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ABSTRACT  
 
In this modern era where the flows of customers are increasing towards fast food restaurants it 
is becoming more challenging to offer good customer service. For this purpose, there is strong 
need of highly trained and skilful workforce as like other service oriented businesses, the 
frontline employees of fast food restaurants also have direct interaction with customers and 
are considering the backbone of restaurants. Therefore, the main intention to conduct this 
study is to understand the working conditions in fast food restaurants, to discover the core 
factors of employee motivation and to determine the role of management in attaining this 
inspiration. 
  
The theoretical framework of this study presents the well known theories and other important 
literature for employee’s motivation. The requirements for employee’s motivation in fast food 
industry are highlighted by the author on the basis of these literatures. Additionally, a 
conceptual model for employee’s motivation in fast food restaurants is derived from different 
literature and serves as an opening position for the empirical research.   
  
This study based on qualitative strategy and inductive approach with research philosophy of 
constructionist and interpretivist stances. The data is collected through semi-structured 
interviews consisting of four managers and three employees of Max, Subway and 
McDonald’s restaurants in Umeå, Sweden. For analysis the data is categorized on the basis of 
different factors mentioned in the proposed model.   
   
In the findings of this study, the elements of the conceptual suggested model are identified 
and validated for employee’s motivation in fast food restaurants. The findings are concerned 
with different motivational factors through which employees can be motivated in fast food 
restaurants. In which the main role of management is to work on human capacity and provide 
training, the best working environment, salaries and wages and promotional and growth 
opportunities to their employee. These are the most important functions highlighted after 
empirical finding and analysis, however, other factors i.e. cultural values, stress of work, 
respect and recognition are also important factors for frontline employee’s motivation in fast 
food restaurants.  
  
This study is only limited to three fast food restaurant (Max, McDonald’s & Subway) of one 
city of Sweden (Umeå). The data was collected from a small sample (only seven individuals) 
which limits the generalization of this study to other restaurants in Sweden.      
  
Key Words: Motivation, Employee’s Motivation, Fast Food Restaurant, Managers 
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CHAPTER 1 
 
1. INTRODUCTION 
 
This chapter describes the background of the study; aimed to familiarize the audience with 
the research theme. Then a discussion of the problem, after the problem recognition the 
specific research area is identified with two Research questions. In this chapter limitations, 
definitions of key terms used in this research and at the end of this chapter the disposition of 
the whole thesis is presented.  
 
1.1 Background  
 
The trend of eating away from home is becoming increasingly common, and visits to fast food 
restaurants are growing even more rapidly (Dave, Lawrence, Jeffery & Ahluwaliap, 2009, p. 
1164). Customers typically evaluate restaurants based on products and whether those products 
meet initial expectations, but frequently overlook the role employee’s play in the success of a 
business (Hanefors & Mossberg, 2003, p. 255). Employees are the backbone for service-
oriented businesses because they have direct interaction with customers and are thus primarily 
responsible for the outcome of an organization’s targeted goals. Unfortunately in some 
organizations, managers do not care for their employees properly, which consequently affects 
the reputation of the business as a whole (Stamper & Dyne, 2003, p. 42). This problem has 
influenced the restaurant industry throughout various regions of the world, which faces 
countless challenges of proper management and motivation of the human capital (Enz, 2001, 
p. 43). The fact is that if manager of the organization decrease highly associated cost of 
employee then there will be sharp turn over (Dermody, Taylor & Young, 2004, p. 4-5). 
 
Pinder (1998) defined work motivation as “a set of energetic forces that originate both within 
as well as beyond an individual's being, to initiate work related behaviour, and to determine 
its form, direction, intensity, and duration” (Pinder, 2008, p. 11).  Thus, it is important for fast 
food managers to find the particular forces that can maximize the work-related behaviour of 
their employees. Employee motivation plays an important role in the overall success of every 
organization; specifically in service-oriented organizations. When employees are satisfied and 
committed, it means that customers of that organization will be satisfied as well. Meyer & 
Allen (1991) illustrated three types of organization commitment: normative, effective and 
continuous. Regarding employee motivation, normative commitment means that the 
employees have established the importance of their organization. Effective commitment 
indicates employees who are strongly committed to the organization’s values and norms. 
While continuous commitment to an organization refers to an employee’s long-term 
dedication to a firm’s values and objectives (Meyer & Allen, 1991, p. 69-72).  
 
