learn while working and that you are pushed to your 

maximum level. A2 said that “having the chance to develop and try new things” is 

important to stay motivated, but also that good leaders are very important. A3 agreed that 

it is important to develop all of the time at work, that “in every project you are a part of 

there should be a challenge, or that there at least are opportunities for you to learn 

something [new]”. A4 did not mention development to answer this question, but instead 

mentioned that it is important to set clear goals and receive feedback on your work to stay 

motivated and committed. Also, A4 stated that it is important for her to feel that she is 

working for a “good” company, she gave the example of: “I would for example never be 

able to feel loyal to a […] cigarette company”.  

 

Another factor which affects the level of loyalty that was acknowledged by both 

respondent A3 and A4 was the culture at the company. A3 said that being comfortable at 

work was important for her, that “definitely being comfortable at work and I believe that 

has a lot to do with the people, I would say” while A4 explained it as “I believe it has to 

do with the soft values, the culture at your work place”. A2 also discussed factors which 

can be connected to the culture at an organisation, she mentioned the fact that when you 

feel that the company cares about their employees is important. Respondent A1 also 

talked about this in a sense when she said that when you feel that “the company shows 

that they believe in you” the level of loyalty can increase.  

 

Factors related to identification 
What you feel loyal towards and the level of loyalty you feel towards it may affect how 

loyal a person is to an organisation, as has been stated previously. During the interviews, 

the respondents were asked about what or whom they feel most loyal towards in their 

work environment. When the respondents from Group A were asked about what an 

employee can feel loyalty to and what they themselves felt loyalty towards at their job, 

there was a coherence in their answers. The thing that they felt most loyalty towards in 

their current situation were their colleagues. A1 considers the people in her surrounding 

to be an important factor of her job and says that the colleagues that she knows she works 

well with is also those she chooses to surround herself with. These are then the individuals 

that she feels the highest loyalty to. A2 agrees with this as she explains that all relations 

to one´s colleagues are important, and that people are more willing to help others if they 

have some sort of relationship with them. The closest colleagues are also people that both 

A3 and A4 feel the most loyal to within their companies. A3 says that this is because she 

feels that she can talk to them about anything and A4 argues that the colleagues in her 

team are those that she “share the burden with”. A1 sees her profession or title itself and 

customers of the company as factors of loyalty. A2 considers the company itself as a 

factor an employee can feel loyal to which can be shown through remaining at the 

company despite being offered a job at another firm. She herself feels loyal to her 

company because she considers it to take good care of its employees through education 

and support. Both A1 and A2 talked about factors which can be connected to the working 

culture in the organisation. For example, A1 stated that “I identify mostly with the drive 

and desire to always do the rights things”. Respondent A2 stated that she likes the fact 

that at work people are very serious and professional, that you can trust everyone to do 

their jobs, which she has always wanted when thinking about her future career. A3 on the 

other hand felt that she identifies strongly with the products of her company. She said that 



   

 

   

 

38 

she has always wanted to work with commercial products, especially like the ones she is 

currently buying and selling and cannot think about working with something else at the 

moment. A4 found it difficult to state something that she identifies with but did feel like 

if she had to choose that it would be the company itself and what it stands for.  

 

The respondents were also asked about what they would find most difficult to leave if 

they had to change jobs. Both A1 and A2 felt that it would be most difficult to leave their 

colleagues as they have spent so much time together. A3 whom felt that she identifies 

mostly with the products also felt that not being able to work with the same products any 

more is what she would feel most sad about if having to leave. A4 said that the 

characteristics of her job is what would be most difficult to leave, this as she “sees a long 

future with a steep learning curve […] and I thrive with that”. Even though she also feels 

that it would be sad to leave the colleagues, the actual job itself is what she would not 

want to leave behind.  

 

Factors related to the exchange with the organisation 
When being asked about what the respondents believe is important to “get back” from 

the company they are working at, the respondents had some different things that they 

mentioned are important for them. Respondent A4 talked about the importance of having 

a feeling of accomplishment when you leave work, that “I want my achievements to be 

seen and I also want to go home with a feeling of that what I am doing makes a difference 

for my team”. Regarding salary, A4 stated that it does make a difference, but it is not 

what is most important. A3 agreed with that and said that of course it is important with a 

salary, but that other factors come to mind before thinking about salary.  A1 came back 

to the factor of competence development and said that is what was the most important to 

get back from the company. A2 on the other hand said that it is not only important with 

competence development, but also to have the possibility to influence the workplace and 

be a part of the decision-making process of things. A3 said that for her, it is very important 

to get feedback from the organisation she works for. That when you put down the time to 

do something you want to feel that the management cares and gives feedback on it. 

Feedback was also mentioned by A4 who said that “it is not only feedback, but also that 

you get credit for what you have done”.  

 

During the interviews, the respondents were asked to prioritize which of four factors are 

most important, and why, to them. The four factors were; ethical leadership, high salary 

and/or bonuses, opportunity to get promoted, and competence development. A2, A3, and 

A4 all stated that competence development is the factor which they would prioritize 

mostly when choosing between the four factors. A4 stated that she believes it is especially 

important when you are at the start of your career, but she did not believe that it would 

become insignificant in the future either. She also discussed the fact that many of the 

factors are connected to each other, that for example when you develop you hopefully 

will get promoted, and that when you have ethical leaders, she feels more motivated at 

work. A1 also discussed the fact that the factors are very intertwined, that you need good 

leaders to be able to develop, and then the promotion will follow. Therefore, she had a 

hard time ranking them separately, but she did know that she felt that the third factor, 

high salary, was what she would prioritize the least. Both A4 and A3 also said that the 

salary is what they prioritize the least of the factors, but respondent A2 on the other hand 

would rank high salary second after competence development. This due to the fact she 

feels that “you work to be able to live, you don’t live to work”. She also stated that she 

does believe that salary increases the chance of having loyal employees. The opportunity 
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of promotions is what A2 would prioritize the least of the four factors. Even though 

everyone did place competence development as the most important of the four factors, 

there are obvious differences between where on the list of priorities the other factors are 

placed between the respondents. The factors according to the respondents of Groups A 

which has an affect on employee loyalty can be seen in the table below.  

 
TABLE 6. FACTORS AFFECTING EMPLOYEE LOYALTY ACCORDING TO GROUP A 

Group A  A1 A2 A3 A4 

Factors 
affecting 
employee 
loyalty 

Competence 
development  
Ethical 
leadership 
Colleagues 

Competence 
development 
Feeling included 
Colleagues 

Competence 
development 
Organisational 
culture 
Feedback  

Competence 
development 
Organisational 
culture  
Organisational 
values 
Having goals  
Feedback  
 

Identification Organisational 
culture 
Colleagues 

Organisational 
culture 
Colleagues 

Products of the 
company 

Company 
Job itself 

Things to feel 
loyalty towards 

Colleagues Title 
Regulations & 
standards 

Colleagues 
Company 

Colleagues Colleagues 

Important 
exchange  

Competence 
development 
Ethical 
leadership 

Competence 
development  
Responsibilities 
Salary 

Feedback 
Competence 
development 

Feedback  
Credit  
Competence 
development 

Least 
important 
exchange 

Salary Promotion 
opportunities 

Salary Salary 

 

 According to Group B 

When discussing which factors are important in order to increase the level of loyalty 

between an employee and an organisation, some factors are similar between the two 

groups studies in this thesis. Respondent B3 for example mentions competence 

development as an important factor in order to increase the level of loyalty within an 

organisation. That the organisation is invested in its employees and takes responsibility 

for them are also factors which B3 found important. B2 believes that justice and 

appreciation are important factors which the organisation should exhibit towards their 

employees. When talking about appreciation B3 says that rewards are important, but it 

does not have to be in terms of salary, it can be smaller things like handing out cake when 

someone has done a good job. B4 mentions the fact that in order to stay loyal to an 

organisation, it is important that the employees feel satisfied. She explains that in order 

to feel content at work it is important to have a good leader and to work with people 

whom does a good job. Regarding salary she states that “we work so incredibly many 
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hours so if I wouldn’t have the salary I do, I do not think that I would feel that it was 

worth it in the same way”, meaning that salary is an important factor in terms of loyalty.  

 

When talking about what could make an employee become disloyal, B2 believes that if 

there is a presence of injustice employees can become disloyal. That is, when employees 

feel that they are treated differently from each other. B3 on the other hand believes that 

when an employee does not feel like they can grow and have the opportunity to exchange 

experiences, the level of disloyalty can increase. B4 found it hard to know what makes a 

person disloyal as she believes that it takes a lot for someone to become disloyal, she 

believes that there is an “in between land” between being loyal and being disloyal. But 

she states that it depends on what kind of a person you are, that a person who can act 

disloyally is a selfish person, she does not believe that an unselfish person whom is 

dissatisfied would become disloyal.  

 

In order to be able to keep loyal employees, respondent B1 believes that companies 

should put a lot of effort on their staff development reviews. The conversations between 

the employees and their managers should be of high quality in order for the organisation 

to be able to get to know if their employees are dissatisfied – and why in that case. 

According to B1, it is essential that the company is responsive in these conversations. B3 

also acknowledged that the responsiveness of the company is very important, she stated 

that “I believe that these are important parts, to be able to keep the loyalty towards the 

company. That the company is responsive towards their employees”. If B2 could give 

advice to companies to help them have loyal employees, she would say that they should 

treat their employees with respect, acknowledge their work, and offer them competence 

development. B4 would advise companies to make sure they have good leaders and that 

every employees’ needs are met, since she believes that everyone does not have the same 

needs and it is important for the company to be aware of that. 