Employee satisfaction, commitment and loyalty towards his or her organization are 
amalgamations of many drives that must be developed in order to make the employee a more 
productive, competent and valuable resource for the business. According to the research 
conducted by Nohria et al., 2008,  two of the four inspirational drives that contribute to staff 
motivation are to “acquire” and “bond employees” by providing them an appropriate “lever” 
(this theory is explained further in Section 2.2.4). Motivation and satisfaction of the two 
drives the levers, respectively, should be the fair reward system and culture that endorse 
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tangible and intangible incentive, recognition, team work, collaboration, openness and friend 
ship (Nohria et al., 2008, p. 80-82).  
 
As a service-oriented business there is intense competition between different restaurants to 
attract and retain highly capable employees who contribute to the creation of services. 
According to Aime et al., 2010, organizations that fail to inculcate organizational citizenship 
in their employees face a higher turnover rate, which can be harmful to company productivity; 
if skilled employees migrate to competitors, individual organization will weaken while 
opposition is strengthened (Aime et al., 2010, p. 76-77). If restaurant managers want better 
achievement then they should understand the motivation of workers (Enz, 2001, p. 43). 
Hence, it is important for fast food restaurant managers to take care of their employees and 
identify exactly how they can motivate their employees. 
 
1.2 Problem Recognition 
 
“The Swedish restaurant industry did have a turnover of 50 billion Swedish crowns in 2006 
and employed 64 000 people. The industry has grown with over 8 billion in just five years. 
Despite industry growth the gross profit margin is only 0, 8 %, which indicates the 
competitiveness of the industry. To remain competitive it is essential for restaurants to 
differentiate themselves”(Jugård & Modig, 2009, p. 8). 
 
Since fast food restaurants are becoming more diversified and they require highly trained and 
skilful people. The issue of care and motivation of human capital are still the major problems 
faced by the restaurant industry. High stress and low payments are the foremost damaging 
factors to employee motivation (Stamper & Dyne, 2003, p. 42). 
     
Due to limited research on fast food restaurants (and especially on employee’s motivation in 
fast food restaurants), the concept of motivational factors are taken from well-known theories 
and literature on the subject. Most of the motivation theories are based on research conducted 
in industrial areas; it is interesting that in a relatively different set up of fast food restaurants 
whether these theories apply directly to the issue, I have addressed.  
 
As we know, Sweden is a multicultural country and an attractive place for tourists. I believe 
that restaurants facilitate tourism and in turn, tourism increases the number of customers for 
restaurants. Consequently, the numbers of fast food restaurants are rising and capturing more 
shares in labour market. Thus, from a public point of view, it is interesting to investigate the 
working conditions and subjective well-being of employees in fast food restaurants.  
 
It is fascinating for me to focus on the spectacle of motivation within fast food restaurants 
since the working conditions are so vastly differently from more traditional firms. Typically, 
employees of a traditional company can be motivated by fringe benefits or other reward 
systems, while fast food restaurants must use a different system. 
  
 1.3 Research Questions 
 
• What are key motivational factors that could motivate the frontline employees of fast food 

restaurants? 
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• What should the role of fast food restaurant management be in order to increase the 
motivational level of their frontline employees?     

 
1.4 Research Purpose 
 
The purpose of this research is to further understand the working conditions in fast food 
restaurants, to discover the core factors of employee motivation and to determine the role of 
management in attaining this inspiration.   
 
1.5 Research Limitations  
 
Emphasis is placed on three fast food restaurants (Max, McDonalds and Subway) in Umeå, 
Sweden due to a limited time frame. Another limitation is the small quantity of targeted fast 
food restaurants available in Umeå. This investigation was organized on the basis of 
qualitative research, using a semi-structured interview. The data was collected by conducting 
of two types of interviews: one from a manager’s perspective on employee motivation, in 
which they highlight the observed key factors needed for a proper stimulus. The second 
interviews were conducted with frontline employees to understand the factors that are helpful 
for increasing their motivational level. The managers of these restaurants have a complete 
understanding of the English language, but interviewing frontline employees who do not fully 
understand the English language is another limitation faced. This research was only 
conducted in a specific region and includes a small number of limitations. Thus, the results 
may or may not be generalized; though the noted outcomes could be helpful for further 
research in the Umeå area. The data was collected from well-known fast food restaurants that 
have fixed operational policies about human resource and operations. Therefore the results of 
this study may not be implemented to small scale local restaurants that are generally owned 
and operated by sole proprietors in the restaurant industry. 
 
1.6 Definitions  
 
Motivation 
Motivation is defined as “relationship of independent and dependent variables that explain the 
direction, amplitude, and persistence of an individual’s behaviour, holding constant the effects 
of aptitude, skill, and understanding of the task, and the constraints operating in the 
environment” (Campbell & Pritchard, 1976, p. 65). It can also be said that “Motivation is an 
individual internal process that energizes, directs and sustains behaviour” (Pride, Hughes & 
Kapoor, 2008, p. 280). 
 
Employee 
An employee is defined as “A Person who is hired to provide services to a company on a 
regular basis in exchange for compensation and who does not provide these services as part of 
an independent business” (InvestorWords, 2010). 
 
Manager  
A manager is defined as “An employee who is charged with making decisions, leading 
people, and delegating authority in order to accomplish the goals of the organization. A 
manager is generally responsible for recognizing and recommending rewards for 
achievement” (Your Dictionary, 2010). 



 

1.7 Disposition of Study 
 

Figure 1. Structure of the Study, Own Diagram 
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CHAPTER 2 
 
2. LITERATURE REVIEW  
___________________________________________________________________________ 
This chapter presents various well-known theories and related literature. At the end of this 
chapter, a conceptual model is developed for employee motivation in fast food restaurants.  
 
2.1 Motivation 
 
Motivation originated from the Latin word mover, which essentially means movement. 
Subsequently, it could be said that being motivated means the will to move forward; to make 
a change in order to reach a certain goal (Steers et al., 2004, cited in Latham, 2007, p. 3). 
According to Campbell & Pritchard (1976), the relationship of independent and dependent 
variables that explain the direction, amplitude, and persistence of an individual’s behaviour, 
holding constant the effects of aptitude, skill, and understanding of the task, and the 
constraints operating in the environment is called motivation. Work motivation is  defined as 
“a set of energetic forces that originate both within as well as beyond an individual being, to 
initiate work related behaviour and to determine its form, direction, intensity and duration” 
(Pinder,  1998,  p.  11) Accordingly, the importance of motivation for job performance at 
work place can be measured with ability and motivation: job performance = ability x 
motivation (Maier, 1955, cited in Latham, 2007, p. 3). 
 
Christensen (1999) divides the word “motivation” into two distinct parts: distal and proximal 
constructs. Proximal construct refers to interrelation with contextual factors (e.g. task 
characters); and has a positive influence on motivation through the impact of cognitive 
choices. On the other hand, distal construct refers to factors that are indirectly responsible for 
affecting employee behaviour and performance. Especially for service-oriented organizations, 
it is required to motivate employees towards their targeted goals; employees want to deliver a 
certain quality services, but cannot do so without inspiration.  Christensen (1999) also stated 
that “Perhaps now here understanding of employee motivation is more important because in a 
customer service oriented business, such as hospitality industry where front line employees 
have an immediate impact on customer satisfaction” (Christensen, 1999, p. 67). We can 
determine that this is also an essential requirement for a restaurant manager since fast food 
restaurants are considered service-oriented businesses. The restaurant managers should know 
how to manage workforce according to their duties and position because “front-line 
employees are the “face people” for service organizations; they have direct, influential 
customer contact that may ultimately impact customers’ perceptions of service quality” 
(Paswan, Pelton & True, 2005, p. 3). Hence, for the overall well-being of a fast food 
restaurant, impeccable service quality perception is essential to challenge the future of the 
restaurant industry which, ironically, is only possible by maintaining a motivated workforce. 
If managers understand the different motivational factors, it will be easier to create a work 
environment where managers can easily inspire their employees and can minimize the 
turnover rate (Premoli, 2003, cited in Dermody et al., 2004, p. 12). The following are well-
known employee motivational theories.  
 