 

As has been discussed previously that even though employees are dissatisfied, some 

choose to stay loyal to a company anyways in the sense that they stay at the company. 

When being asked about what could make them stay at a company even though they are 

dissatisfied with their work tasks and whether they believe that they could easily change 

jobs if they were, the respondents of Group B had some different answers. B2 did not 

believe that she would have been able to easily look for another job even if she were 

dissatisfied. This due to her age, she does not believe that it is easy to get a new job when 

being around 55 years old and since it is necessary to get a salary, she does not believe 

that she would be able to risk being without a job. B3 believe that it depends on the 

situation, but since there is a lot of demand for workers today, she believes that it would 

not be as hard as before to change jobs. She believes that it is the feeling of security and 

assurance that makes the difference when thinking about leaving a job. B4 does not 

believe that she would easily take the decision to change jobs if dissatisfied. She stated 

that “as long as it is not unsustainable for me due to the dissatisfaction, I would probably 

stay as long as I felt safe at the work place and with colleagues and such things”. B1 did 

not believe that she would change jobs only due to dissatisfaction with her work tasks, 

instead she believes that it would have to be somethings more than that for her to change 

jobs. B1 believes that it is more important that you are satisfied with the people you work 

with, she stated that the colleagues are more important than the tasks. She stated that if 

something would make her want to change her job, it would be if she did not feel satisfied 

with the people she is working with.  
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Factors related to identification 
When talking about what the respondents identify with in regard to their work, Group B 

had more trouble understanding and stating what identification is than Group A had. All 

respondents in Group B needed more explanations of what we meant by it, which of 

course could have impacted the results. After been given some alternatives, B2 stated that 

she identifies the most with her colleagues. B3 said that she could identify with her work 

title in some regards but said that she would not explain it herself as that she identifies 

with it, which is similar to the response of B1. B4 however were surer about her 

identification after some more explanation of the concept, and she stated that she 

identifies the most with the company itself. She believes she does that because she is very 

proud of having the job she has at that company. 

 

As has been stated before, when a person identifies with something the level of loyalty 

towards it is more likely to increase (Schrag, 2001, p. 45). Therefore, it can be argued that 

if you feel loyalty towards something, you also identify with that object in some way. 

One aspect that B1 feels loyal to is her title as an accountant and this is shown through 

her performing highly on all her tasks, even the ones that she finds less attractive. She 

also adds that if she is loyal to her employer then “I will do my job and you do all the 

parts of one´s tasks, even those that are not as fun. Then I´m loyal to my employer since 

I simply want to a good job”. When B2 is asked what an employee can feel loyalty 

towards she answers that there are a lot of different factors, such as the whole company, 

the manager or colleagues. B2 feels mostly loyal to her manager since she can connect 

with her. She also sees her colleagues as a factor she feels loyal to, this is partly because 

she has been at the same company for so long and has gotten to know her colleagues very 

well. B3 feels that she is mostly loyal to her entire work as well as her closest manager. 

Since she is striving to achieve the strategies of the company, she considers the CEO as 

someone she feels loyal to. Even though these strategies are not always clear from the 

beginning “you have to believe that they are what´s best for the company, and through 

thinking that way you will become loyal”. B4 agrees with this in some ways and states 

that it is the company as a whole that she feels loyal towards. This is showed through her 

working every day to make parts of the company more effective, which also makes her 

feel more closely connected to other departments of the company.  

 

As can be seen in the interview guide, one of the questions in the interviews regarded 

what would be most difficult to leave at the organisation if the respondents had to change 

jobs. Respondent B1, B2, and B3 all agreed that the colleagues are the ones which would 

be hardest to leave for them. B3 said that “I believe I would miss my closest colleagues 

and manager”. B4 on the other hand felt that what would be hardest to leave is the job 

itself, this as she felt that it would be too though to start over again and learn something 

entirely new, “I just feel too old for that” she said in a joking manner.  

 

Factors related to the exchange with the organisation  
As has been discussed, most people expect some sort of exchange with the organisation 

in return for their work and when they do not feel that that exchange is adequate, it can 

affect the level of their loyalty towards the organisation. When being asked about if the 

respondents feel that it is important with an exchange with the organisation, and if it is, 

what it is they find important to get – the answers were quite similar to the ones we 

received from Group A. Factors like competence development, feedback, and getting 

appraisals when appropriate was mentioned by the respondents of Group B as well. 

However, B1 stated that even though it is what she would want, she does not see it as a 
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necessity, she finds the relationships she has with her colleagues as more important.  B4 

did not only believe that feedback is important but said that she expects a good salary in 

return for her work. She stated that the salary is the founding reason for why many people 

work and that the salary is what makes her life on the side of work possible which she 

finds most important, to get to do what she wants on her free-time.  

 

When being asked about what they would prioritize the most out of the factors; ethical 

leadership, high salary and/or bonuses, competence development, and the opportunity to 

get promoted, three out of four respondents ranked ethical leadership highest. B1 stated 

that “I rank ethical leadership the highest, to have a clear and responsive leader, who 

sees all employees and does not give special treatment to some but is just”. B2 agreed 

with B1 and also believes that ethical leadership is what is most important for her as she 

thinks it is what drives the company in the right direction.  

 

Competence development is a factor which was very important for most of the 

respondents in Group A, but in Group B two respondents rank that factor as least 

important. Both B2 and B4 believes that competence development is not as important for 

them today as it was when they were younger. B3 on the other hand ranked competence 

development the highest. She believes that it is a factor which is very important for 

herself, but also that factors like higher salary and promotion opportunities will follow if 

she gets the opportunity to develop her skills and capabilities. See the answers about 

factors affecting employee loyalty from respondents in Group B in the table on the next 

page.  
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TABLE 7. FACTORS AFFECTING EMPLOYEE LOYALTY ACCORDING TO GROUP B 

Group B  B1 B2 B3 B4 

Factors 
affecting 
employee 
loyalty 

Responsive 
organisation 
 

Justice  
Appreciation 
Responsive 
organisation 

Competence 
development 
Engaged leaders  
Competence 
development 
Respect 

Salary  
Satisfaction 
Good leaders 
Good colleagues 
Responsive 
organisation 

Identification Colleagues Colleagues Colleagues Company  

Things to feel 
loyalty towards 

Title   
Employer 

Colleagues 
Manager 

Company Closest 
manager 

Company 

Important 
exchange  

Competence 
development 
Ethical 
leadership 

Ethical 
leadership 

Competence 
development 
Feedback  

Salary 

Least important 
exchange 

Promotion 
opportunities 

Competence 
development 

Salary Competence 
development 

  



   

 

   

 

44 

6. ANALYSIS  

In this sixth chapter of the thesis, an analysis of the empirical findings in connection to 

the theoretical frame of reference will be provided. The chapter starts with an analysis of 

the concept of employee loyalty, its definition, the behaviours of loyal employees, loyalty 

and commitment, and the concept of disloyal employees. The second section of this 

chapter contains an analysis regarding the factors that affects the level of loyalty in 

employees.  

 

6.1. Analysing the Concept of Employee Loyalty  
One of the sub purposes of this research was to look further into the concept of employee 

loyalty and compare how it is defined by the two groups; Group A with work experience 

of 1-3 year and Group B with more than 15 years of work experience. When looking at 

the theoretical frame of reference, employee loyalty has been defined in many different 

ways. Some common views talk about how a loyal employee behaves, what attitude they 

have, the relationship between loyalty and commitment as well as contrasting it with a 

disloyal employee. Therefore, the empirical results from the interviews will be analysed 

in relation to the different themes to see whether how similar or different they are.  

 

 Definition and Behaviour of a Loyal Employee 

When Group A was asked to define a loyal employee, an opinion shared by the group 

was the level of performance put into the work and the reason behind this performance. 

A loyal employee was by most of the respondent defined as someone who works hard 

and strives for the same goals as the company. This can in some way be connected to 

Hirschman´s (1970, p. 79) view of a loyal employee being someone who cares about the 

organisation and works hard. Working towards the same goals can also in some way be 

related to the theory developed by Hirschman (1970, p. 77) which claims that an 

employee who is loyal shares a special connection with his/her employer. This could as 

well be connected to the view on loyal employees by Schrag (2001, p. 45) who sees them 

as individuals that act with the company’s´ best in mind. According to Alfes et al. (2012, 

p. 412) employees who are loyal to their employer are more likely to put more effort into 

their work. The difference between this and the results found of this study is that neither 

of the respondents mentioned trust as a factor impacting the level of performance of a 

loyal employee.  

 

To remain at the company when problems occur or planning to remain with the company 

for a long period was also a view on loyal employees shared by the respondents from 

Group A. Some examples of these situations mentioned in the interviews were worse 

terms and conditions, drastic changes in tasks and increased level of dissatisfaction. 

Having patience in tougher times can be connected to the view of positive responses of 

loyal employees discussed by Saunders (1992, p. 228). Hirschman (1970, p. 83) also 

considers loyalty to be a contributing factor when employees decide to remain despite 

being dissatisfied. In his article, organisations should strive towards having loyal 

employees since they are more likely to remain despite being sensitive to the level of 

quality within the organisation (Hirschman, 1970, p. 79). Remaining with the employer 

was also something covered in the article by Alfes et al. (2012, p. 422). However, some 

of the respondents mentioned that even though a loyal employee would stay despite being 
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dissatisfied with something, the employee should strive to improve the situation. If 

nothing would change, then it would not be because of disloyalty that the employee would 

leave but because of other factors, according to Group A.  