 
 
 



Abdul Rashid, USBE 2010 

 

6 
 

2.2 Theories for Employees Motivation 
 
2.2.1 Maslow’s Hierarchy of Needs 
 
Abraham Maslow identifies five basic needs in his well-known hierarchy of needs theory; one 
of the more famous theories in work motivation.  He observed that individuals can arrange 
their needs according to personal preferences. The hierarchical order of these needs is: 
physiological, safety, belonging, esteem, and self-actualization (Pride, Hughes & Kapoor, 
2010, p. 283).  
 
 

 
 
Figure 2. Maslow’s Hierarchy of Needs; Pride et al., 2010, p. 284 
 
The pattern of requirements in the Maslow Hierarchy of Needs theory is described below: 
 

� Physiological: the minimum requirement for survival; necessities such as clothing, 
shelter, food, etc, (the lower part of the arranged needs). These needs are usually 
satisfied with adequate wages (Pride et al., 2010, p. 284).  
 

� Safety: factors that provide physical and emotional security. These needs may be 
satisfied through job security, health insurance, pension plans and safe working 
conditions (Pride et al., 2010, p. 284).  
 

� Social: the desire for love, affection and belonging. These needs are the requirement 
of every human being and can be satisfied through relationships. In every organization 
employees strive to make social contact with their colleagues or connect to their 
fellow employees in some way; and with a friendly work environment and a strong 
feeling of commitment to the organization, social needs can be satisfied (Pride et al., 
2010, p. 284). 

Self-
Actualization

Esteem Needs

Social Needs

Safety Needs

Physiological Needs
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� Esteem: the aspiration for respect and recognition from others. These needs may be 
fulfilled through promotion, various honours, awards or other forms of recognition 
(Pride et al., 2010, p. 284).  
 

� Self-Actualization: the most difficult level to attain. Growth, development and become 
all for which an individual is being capable. In order to achieve this position an 
individual must use their abilities in a systematic way to reach their desired goal. 
Different people use different ways to satisfy their needs; hence every one differs in 
their perception and approach when achieving self-actualization (Pride et al., 2010, p. 
284).  

 
I believe that this theory develops awareness in managers and helps to increase understanding 
and fulfilment of their employee’s needs. With the help of this theory, managers of fast food 
restaurant can make predictions about prominent motives of their employees and can use the 
appropriate means to inspire.    
 
2.2.2 Adam’s Equity Theory 
 
Herzberg theory is concerned with the role of equity in motivation, but out of all theories the 
Stacy Adams is the most relevant and detailed equity theory. According to this theory, 
employee’s compare their input into work with the outcomes they receive from their work 
environment (Fiore, 2004, p. 225). The theory states that an individual’s input refer to an 
employee’s work performance or experience; effort, skill, time spent working and other types 
of participation. Alternatively, outcomes represent best working conditions, compensation, 
promotion, respect, pride, recognition and other employee benefits. Adams’ Equity theory 
explains that the weight of importance of inputs and outputs are different for everyone. 
Additionally, this theory asserts that employees at the workplace need to learn and sustain 
equity about what they put in as an input and what they achieve in return and  as well as to 
find out how much effort individual employee willingly put in, as compare to the effort of 
other employees. Simply, this theory suggests how an employee recognizes him/herself when 
compared to other employees (Fiore, 2004, p. 225). 
 