 

Lastly, a factor of importance when discussing loyal employees according to Group A 

was the way they spoke about their employer. A common view was that someone who is 

loyal to their employer should speak good of the company, manager and colleagues and 

not spread company secrets. This is related to a positive effect of employee loyalty 

covered in the article by Saunders (1992, p. 228). According to Coughlan (2005, p. 45), 

a loyal employee should not harm the company or the people in it, which is similar to the 

view by Group A. Through positive word-of-mouth, rather than negative, a loyal 

employee has the power to improve the reputation of his/her employer, which is an 

important part of increasing the organisational performance. (Guillon & Cezanne, 2014, 

p. 840). However, one of the respondents of Group A considers the actions as more 

important than words of a loyal employee. When reading related theories, one would 

assume that how an employee talks about their employer are a factor of importance when 

it comes to employee loyalty.   

 

A common way for Group B to describe a loyal employee was through their relationship 

with their employer and the reasons behind their behaviour. According to this group, an 

employee is seen as loyal when acting according to the vision and values of their 

employer as well as considering what is best for the company when making any decisions. 

When it comes to the level of performance of a loyal employee, some considered doing 

the job as enough while others thought loyalty was shown through putting in more effort 

that what is required. These views of a loyal employee can be connected to the definition 

made by Schrag (2001, p. 45), who considers employees showing their loyalty towards 

their employer through being concerned with the interests of the organisation and working 

to improve its welfare. When an employee trusts their employer, they are more likely to 

feel loyalty towards them and one way this can be shown is through employees increasing 

the effort they put into their work (Alfes et al., 2012, p. 412). However, in the same way 

as Group A, the respondents from Group B talked about the relationship between loyalty 

and increased effort but they did not mention trust as a criterion for increased loyalty in 

their employer.  

 

All respondents in Group B also talked about following ethical and legal rules as a 

behaviour typical for a loyal employee. Some of the ethical ways to behave was related 

to not talking badly about the company or someone within it and instead use a more 

positive tone. Legal rules for a loyal employee to follow was according to Group B 

respecting rules and regulations and protecting things of secrecy. Giving the company a 

positive reputation is a behaviour discussed by Guillon and Cezanne (2014, p. 840) which 

is an important aspect of company performance. Not harming the company, colleagues 

or managers are an ethical aspect of loyalty which is discussed by Coughlan (2005, p. 

45).  

 

 Loyalty and Commitment 

When respondents from Group A were asked about the two concepts; loyalty and 

commitment and whether they were the same thing, connected or completely separate, 

there seems to be an agreement. Overall, the two concepts were described as different 

things but with some sort of relationship between them. A common answer in this group 

was that commitment was a way to show loyalty but that you did not have to be loyal to 
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be committed. According to Arthur (1994, p. 672), commitment is seen as a contributing 

factor in shaping how employees think and behave. This could in some way be connected 

to the results in that commitment was often described as a way of behaving while loyalty 

was more related to the reason behind that behaviour. The separation between the two 

concepts is in accordance with arguments made by Coughlan (2005, p. 46) who saw 

loyalty as being more voluntary, dedicated and moral in its nature compared to 

commitment.  

 

According to the respondents of Group B, being loyal and being committed was by the 

majority seen as two separate concepts but with some connections between them. While 

commitment was defined as your performance and the energy put into it, loyalty was seen 

as being more of a desire to do a really good job and act accordingly. Since the 

respondents described commitment as more of a behaviour in the employees, it can be 

compared to the view of the concept as a tool by Arthur (1994, p. 672). Most of the 

members of Group B saw there to be a clear distinction between being loyal and being 

committed, which is in accordance to the arguments made by Coughlan (2005, p. 51). 

According to him, factors such as loyalty as an attitude, feelings, morality and ways to 

deal with work dilemmas are mainly the reasons why it is different from commitment.  

 

 Disloyal Employees 

After Group A had defined their view on a loyal employee, they were asked to consider 

its opposite; a disloyal employee, in relation to definition, attitude and behaviour. Instead 

of working for what is best for the company as a loyal employee would do, Group A 

considers a disloyal employee as someone who is selfish and prioritizes other things over 

their job. However, when looking at the arguments by Schrag (2001, p. 56) this behaviour 

does not have to indicate that the employee is disloyal but could rather mean that they 

have less loyalty to their employer. According to his article, in order for employees to be 

seen as having a disloyal attitude or behaviour, they should work in some way to 

undermine the company and its welfare. This could be connected to the view of some of 

the respondents in Group A who considers a disloyal employee be someone who resigns 

without any warning, lies to their employer and leaks company secrets. Leck and 

Saunders (1992, p. 219) offers in their article some examples of typical behaviours in 

disloyal employees, such as withdrawing without notice and other behaviours with the 

intention of decreasing the performance of the company, which is in accordance to the 

answers from Group A. 

 

Group B defines a disloyal employee as someone who is negative about their job, spreads 

rumours and information about their employer and through complaints and low 

performance ruins the overall mood at the work place. One behaviour that Schrag (2001, 

p. 47) considers as disloyal for employees is whistle blowing, which is also something 

that most respondents from Group B gave as examples in their interviews. According to 

them, talking badly about your employer, managers and colleagues were signs of 

someone who was extremely disloyal. Having low performance, such as not showing up 

on time or not doing what is expected were examples of a milder indication of disloyalty 

and ignoring the rules and behaving so bad that they risk being fired. When the employees 

do not perform according to what is expected of them, this is by Schrag (2001, p. 46) 

considered as breaking the minimalistic degree of loyalty. However, it is further discussed 

that employees with a high performance does not have to be loyal and others who only 

does the bare minimum does not have to be disloyal but could have a lower level of 

loyalty.  
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6.2. Analysing the Factors Affecting Employee Loyalty  
The other sub-purpose of this thesis is to investigate which factors can affect the level of 

loyalty an employee feels towards an organisation. As was presented in the theoretical 

frame of reference, the Social Identity Theory and the Social Exchange Theory are two 

theories that have been used previously in order to explain why some factors are important 

for people to have in order to have loyalty towards something. In this section, the factors 

mentioned by the respondents of Group A and Group B as important to them will be 

analysed in connection to these theories and the previous literature on the topic.  

 

The SIT concerns, as has been discussed, the level of identification an individual feel to 

a social entity (Tajfel, 1974, p. 69. When Group A was asked about what they primarily 

identify with in their work situation they had some differing answers. For both respondent 

A1, A2 and A3 the organisational culture and the values of the companies they work for 

was one of the aspects of their work they identify most strongly to. Furthermore, the 

entities the respondents of Group A identify with included their colleagues, the products 

they are selling, the organisation itself and the job they possessed. When asked about 

what they feel loyalty towards, all respondents of Group A answered that they feel most 

loyal to their closest colleagues, which can mean that they probably also identify most 

strongly towards them as well according to Schrag (2001, p. 45). Moreover, the fact that 

both respondents A1 and A2 acknowledged the same entities that they identify with as 

they feel most loyal towards supports the statement that when identifying with 

something/someone, you often feel loyal to it. However, respondents A3 and A4 did not 

state the same entities regarding what they identify with the most and they feel most loyal 

towards, which proposes that it might not be true that you feel loyal to everything you 

identify with. Though, this is not a quantitative research and thereby no conclusions can 

be drawn whether this hypothesis is true or not.  

 

As was stated in the empirical findings, three out of four respondents of Group B stated 

that they identify most strongly with their colleagues and the fourth stated that she 

identifies most strongly with the company itself. However, only one respondent specified 

that she feel most loyal towards her colleagues, while all stated that they feel most loyal 

towards the company or their managers. Tseng & Wu (2017) suggests that the companies 

which does not have employees whom identify and feel loyal towards the company and/or 

its leaders should work on their organisational identity and their psychological contract 

fulfilment in order to increase the level of employee loyalty.   

 

That the respondents feel that they have entities which they can identify with is positive 

from the organisations’ stand-point as it can increase the level of loyalty they have 

towards the organisation as the entities are components of the organisation, following the 

line of thought of Schrag (2001, p.45). The fact that the respondents identify with their 

colleagues is positive for the organisations as it is a collective social identity unique to 

that organisation. What the organisations need to be careful of is the fact that some of the 

entities mentioned by Group A could be easily replaced by other social groups if the new 

group provides more positive aspects than the old group does. Tajfel (1974, p. 69-70) 

describes the fact the individuals tend to want to leave one social group for another if they 

feel that the other group provides them with aspects which they value higher. This could 

happen when the current social group which the employee splits up, for example if other 

colleagues decide to leave the organisation. Furthermore, there is also a risk for the 

organisations if the collective social group identity become too strong as conflicts may 
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arise within the organisation (Brickson & Brewer, 2001, p. 49). This because if the 

identities the employees have are not connected to the values of the company, the risk is 

that the group steers in a way which is not similar to the way other groups within the 

company are directed towards.  

 

As has been stated before, the Social Exchange Theory regards the fact that when people 

make the decision to perform a certain action, like being loyal to an organisation, they do 

that because they expect some sort of reward which they find important (Blau, 1964: 

Homans, 1974). During the interviews with both of the groups, all respondents believed 

that an exchange has to take place between the organisation and the employee. However, 

the factor of exchange which is most important differed between the respondents. Most 

respondents felt that the “softer” factors like competence development are more important 

than salary or bonuses for them to stay loyal to the employer. Six out of eight respondents 

of this study stated that competence development is what they expect, and need, from an 

employer in order for them to feel loyal towards the company, as otherwise they would 

become dissatisfied with their situation (the two whom did not find it important where 

both members of Group B). To get the opportunity to develop one’s skills and 

competencies is an exchange with the company, where the company gives the employee 

the opportunity to develop themselves while at the same time being able to do a better job 

for the company. Moreover, as has been stated in the theoretical framework, competence 

development can also be connected to the SIT as by developing one’s competencies, the 

self-worth and self-esteem of a person can increase.    

 

The reason for why the respondents feels most loyal towards their leaders or the company, 

can be because their companies have what their employees feel are ethical leaders as is 

proposed in the study by Tseng & Wu (2017). That is, leaders whom treat the employees 

with respect, trust, and whom does not discriminate. Three respondents of this study 

prioritized Ethical leadership among the top factors which they expect to get back from 

the organisation in order for their loyalty to increase. Meaning that if they are to remain 

loyal and committed to the company, they expect their leaders to reciprocate that action 

back to them.  

 

As was stated in the empirical findings, all respondents in Group A stated that their closest 

colleagues are what they feel most loyal towards, while in Group B most respondents felt 

most loyal towards the company which they work for. As this is not a quantitative 

research no generalizing conclusion about the two groups and the factors affecting their 

level of employee loyalty can be made, but the answers are somewhat in line with the 

findings of the study by Foster et al. (2008). In this study, it was found that the junior 

staff found internal rewards more important than external rewards, while the senior staff 

found extrinsic rewards more crucial. That is, factors like the relational bounds with their 

colleagues were more important than salary and other rewards from the company.   
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7. DISCUSSION 

This chapter will provide a discussion about the findings of this thesis. Firstly, a re-cap 

of the conceptual model presented in chapter three will be provided. Secondly, the first 

sub-purpose of the study will be discussed. That is, the concept of employee loyalty and 

whether there seem to be a difference on the view upon it between the groups. Thirdly, 

the findings regarding the factors affecting employee loyalty will be discussed. 

Throughout this chapter a discussion about the differences and similarities between the 

two groups of the research and the findings about the two parts of the conceptual model 

will be delivered.  

 

7.1. Going Back to the Conceptual Model 
Since this research uses an abductive approach where the aim is to go between reality, 

theory and empirical resources (Bryman & Bell, 2015, p. 28), it was decided that an 

appropriate method to demonstrate this would be through a figure. The conceptual model 

was therefore created after the literature review, theoretical framework and theoretical 

frame of reference was synthesized. Because there were two sub-purposes of the thesis, 

the model was divided into two branches according to these; defining employee loyalty 

and factors affecting employee loyalty. Based on theories found, these two branches were 

further divided according to common themes such as the two main theories about social 

exchange and social identity as well as areas within the definition of a loyal employee. 

After the interviews were performed and the answers were analysed, the next step was to 

compare the two groups against each other and see whether the conceptual model is still 

viable or if it needs some corrections, which can be seen in the discussion below. Seeing 

as there are two sub-purposes which has been the guiding structure of both the empirical 

and analytical section, the discussion will start with separating the two branches and 

finally end with bringing everything together. The first conceptual model can be seen on 

the next page (figure 4) and the final model will be presented at the end of the discussion 

(see figure 5). 
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FIGURE 4. CONCEPTUAL MODEL (FIGURE 3 AGAIN) 

 

7.2. Discussing the Definitions of Employee Loyalty 
Looking into how employee loyalty is defined was the first sub-purpose of this thesis. 

This was done through using areas such as the behaviour of a loyal employee, 

commitment and contrasting it with a disloyal employee. In the analysis the purpose was 

to see how the answers from our respondents could be connected to previous research, 

but here the two groups were still held separate. Since the main goal of this thesis is to 

compare two groups with different amount of work experience against each other, in the 

discussion their answers will be compare and differences highlighted. The structure of 

this part will follow the same division into themes as the interview guide, result and 

analysis sections.  

 

 Definition and Behaviour of a Loyal Employee 

When looking at the answers from both groups, there are some things that they agree 

upon and others that they define or discuss a bit differently. Looking at how a loyal 

employee is defined, it was more common to describe how a loyal employee should 

behave and what attitude they should have. The main thing that both groups used to 

describe a loyal employee was through the level of performance. However, there were 

some distinctions between whether an employee should do what was expected (“the bare 

minimum”) or if their performance should go beyond that. Also, worth mentioning here 

is that these differences was not between the groups but between the respondents within 

the groups. This would then show that using the level of performance to describe a loyal 

employee is common but that where the line is drawn for an employee to be considered 

loyal is something individual. Therefore, a loyal employee should at least follow the 

expectations but is considered as even more loyal when exceeding these expectations.  
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One thing that could be seen as a difference between the two groups is the ethical 

behaviour of a loyal employee. Some of the respondents from Group A saw a loyal 

employee as someone who talked good about their employer and one of them mentioned 

protecting secrets. As a small contrast, all of the respondents from Group B talked about 

representing the company, talking about it in a positive manner, treating others fairly as 

well as respecting rules and regulations and protecting secrets as loyal behaviour in 

employees. When contrasting these views against each other you can see that someone 

with work experience of 1-3 years (Group A) seems to have a bit lower ethical demands 

for someone to be considered as loyal while those with more than 15 years of experience 

(Group B) have a longer “list of demands”. One could therefore speculate that people 

with more working experience would have more experience of seeing or hearing about 

other employees and their loyal/disloyal behaviour. This would then make them consider 

more aspects when defining a complex concept such as employee loyalty. Those with less 

experience might not consider loyalty as much since they are new to the market and could 

therefore be more concerned with their own satisfaction and development rather than 

thinking about things happening in the future. As someone who is fairly new as an 

employee, you might also not have as much experience with switching between jobs or 

remaining a long time at the same company, which would then influence how loyalty is 

defined. See a comparison of the answers about defining loyalty and loyal behaviour from 

both groups in the table below.  
 
TABLE 8. COMPARING DEFINITION AND BEHAVIOUR OF A LOYAL EMPLOYEE BETWEEN THE GROUPS 

A1 A2 A3 A4 
Same priorities as 
company, aim at 
improving company 

High performance, 
work hard, stay at 
company, remain 
despite having worse 
conditions and speak 
well of the company 

High performance, 
stay when 
dissatisfied but aim 
to improve situation 
and protect 
company secrets 

Taking responsibility 
for own actions 

B1 B2 B3 B4 

Are there for the 
company, acts as 
ambassador, high 
performance and not 
talk badly about the 
company 

High performance, 
take responsibility, 
reliable, honest, 
respect rules and 
regulations and not 
talk badly about the 
company 

Adjust behaviour 
after company vision 
and values, 
performance, 
protect company 
secrets and treat 
others correctly 

Do what is best for 
the company, high 
performance, aim to 
improve things, 
respect secrecy and 
fair treatment of 
others 

 

 Loyalty and Commitment 

Loyalty as a concept has often been discussed in previous literature in relation to 

commitment. However, there has been some debate whether these two concepts are the 

same, related to each other or completely separate, which is why this was one of the focal 

areas of the sub-purpose about defining loyalty. According to the two groups, there is 

mostly a distinct difference between being loyal and being committed. However, some of 

the respondents considered the concepts to be connected in that commitment could be a 

way to express loyalty. When the respondents were asked to compare loyalty and 

commitment, most of them used different examples showing how they are different or 
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related. According to Group A, loyalty was defined as something deeper where there was 

a desire to perform well or participating in a project. The respondents from this group 

then defined commitment as either a level of effort or interest put into the work which 

would then indicate the level of loyalty the employee has. What the respondents from 

Group A had in common in this theme was that they all saw a clear distinction between 

being loyal and being committed but there were some disagreements on whether these 

concepts were related or not. When looking at the answers from the more experienced 

respondents in Group B, there seems to some differences both to the other group but also 

between the respondents of this group. Within this group the answers ranged from there 

not being any difference between being loyal to being committed to the two concepts 

being completely separate. The respondents who could agree on there being a difference 

also shared the way to contrast the two concepts; that loyalty is why you perform while 

commitment is more about the energy you put into the job.  

 

When comparing the two groups it seems as though the ones with less agreement on these 

concepts and their relation was Group B. Even though the respondents of Group A also 

showed some differences in their way of contrasting the two concepts, everyone in that 

group could agree on loyalty being separate from commitment. This spread of answers 

shows the complexity of defining both loyalty and commitment, which is also something 

that has been argued for in previous literature. Looking at all answers you could draw the 

conclusion that loyalty and commitment are not the same according to our respondents, 

but that commitment can be a way to show loyalty. The answers from both groups of 

respondents about loyalty and commitment are compared in the table below. 
 
TABLE 9. COMPARISON OF THE GROUP´S VIEW OF LOYALTY VERSUS COMMITMENT 

A1 A2 A3 A4 

Loyalty: prioritize job 
over herself 
Commitment: 
interest in 
something 

Loyalty: wanting to 
be part of a project 
Commitment: 
perform and finish 
project, not 
necessarily with full 
effort 

Loyalty: can be 
expressed by 
commitment 
Commitment: does 
not have to mean 
loyalty 

Loyalty: related to 
commitment 
Commitment: way of 
showing loyalty, 
produce results 

B1 B2 B3 B4 

Loyalty: want to do a 
good job 
Commitment: do 
what is required 

No difference 
between being loyal 
and being 
committed 

Slightly connected, 
loyal to manager 
could make you 
committed to do the 
job. 