2.2.3 Expectancy Theory 
 
Vroom explains that motivation is the process of governing choices made by people among 
different forms of activities (Vroom, 1964, p. 6). In Figure 3, Vroom uses three steps, 
expectancy, instrumentality and valence, in which he explains that the actions of people are 
completely based on their beliefs. If someone makes an effort, it’s the expectation of outcome 
and that is the valence of this outcome. Conclusively, an increase of valence means an 
increase in effort. Specifically, this theory gives a detailed explanation of individual work-
related behaviours when looking at factors such as occupation or performance on the job 
(Latham, 2007, p. 44-48). 
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Figure 3. Expectancy theory; developed from Vroom, 1964. 
 
This theory of motivation given by Vroom (1964) is explained as a development in which 
individuals pass through various processes to take different decision in a choice of 
behavioural alternative. Motivation draws individual attention and direction towards a 
specific behavioural alternative. According to Vroom (1964), motivation is concerned to 
human behaviour and work related tasks; while both of these factors relate to expectation, 
instrumentality and valence. Whereas expectancy is the apparent probability of individual 
effort leads to profitable performance. Instrumentality leads to a profitable performance of 
desirable outcome, while valence identifies the particular value that is present for an 
individual to deserve a reward. The main idea of this theory is that every one applies their 
own motivation formula (depending on their behaviour) for different alternatives of desired 
goals. It was mentioned that the assumption to maximize outcome and performance calculated 
in this theory was not correct. Furthermore, the measurement of valence is also not clear on 
this scale (Schmidt, 1973, p. 243-251). Therefore, this theory will not be used in the 
investigation of this study.  
 
2.2.4 Herzberg’s Motivator-Hygiene Theory 
 
In 1959, Frederick Herzberg presents his famous hygiene theory, also known as the “two-
factor theory”. According to this theory, man has two sets of needs: “his need as an animal to 
avoid pain and his need as a human to grow psychologically (House & Wigdor, 1967, p. 
369)”. For fulfilling these two types of needs, Herzberg identified two distinct lists of factors.  
One set of task-related factors develops happiness or a good attitude within workers, while the 
other set was mainly present when feelings of unhappiness or bad attitudes were evident 
(Tietjen & Myers, 1967, p. 226). 
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The first factor set, which Herzberg placed under the heading of “motivators” (job 
factors) 
 

� Achievement  
� Possibility of growth 
� Responsibility 
� Advancement 
� Responsibility 
� Recognition (Tietjen & Myers, 1998, p. 226). 

 
The second factor set, which Herzberg placed under the heading of “hygiene” (extra job 
factors) 
 

� Salary 
� Interpersonal relations-supervisor 
� Interpersonal relations-subordinates 
� Interpersonal relations-peers 
� Supervision-technical 
� Company policy and administration  
� Working conditions 
� Factors in personal life 
� Status 
� Job security  
� Status (Tietjen & Myers 1998, p. 226). 

 
According to Tietjen & Myers (1998), motivators refer to factors intrinsic within the work 
itself, such as the recognition of a task completed. Alternatively, hygiene tends to include 
extrinsic entities, such as relations with co-workers, which are not exactly relevant to the 
worker’s job description. In the absence of motivators, dissatisfaction does not necessarily 
occur, but when present, these factors can create immense degrees of satisfaction. Likewise, 
hygiene factors encourage (temporary) action and have the potential to cause great 
dissatisfaction, though their absence does not stimulate high levels of satisfaction (Tiejen & 
Myers, 1998, p. 226-227). Two researchers, House & Wigdor (1967), criticised this “two-
factor theory” debating that Herzberg had oversimplified the relationships between motivation 
and satisfaction, and the sources of job satisfaction and dissatisfaction (House & Wigdor, 
1987, p. 387).  
 
2.2.5 Four Drives for Employee Motivation 
 
Managers can motivate their employees with the help of four basic drives given by Nohria et 
al., 2008. These drives for motivation include: the drive to acquire, drive to bond, drive to 
comprehend and drive to defend. These terms can be identified with the help of four 
workforce indicators known as: engagement, satisfaction, commitment and intention. 
Engagement reflects the effort and energy needed to absorb an individual’s attention into their 
job. Satisfaction represents the move of a company or industry towards their ultimate goal and 
prosperity. Commitment identifies the employee involvement and loyalty towards the 
organization. Finally, intention indicates how to solve the problem of employee turn over in 
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“Employee Motivation A powerful new model” indicates that in order to achieve employee 
motivation, it is vital to discover the best method to satisfy each of the drives presented in 
Figure 4.  
 