Loyalty: reason 
behind your 
behaviour at the 
company 
Commitment: 
energy put into the 
job 

 

 Definition and Behaviour of a Disloyal employee 

Even though the main purpose of this thesis was to look further into the concept of 

employee loyalty, a way to understand it better is to also contrast it with a disloyal 

employee. Seeing as the concept of loyalty has been so hard to define, using its opposite 

might be a way to easier see who can be considered as loyal and who as disloyal. Most 

of the answers about defining a disloyal employee from both groups were the opposites 
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of their definitions of a loyal employee. However, there were some points that was not 

mentioned under the topic of loyalty, which would indicate that the respondents either 

found it easier to define someone who is disloyal or that when contrasting the two 

concepts against each other, it was easier to define them both.  

 

When Group A defined a loyal employee, they considered it as someone who was at the 

company because they were satisfied, shared priorities with it or worked to improve 

things. As a contrast, this group sees a disloyal employee as someone who thinks more 

about themselves than the company and therefore act selfishly. This selfishness could be 

seen through the level of performance or resignation without warning, which affected 

others within the company. Even though some of Group B also saw low performance as 

a sign of disloyalty, their definition of a disloyal employee was more about their unethical 

behaviour such as negative word-of-mouth and breaking the rules. One of the respondents 

even said that loyalty is more about what you do than what you say so maybe that is why 

this group used more verbal actions or inactions as examples of disloyalty. It seems as 

though the respondents with less experience (Group A) were on the same path as those 

with more experience (Group B) but the examples of a disloyal employee for Group B 

could be considered as more extreme than those for Group A. The major differences 

between the groups were that Group B went as far as disloyal employees completely 

ruining the mood at a company, working against it or breaking ethical or legal rules 

leading up to them eventually being fired. Even though Group A also talked about 

unethical behaviour such as talking badly about employer or colleagues, acting fake or 

lying, it is still bad but maybe not as extreme as examples from Group B.  

 

One could therefore speculate why there is a slight difference in the definitions of disloyal 

employees between the groups. In the same way as Group B having a longer list of 

demands for an employee to be considered as loyal, they might have a more extreme view 

of what behaviour that can be considered as disloyal. This could be because of the same 

things as for a loyal employee, that people with longer work experience have seen more 

things and employees acting loyal or disloyal. Therefore, they could have seen employees 

with behaviour given as examples by Group A but also other behaviours that could be 

considered as disloyal. A comparison of the two groups and their answers about disloyalty 

can be seen in the table on next page.  
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TABLE 10. COMPARING THE GROUP´S VIEW OF A DISLOYAL EMPLOYEE 

A1 A2 A3 A4 
Work for selfish 
reasons, low 
performance, 
motivated by 
superficial things and 
resign without 
warning. 

Prioritize other 
things over the job, 
uninterested or 
unsatisfied with the 
job and having low 
effort. 

Leaking sensitive 
information, being 
dishonest and acting 
one way at work but 
completely different 
outside of it. 

Low performance 
and being dishonest. 

B1 B2 B3 B4 

Dissatisfied, spreads 
information and 
rumours about the 
company and low 
performance.   

Complains a lot, talk 
badly about 
company and ignore 
rules. 

Work against 
company, talk badly 
about it and 
dissatisfied with 
tasks. 

Break rules and 
behave badly. 

 

7.3. Discussing the Factors Affecting Employee Loyalty 
The second sub-purpose of this study was to investigate whether people with different 

amounts of working experience value different factors when choosing to stay loyal 

towards their employer. As this is not a quantitative study, no conclusion will be drawn 

whether the results would be the same for the whole population, but this study can still 

highlight what the respondents of the different groups find important. As the empirical 

findings showed, there are some differences between the two groups, but also many 

similarities. Table 11 shows that when talking about what the respondents find important 

in order to be loyal, the biggest difference is regarding the factors competence 

development and responsive organisation. Competence development was found 

important for all respondents of Group A, but only mentioned by one respondent of Group 

B. Responsive organisation was found important by three of four respondents of Group 

B (respondent B3 mentioned engaged leaders which could be similar to responsive 

leaders), while no-one in Group A mentioned it. It can be speculated that these similarities 

are due to the differences in experience. This as the respondents of Group B probably 

have more experience of seeing differences in how responsive different organisation (and 

its leaders) are. Competence development on the other hand probably is more motivating 

for the group with less experience due to the simple fact that they probably see many 

colleagues with more experience every day whom possess more competence than they 

have had time to learn. What the groups have in common are that factors which can be 

related to “good organisations” in the sense of organisational culture, ethical leaders, 

justice, and good colleagues are mentioned far more than factors like compensation and 

other physical rewards. See the different answers about factors affecting employee loyalty 

from respondents of both groups in the table on the next page. 

 

 

 



   

 

   

 

55 

 
TABLE 11. COMPARISON OF FACTORS AFFECTING EMPLOYEE LOYALTY BETWEEN THE GROUPS 

 

As can be seen in Table 12, all respondents except one mentioned that they feel loyalty 

towards and identifies with their colleagues. This further supports that relational bonds 

are often more important than individual factors like salary. This can be very important 

for organisations to know, that instead of only focusing on perks and rewards, they should 

focus on building good teams with colleagues whom enjoy working together. 

Furthermore, five out of eight respondents find the company itself as a factor they feel 

loyalty and identification towards. This fact is in line with the SIT, as the theory says that 

when there is a strong collective social identity, the level of loyalty increases (Van Vugt 

& Hart, 2004, p. 594-595). The reason for why the respondents finds their organisations 

as an identifying factor can be because their respective companies have been successful 

in creating a collective identity which many can identify with. The table below depicts 

the differences and similarities between the groups regarding the factors of loyalty and 

the factors of identification. 

 
TABLE 12. COMPARISON OF FACTORS OF LOYALTY AND IDENTIFICATION BETWEEN THE GROUPS 

A1 A2 A3 A4 

Colleagues 
Title 
Organisational 
culture 
Regulations & 
standards 

Colleagues 
Organisational 
culture 
Company 

Colleagues 
Products 

Colleagues 
Company 
Job 

B1 B2 B3 B4 

Colleagues 
Title 
Employer 

Colleagues 
Manager 

Colleagues 
Company  
Manager 

Company 

 

When choosing the most important factors of exchange, all respondents apart from two 

chose competence development and the two who did not choose it are members of Group 

B. The factor salary was only chosen by two respondents, one from Group A and one 

from Group B, implying that the factor salary might not have anything to do with the 

level of experience, but other factors. Examples of other factors affecting the importance 

of salary can be individual factors like the prestige of having a high salary, or the need 

for higher salary to keep a certain life-style. Feedback is a factor which was not included 

A1 A2 A3 A4 
Competence 
development  
Ethical leadership 
Colleagues 

Competence 
development 
Feeling included 
Colleagues 

Competence 
development 
Organisational culture 
Feedback  

Competence 
development 
Organisational culture 
& values 
Having goals  
Feedback  

B1 B2 B3 B4 

Responsive 
organisation 
 

Justice  
Appreciation 
Responsive 
organisation 

Competence 
development 
Engaged leaders  
Respect 

Salary  
Satisfaction 
Good leaders 
Colleagues 
Responsive 
organisation 
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in the question, but which three respondents mentioned on their own as one of the most 

important factors of exchange they want from the organisation. According to respondent 

A4, feedback is something which many companies say they are working with, but which 

many fail to actually implement. As feedback can help in the process of developing one’s 

competencies, which is also stated as important to many, this can also be important for 

companies to focus upon in order to keep loyal employees. Comparing the respondents 

of Group A and Group B and their views on exchange can be seen in the table below.  

 
TABLE 13. COMPARISON OF MOST IMPORTANT EXCHANGE BETWEEN THE GROUPS 

A1 A2 A3 A4 

Competence 
development 
Ethical leadership 

Competence 
development  
Responsibilities 
Salary 

Competence 
development 
Feedback 
 

Competence 
development 
Feedback  
Credit  

B1 B2 B3 B4 

Competence 
development 
Ethical leadership 

Ethical leadership Competence 
development 
Feedback  

Salary 

 

To summarize, the factors affecting employee loyalty are both similar between the people 

whom have been working for less than three years and people whom have been working 

for more than 15 years, and they are also different. It seems, from the results of this study, 

that the factor competence development is more wanted from people with less experience 

than from people with more working experience. Moreover, it seems as if people with 

more experience value that the leaders of the company are responsive of their individual 

needs, since, as one respondent mentioned, “we all have different needs even if we have 

the same experience” (Respondent B3).  

 

7.4. New Conceptual Model 
As has been stated, this thesis uses an abductive research approach, meaning that the 

process includes going back and forth between theory and empirical findings. Therefore, 

the conceptual model presented in chapter three has been revised based upon the answers 

of the respondents of this study. Based on the discussion related to defining loyal and 

disloyal employees, some changes to the previous conceptual model was required. First, 

since commitment was by most described as a way to show loyalty and not being the 

same thing as being loyal, this was removed and replaced by other typical behaviours 

given by a majority of the respondents. Most of the factors used to describe employees 

with loyal behaviour could be contrasted with opposite disloyal behaviour, meaning that 

both “being loyal” and “being disloyal” was both relevant and useful to keep as branches 

of the model.  Below these are typical behaviour and attitudes, such as; high performance, 

respect secrecy and positive-word-of-mouth, which was described by both of the groups, 

meaning that it can be transferrable to groups with differing work experience.  

 

As was discussed previously, the findings of this thesis imply that the SIT and SET are 

connected to employee loyalty, and to each other. For example, many respondents 

expected competence development from their organisations in order to feel satisfied and 

stay loyal. When a person feel that they are developing their skills their self-esteem 

usually increases, meaning that the SIT follows the SET in some ways. Furthermore, 

ethical leadership was previously connected to only the SET, but while discussing with 
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the respondents it was also often connected to the organisational culture of their 

organisations which is why it can be found in connection to SIT in the new conceptual 

model. See the new conceptual model in Figure 5 on the next page. 
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FIGURE 5. REVISED CONCEPTUAL MODEL
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8. CONCLUSION 

The concluding chapter starts with a brief summary of the purpose and research question 

of the study which will then lead up to the final conclusion. Following are the 

contributions of this thesis to existing theories in relation to identified knowledge gap as 

well as managerial and social implications of the study. Lastly, limitations and 

suggestions for future research will be presented.  

 

8.1. General Conclusion 
The main purpose of this research was to further explore the concept of employee loyalty 

and to see how the view of the concept differed between two different groups. The chosen 

groups that was compared against each other were employees within business 

administration having between 1-3 years working experience and those with more than 

15 years of experience. The main purpose was also divided further into two sub-purposes; 

the definition of a loyal employee and factors impacting employee loyalty. Through a 

qualitative study where respondents from the two groups were interviewed, we were able 

to better understand employee loyalty and answer our research question; 

 

How does the view upon employee loyalty and the factors affecting it differ 
between people whom have been working for more than 15 years versus 1-3 

years? 

Based on chosen related theories and the data that was gathered during the interviews, the 

findings of this study are: when it comes to the definition of a loyal employee, one way 

was through the level of performance. However, the respondents from both groups 

considered different levels as the limit for what is considered as loyal. In general, having 

a high level of performance was considered as a sign of higher loyalty but some 

considered it to be enough to do the tasks as expected. Since there was no real distinction 

between the groups but minor differences between respondents within the groups, you 

could say that a loyal employee should perform in a way so that the employer is satisfied. 

If there are people working at a company where employees are expected to only do what 

they are supposed to, then individuals following these guidelines can be considered as 

loyal. In contrast, at companies where there are higher expectations on the employees, it 

would require more of them to be considered as loyal.  

 

The area of defining a loyal employee which had a bigger difference between the groups 

was in relation to ethical behaviour where it seems as though people with more working 

experience had higher demands than those with less experience. These differences could 

be resulting from employees with longer experience to have more experience of both 

loyal and disloyal behaviour which might impact where they draw the line for what is 

considered as loyal or not. Commitment, which has often been discussed in relation to 

loyalty, were by most respondents seen as a behaviour showing level of loyalty but with 

some respondents not seeing any bigger difference between the two concepts.  
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As for the factors impacting loyalty, some differences were found between the two groups 

of respondents. Competence development was a factor which the respondents with less 

working experience found more important than the group with more working experience, 

while having an organisation which is responsive to the respective employees’ needs was 

very important for the second group. The factor of salary did not seem so important for 

that many, only two respondents (from different groups) stated that it was important for 

them in order to be fully loyal to their employers. The factor that seem to be very 

important to most people, in both groups, is to have good relationships with colleagues. 

The conclusion about the empirical findings about the factors affecting employee loyalty 

is that they suggest that the “softer” factors like competence development and 

organisational culture seems to affect the level of loyalty employees feel towards their 

employer than factors like salary and career opportunities does. However, as these are not 

statistically tested results, no conclusions can be drawn regarding what the whole 

population feel about these factors. It does however give an idea of what seems to be 

important for these groups and according to the results of this study.  

 

To conclude, there can be seen some minor differences in the way that a loyal employee 

is defined between employees with 1-3 years of experience compared to those with more 

than 15 years. The major differences in defining loyal employees between the two groups 

were mainly related to the ethical behaviour and where to draw the line between being 

loyal/disloyal or not. Here, the more experienced group seemed to have more extensive 

requirements of behaviours and attitudes showing loyalty than the less experienced group. 

When it comes to the factors which have an impact on loyalty, the major differences 

between the groups were regarding the need for competence development which seems 

to be more important for people with less experience than for employees with much 

experience. When looking at these results we would recommend organisations to focus 

on developing a collective social identity within their organisation in order to increase the 

level of loyalty in the employees. Furthermore, the organisations should be aware of the 

fact that even though there seems to be some differences between the groups regarding 

how they look upon the concept of employee loyalty and the factors affecting it, the 

differences are not that many and also could be due to individual reasons. This means that 

organisations need to respond to their employees’ needs and wants in order to increase 

their level of loyalty.  

 

8.2. Theoretical Contributions 
Seeing as previous research have argued for the need of further research looking into 

employee loyalty, our purpose has a clear connection to these arguments. Through asking 

employees about how they view loyalty and what factors that makes them more or less 

loyal to their employer, the findings of the study bring more knowledge and opinions to 

the area. Even though some factors impacting loyalty in employees has been investigated 

in previous studies, this study was not focused on confirming factors determined 

beforehand but rather seeing whether the factors mentioned in the interviews are the same 

as from the chosen theories or if some adjustments can be made. Seeing as most previous 

research about the concept has been conducted using a quantitative method, results from 

our qualitative interviews can bring a deeper understanding about loyalty than what could 

have been using for example questionnaires.  
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8.3. Managerial and Social Implications 
This study contributes to the knowledge about employee loyalty which can be useful for 

both companies, managers and employees themselves. Both managers and companies can 

benefit from having loyal employees since then they would plan to remain at the 

company, are willing to put in high levels of performance and spread positive reputation 

about the company. Through knowing how both loyal and disloyal employees behave, 

managers can ensure to encourage loyal behaviour and discourage disloyal behaviour. In 

order to have an impact on the level of loyalty their employees have, it is also important 

to know which factors that have a higher influence than others.  

 

If the company and its managers are aware of the importance of having loyal employees 

and how to make their employees more loyal, this is something that is beneficial for the 

employees themselves. As an employee at a company it is important that you feel heard 

and respected and having managers who listen to you when you are dissatisfied or when 

you want to develop your competence. Therefore, this thesis and its result can also be 

beneficial from a social point of view since it has the possibility of improving the situation 

for employees through encouraging managers to treat them well and offer factors which 

would increase the employees´ loyalty. Considering the large amount of money required 

for recruitment, when companies would have loyal employees that want to stay, some of 

these costs could be avoided and spent on other areas that would improve the situation 

within the company.  

8.4. Limitations and Future research  
The first of our limitations was related to geographical area where we have decided to 

focus to interview respondents living and working in Sweden. This limitation could have 

an impact on the applicability of the results on other countries. Therefore, one of our 

suggestions for future research is to conduct similar studies in other countries to see 

whether loyalty is viewed in the same way or differently. An interesting idea for a future 

study would be to compare two or more countries against each other to see what influence 

cultural differences could have on loyalty. Another limitation was that this thesis is 

focused on people working within business administration, specifically within 

accounting, finance or procurement. As a suggestion, future studies could focus on other 

business areas, such as marketing, business development or consulting to see if there is 

any difference in the view on loyalty and factors impacting it. To take it even further, a 

future study could investigate different markets and see where levels of loyalty is the 

highest and find possible reasons behind this.  

 

Seeing as the respondents of this study are all female, even though that was not the plan 

from the start, future studies could look deeper into the relationship between definition of 

loyalty and factors impacting it and how this might differ between the genders. Here it 

would also be interesting to see how personality traits, both individual and typical for the 

genders, would have an impact on employee loyalty. Lastly, since this study used a 

qualitative method to dig deeper into the concept of employee loyalty, further studies 

using quantitative methods could test the results found and further improve the conceptual 

model.  
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9. TRUTH CRITERIA 

In order to evaluate qualitative research, the level of trust one can place upon the 

research is most often assessed. As no statistical tests or similar are carried through 

during a solely qualitative research, the criterion which the research should be assessed 

upon differs some from a quantitative research, according to Bryman & Bell (2007, p. 

395). The trustworthiness of a research study is often assessed using four criteria; 

credibility, transferability, dependability, and confirmability. In this last chapter of this 

thesis, these four criteria are explained and discussed in connection to the research in 

question.  

 

According to Byrne (2001, p. 703), it is very important for the author of a qualitative 

research to be credible. In order for this research to be credible, a number of steps have 

been taken. Firstly, our preconceptions were accounted for in the introductory chapter to 

dispose our previous experiences and thoughts about the subject before starting the 

research in order to be as transparent as possible. Furthermore, the epistemological and 

ontological assumptions of the research method have also been presented and discussed, 

which is in line with the recommended actions by Byrne (2001, p. 703). Moreover, in 

order to conduct a credible qualitative research process one method to use is triangulation 

where the researcher uses several methods or data sources (Bryman & Bell, 2007, p. 397; 

Byrne, 2001, p. 703). In this thesis, scientific articles have been used in order to collect 

theoretical sources, interviews have been conducted to collect data, and multiple 

methodological sources have been used in order to construct an as credible research 

process as possible. The aim has always been to conduct a credible research as possible, 

which is why these steps have been taken. As the steps are in accordance with several 

sources on how to conduct a credible qualitative research, there is no reason for why this 

thesis would not be credible.  

 

As this study is not a quantitative research, no general conclusions about a population can 

be drawn from the empirical findings and therefore the study cannot be assessed on its 

generalizability. Instead, qualitative research should be assessed depending on its 

transferability, according to Bryman and Bell (2007, p. 398). Transferability regards how 

possible it is to transfer the findings of the study upon another context than the one used 

in the performed study (Byrne, 2001, p. 704).  

 

Common methods to use in order to make it possible to transfer one study upon another 

context is to use thick descriptions of the process and purposeful sampling (Byrne, 2001, 

p. 704), both of which have been used in this study. In this study thick descriptions of the 

methods and theories used, as well as the respondents of the study have been presented. 

Furthermore, purposeful sampling has been used in order to contact the respondents of 

this study. By doing this, this thesis makes it possible for other researchers to be able to 

draw conclusions about whether it can be transferred upon another settings, which is the 

criteria for transferability, according to Lincoln and Guba (1985; cited in Bryman & Bell, 

2007, p. 398).  

 

Dependability regards the question of whether the findings of a study would apply at other 

times (Bryman & Bell, 2007, p. 43). The dependability of a study can be assured when 

the researchers acknowledge what steps have been taken and why in terms of their choice 

of method and research proposal, as well as how the data collected have been measured 
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and analysed (Bryman & Bell, 2007, p.398; Lapan et al., 2012, p. 29). According to Byrne 

(2001, p. 704), dependability and confirmability go hand in hand and dependability can 

also be assured by tracking how and why decisions has been made during the process of 

the study, the so-called audit. In this study, the decisions made regarding the methodology 

and choice of subject has been accounted for, and the entire data collection has been 

recorded and transcribed so that it is possible to assure that the results are true. Bryman 

and Bell (2007, p. 398) state that dependability regards the fact that the researchers have 

not allowed any personal values or theoretical predispositions affect the results of the 

study. By stating our preconceptions and being aware of them, we as researchers have 

done everything to stay as objective as possible.  
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APPENDIX 

Appendix 1. Previous Research 
Name of article and 
authors 

What was 
researched 

Methods/variables used Theories Results/findings Suggestions for future research 

The role of employee 
relationship proneness 
in creating employee 
loyalty. Bloemer & 
Schröder (2006) 

Investigated the 
impact of 
employee 
relationship 
proneness on 
three different 
types of attitudinal 
loyalty  

Quantitative. 199 
respondents from one bank, 
one-stage cluster sampling. 
Variables used for loyalty: 
word-of-mouth, intention to 
stay, benefit insensitivity, 
complaining  

Relationship 
proneness. Attitudinal 
loyalty  

Found that more 
relationship proneness 
employees had a higher 
level of loyalty to the 
organisation 

Include satisfaction and trust as 
variables. Assess the 
generalizability by testing the 
same thing in other contexts. 
Hopes to highlight the 
importance of researching 
employee loyalty since it is an 
important building block for 
customer loyalty and org. 
performance 

An empirical study of 
employee loyalty, 
service quality, cost 
reduction and 
company 
performance. Tomic et 
al. (2018). 

Investigating the 
relationship 
between employee 
loyalty, service 
quality, cost 
reduction and 
company 
performance. Goal 
was to see what 
impact employee 
loyalty has on 
company 
performance.  

Quantitative, 317 
questionnaire surveys, 
population: employees at 
banks, insurance companies, 
supermarkets etc. 5-point 
Likert scale on perceptions. 
Variables: employee loyalty, 
service quality, cost 
reduction, company 
performance. 

Silvestro (2002): 
employee satisfaction, 
loyalty, productivity 
and profitability. 
Yee, Yeung & Cheng 
(2008): importance of 
employee attitudes 
and loyalty. McCarthy 
(1997): definition and 
indicators of employee 
loyalty. 

Results found that the 
hypothesis is supported, 
meaning that there are 
positive impacts between 
employee loyalty → 
service quality → cost 
reduction → company 
performance.  

Highlight the importance of 
improving employee loyalty to 
achieve higher performance. No 
specific mentions of suggestions. 



   

 

   

 

68 

The effect of 
employee loyalty on 
wages. Masakure 
(2015) 

Investigate the 
causal link 
between employee 
loyalty and wages 

Quantitative. Survey 
(Organisational Commitment 
Questionnaire to test 
loyalty), tested with ordinary 
least squares model (OLS). 
Variables for loyalty: working 
hard, higher quality of 
service to customers, 
reduced intentions to quit. 
Dependent variable: hourly 
earnings/employee. 

Economic theory: 
when values of 
employer and 
employee incentives 
are aligned, employees 
are inclined to work 
more for less pay. 
(Akerlof & Kranton, 
2005; Besley & Ghatak, 
2005; Fransois, 2007) 

Found a negative link 
between loyalty and wages 

Suggests looking at different 
economic climates.  

How can financial 
organiations improve 
employee loyalty? The 
effects of ethical 
leadership, 
psychological contract 
fulfilment and 
organizational 
identification. Tseng & 
Wu (2017).  

Research on the 
impact ethical 
leadership has on 
employee loyalty 
focusing on 
fulfilment of 
psychological 
contracts and 
organisational 
identification. 
Focused on 
“financial 
professionals”. 

Quantitative, 373 
questionnaires, 7-point Likert 
scale (totally disagree- totally 
agree). Profile: gender, age, 
education and working years. 
Variables: employee 
experiences of ethical 
leadership, perceived 
psychological contract 
fulfilment, organisational 
identification and employee 
loyalty.  

Faithful to organisation 
(Avey et al., 2012; 
Eisenbess, 2012). Social 
exchange theory 
Social identity theory 

Found that ethical 
leadership plays an 
important role in the 
formation of employee 
loyalty. “An ethical leader 
can set the tone for the 
loyalty at work”. To do this, 
companies should enhance 
their psychological 
contract fulfilment and 
organisational 
identification.  

Did not test other potential 
variables related to employee 
loyalty, such as; moral courage, 
moral standard, professional 
standard, perceived fairness in 
procedure.  

How is Employee 
Perception of 
Organizational Efforts 
in Corporate Social 
Responsibility Related 
to Their Satisfaction 
and Loyalty Towards 
Developing 
Harmonious Society in 

Research on 
whether 
organisational CSR 
efforts affects 
employee 
satisfaction and 
loyalty, and how 
the employees 
perceive 

Quantitative. 438 
questionnaires from four 
companies. Tested by using 
the variance partitioning 
procedures.  

Perception of organisational 
effort (CSR) as dependent 
variable, employee loyalty as 

Stimulus-organism-
response framework 
on human behaviour 

Perception of org. effort in 
general & the environment 
can generally improve 
employee commitment if 
employee satisfaction is 
high. (practices need to 
benefit employees). 
Money-related factors 
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Chinese Enterprises? 
Zhu et al., (2014) 

organisational CSR 
efforts.  

independent & satisfaction 
as mediator 
 

does not affect 
commitment. 

Employee loyalty and 
organizational 
performance: a critical 
survey. Guillon & 
Cezanne (2014).  

Investigate 
employee loyalty 
and organisational 
performance and 
clarify how these 
are related. 

Review of existing literature 
from 1970-2013 including 
“loyalty” and “performance” 
in their titles. Identified key 
authors (most often cited) 
and presented their ideas in 
a survey (table cross-
checking loyalty against 
organizational performance). 
Variables: forms of loyalty, 
time horizon and type of 
performance.  

Loyalty as an 
attitudinal approach 
(“feeling”), e.g. Boroff 
& Lewin, 1997; Leck & 
Saunders, 1992; 
Hajdin, 2005). 

Loyalty as behaviour, 
e.g. “EVLN” framework 
Rusbult et al. 1988.  
Mixed approach of 
loyalty, Guillon & 
Cezanne, 2014. 

“we make the analytical 
proposal that the 
organizational effects of 
each indicator of loyalty 
depends on each 
organization’s type of 
employee and on means of 
competing” - p. 845 

Turnover is not equally bad 
for all organisations; it 
depends on their human 
capital.  

“we pointed out that although 
employee loyalty is an important 
issue, and especially in times of 
economic and social crises, there 
is no consensus on the definition 
of the concept. Given these 
shortcomings and the 
multiplicity of indicators for 
employee loyalty to their 
organization, much research 
remains to be conducted.” – p. 
845 

Employee loyalty: an 
exploration of staff 
commitment levels 
towards retailing, the 
retailer and the store. 
Foster et al., (2008).  

Explore how 
employee loyalty 
can be manifested 
in retail stores in 
the UK.  

Quantitative and qualitative. 
Convenience sampling of 
respondents for 
questionnaires (1,000 
completed) and interviews 
with 60 employees from 31 
different retail stores in UK.  

Loyalty vs commitment 
(Coughlan, 2005).  

Intrinsic and extrinsic 
motivational factors 
(Meyer & Allen, 1997). 

 

Commitment in the retail 
industry can be between 
an employee and to either 
the retail industry, the 
employer or the specific 
workplace. It was also 
found that the gender has 
an influence on the levels 
of commitment (higher in 
females).  

Investigate levels of 
commitment at other levels 
within the retail industry or in 
other areas than those used in 
this research.  
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Appendix 2. Introductory Contact to Respondents (Original) 
Hej … 

 

Vi är två studenter som just nu läser mastersprogrammet i Management på Umeå 

Universitet och vi håller just nu på med vår masters uppsats. Syftet med vår studie är att 

gå djupare inom ämnet lojalitet hos anställda där vi kommer att göra en jämförelse mellan 

två olika grupper. Dessa grupper består av personer som jobbat antingen 1–3 år eller mer 

än 15 år inom företagsekonomi.  

 

Därför är vi intresserade av att intervjua dig angående detta ämne med frågor om bland 

annat hur du skulle definiera lojalitet och vilka faktorer du tror har störst påverkan nivån 

av lojalitet. Intervjun kommer ta cirka 30–60 minuter och går att genomföra i person eller 

över telefon beroende på vad ni föredrar.  

 

Vi planerar att hålla intervjuerna efter påsk, är du intresserad av att delta i vår studie och 

i så fall vilken dag skulle passa dig bäst? 

 

 

Med vänliga hälsningar,  

Frida Wiklund & Sandra Jansson   

 

Appendix 3. Introductory Contact to Respondents (Translated) 
Hello … 

 

We are two students studying the master’s programme within Management at Umea 

University and are currently writing our Master thesis. The purpose of our study is to 

evaluate the concept of employee loyalty, where we will compare the perception of the 

concept between two different groups. The groups will contain individuals whom have 

been working 1-3 years or more than 15 years and currently are working within the 

business administration area.  

 

We would like to interview you and discuss this concept by asking questions like how 

you would define employee loyalty, and which factors you believe affect the level of 

loyalty you feel towards and organisation. The interview will take around 30-60 minutes 

and will either be conducted in person or through the telephone depending on your 

preference.  

 

Our aim is to conduct these interviews after Easter. Are you interested in being a part of 

this study and if yes, which date would suit you best?  

 

Best regards,  

Frida Wiklund & Sandra Jansson   
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Appendix 4. Interview Guide (Original) 
Introduktion (5 min):  

Tacka dom vi intervjuar för att de valt att ställa upp I vår studie, be om tillåtelse att 

spela in, försäkra om anonymitet, introducera oss och det vi vill undersöka I vår studie. 

Namn på den vi intervjuar: 

Datum: 

Total tid för intervjun: 

 

Vi är två studenter som studerar vårt femte och sista år på Umeå universitet och vi 

håller just nu på att skriva vår mastersuppsats. Syftet med vår studie är att jämföra 

synen på lojalitet hos anställda mellan våra två grupper; de som jobbat inom ekonomi 

mellan 1–3 år och de som jobbat i mer än 15 år. Vår fokus kommer att ligga på 

definitionen av lojala anställda samt de faktorer som påverkar lojalitet. Intervjun 

kommer att vara indelad i olika teman vilka vi kommer att guida er igenom under 

intervjuns gång.  

Uppvärmning (5–10 min):  

Få förståelse för deras tidigare erfarenheter och professionella bakgrund. 

• Vilka sorts utbildningar har du gått? 

• Kan du berätta om din professionella bakgrund och arbetserfarenheter? 

• Följdfråga: Vilka jobb har du haft och hur länge har du jobbat på varje jobb? 

• Vad var det som fick dig att stanna eller lämna dina tidigare jobb? 

Viktiga punkter: 

- Antal år personen har jobbat inom ekonomi 

- Antal positioner/företag 

- Anledningar att stanna/byta jobb 

Teman (20-40 min): 

Definition av lojalitet hos anställda 

Q1: Hur skulle du definiera en lojal anställd? 

Q2: Hur beter sig en anställd som är lojal? 

Q3: Vilka fördelar och nackdelar finns det med lojala anställda? Från vilket perspektiv 

är det en fördel/nackdel? 

Q4: Vad skulle du säga är den största skillnaden mellan lojalitet och engagemang? 

Q5: Vad kan en anställd känna sig lojal till? Vad skulle du säga att du känner dig lojal 

till?  

Illojalitet 
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Q6: Hur skulle du definiera en illojal anställd? 

Q7: Hur kan en illojal anställd bete sig?  

Q8: Finns det några fördelar och nackdelar med att ha illojala anställda? Från vilket 

perspektiv är det en fördel eller nackdel? 

Faktorer som påverkar lojalitet 

Q9: Vilka faktorer kan påverka en anställd att bli lojal?  

Q10: Vilka faktorer kan få en anställd att bli illojal? 

Q11: Hur kan ett företag se till att deras anställda är lojala? 

Social Identitetsteori  

Q12: Vad skulle du säga att du identifierar dig med hos ditt jobb? 

Viktiga punkter: 

- Företaget 

- Kollegor 

- Jobbtitel 

- Chef/ledare 

Q13: Vad skulle du säga är det viktigaste med ett företag för att du ska känna dig 

motiverad och engagerad i ditt arbete? 

Q14: Om du skulle behöva byta jobb, vad skulle vara det svåraste att lämna? 

Viktiga punkter: 

- Arbetsuppgifter 

- Kollegor 

- Företaget 

- Jobbtiteln 

Social Utbytesteori  

Q15: För att du ska känna dig lojal till ett företag, anser du att det då är viktigt att du får 

någonting från företaget? I så fall, vad skulle detta kunna vara? 

Q16: Om du skulle prioritera bland de punkter nedan, vad är viktigast för dig och 

varför? 

• Etiskt ledarskap  

• Hög lön/bonusar  

• Möjlighet till befordran 

• Kompetensutveckling 

Avslutande frågor 

Q17: Anser du att du själv skulle ha lätt att lämna ett jobb om du var missnöjd? 

Varför/varför inte? 

Q18: Vilka faktorer skulle få dig att stanna hos ett företag trots att du var missnöjd med 
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dina arbetsuppgifter? 

Q19: Hur tror du att den andra gruppen definierar lojalitet hos anställda och vilka 

faktorer tror du att de tycker är viktigast? 

 

Det var alla frågor som vi har förberett angående lojalitet hos anställda. Finns det 

något som du skulle vilja lägga till eller lyfta fram från de ämnen vi täckte i våra 

frågor?  

 

Avslutning (2 min): Tacka för deltagandet I intervjun, förklara vad vi kommer göra 

med vår insamlade data (transkribera, analysera och jämföra) och att vi kommer att 

skicka dem vår färdiga rapport om de vill. Avsluta intervju. 
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Appendix 5. Interview Guide (Translated) 

Introduction (5 min):  

Thank respondents for participating in our study, ask for permission to record, assure 

confidentiality, introduce ourselves and what we want to investigate in our research.  

Respondent:  

Date:  
Total time of interview:  

Hello ... are you ready for our interview? First of all, we would really like to thank you 

for being able to participate in our research, it means a lot to us. Would it be okay if we 

recorded the interview? The recording is for our own purpose to make it easier with the 

transcriptions and we assure you that any personal information will remain confidential.  

We are two business students enrolled in the Masters programme at Umeå University 

and are currently writing our thesis report. The aim of our research is to compare the 

view on employee loyalty between two different groups; people working with business 

administration for 1-3 years and people working for more than 15 years. The focus is on 

topics such as the definition of loyalty, what factors that impact loyalty and what the 

respondents feel loyalty towards. The interview is divided into different themes and we 

will guide you through these as we go.  

Warm-up (5-10 min):  

Gain understanding of their previous experiences and professional background.  

• What is your educational background? 

• Could you tell us about your business background and previous work 

experiences? 

• Follow up question: What jobs have you had? For how long? 

• What made you stay/leave your job? 

Probes:  

- Years working with business administration 

- Number of positions/companies of work 

- Reasons to shift/stay 

Themes (20-40 min): 

Definition of employee loyalty 

Q1: How would you define “employee loyalty”? 

Q2: How does a loyal employee behave? 
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Q3: What are the advantages and disadvantages of loyal employees? From what 

perspective? 

Q4: What would you say is the difference between loyalty and commitment? 

Q5: What are the different things an employee can feel loyal towards? What would you 

say that you feel loyal towards?  

Disloyalty 

Q6: How would you define “employee disloyalty”? 

Q7: How does a disloyal employee behave? 

Q8: What are the advantages or disadvantages of disloyal employees? From what 

perspective? 

Factors influencing loyalty 

Q9: What are the major factors influencing employees to be loyal? 

Q10: What are the factors influencing employees to be disloyal? 

Q11: How can an organisation make sure that their employees are loyal?  

Social Identity Theory  

Q12: What would you say that you identify with in relation to your work?  

Probes: 

- Organisation 

- Colleagues 

- Title 

- Leader 

Q13: What would you say is most important about the organisation for you to be 

motivated and committed to your work? 

Q14: If you would have to change jobs, what would be most difficult to leave? 

Probes:  

- Work tasks  

- Colleagues 

- Organisation  

- Title 

Social Exchange Theory  

Q15: In order for you to stay loyal to an organisation, would you say that it is important 

that you get something from the organisation? In that case, what?  

Q16: If you had to prioritize, what is most important for you, and why?  

• Ethical leadership  

• High wage/bonuses  

• Opportunity of promotion 
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• Competence development  

Concluding questions  

Q17: Would you say that you easily would change jobs if dissatisfied? Why/Why not?  

Q18: Which factors would make you stay in an organisation even when you feel 

dissatisfied with your work tasks? 

Q19: How do you think the other group defined employee loyalty and which factors do 

you believe they find most important?  

 

That was all the questions that we had about employee loyalty.  Is there anything that 

you want to add or highlight about the topics covered in our questions?   

 

Closure (2 min):  Thank respondents for their participation, explain what we will do 

with our data (transcribe, analyse and compare answers) and let them know that we 

will send our finished report to them if they would like to read it. Close interview.  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