� Reward System: For proper acquisition of reward system or to satisfy this drive, 
Nohria et al., (2008), emphasises the connection of a reward system to performance to 
provide the best opportunity for employee career growth and development (Nohria et 
al., 2008, p. 81). 
 

� Culture:  To meet the requirement of this drive, try to focus on the “drive to bond”. 
According to Nohria et al., develop a strong sense of friendship among the employees, 
which in turn, creates a strong culture of openness and harmony (Nohria et al., 2008, 
p. 82). 

 
� Job Design: Job design has an immense effect on the “drive to comprehend” for 

employees. If the job design is meaningful, it will inspire employees to overcome 
challenges and achieve their target goals (Nohria et al., 2008, p. 82). 
 

� Performance Management and Resource Management Processes: This drive 
systematically increases the transparency of management processes and stresses 
fairness. Trust and well management of company resources are important 
characteristics for employee motivation (Nohria et al., 2008, p. 83). 
 

While humans can be guided towards motivation with help of these four motivational drives, 
these drives are also essential for the success of an organization.  Nohria et al., (2008) has 
conducted this research in different organizations, which gave them positive conclusions to 
their theory. For example, an average firm was initially measured to have an employee 
motivation level of 50%. After implementing any of their “drive” variables separately, 
employee motivation levels increased to 56%, and continued to rise to 88% when applying all 
for drives.  These drives are equally important for any organization that wants to implement a 
strong motivational environment and ultimately reach a certain level of success. All these 
drives have their own individual importance, and they cannot be substituted. In fact, 
organization managers need to implement all four drives in order to achieve maximum 
success (Nohria et al., 2008, p. 83). However due to the limited resources of the fast food 
industry, I believe that to increase the motivation these employees, managers can greatly raise 
the motivation level by using the two drives: “acquire” and “bond”. By providing employees 
with the respective levers of satisfactions (e. g. a reward system and culture), tangible and 
intangible incentives, recognition, team-work, collaboration, openness and friendly concepts 
are introduced into the workplace.  
   
2.3 Rewards 
 
Generally, the reason for most employees to engage themselves into their work or job is to 
receive something in return from their organization. A reward is a broad term that can be used 
to describe the notion of receiving money or payment from an organization. The most 
frequently noted way of improving an individual’s performance is the use of money as an 
incentive, through which employees can satisfy many of their needs. Therefore, a rewards 
program is one of the strongest tools for successful execution of a business strategy, but if it 
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create unique opportunities and appropriately competitive compare to general labour market. 
A rewards program would not change inadequate business strategies, but it can utilize human 
capital for the organization’s strategy in a more efficient and cost effective manner (Jensen, 
McMullen & Stark, 2007, p. 33).  It is also mentioned that a reward can be anything; such as 
training, development or a type of special education that increases responsibility along with 
an increase of salary.  How employees are rewarded will be different for each individual, 
since preferences tend to differ. Thus, organizations must think about all reward possibilities 
(e. g. both tangible and intangible) (Jensen, McMullen & Stark, 2007, p. 5). In my opinion, 
any fast food employee would be unwilling to work without money; though other forms of 
reward will also investigated in the analysis of this study, for example: pride, respect and 
recognition, training and development etc.  
 
2.4 What Motivates Employees in Fast Food Restaurants? 
 
Job satisfaction is important for employee motivation, so individual employees feel happiness 
and are able to enjoy their work with suitable reward. Job satisfaction plays an important role 
in non-attendance, labor turnover, tendency of quitting and work performance; all which lead 
to cost efficiency (Tutuncu & Kazak, 2006, p. 2). Locke (1976) defined job satisfaction as a 
pleasurable, emotional state, resulting from the appraisal of one’s job (Locke, 1976, p. 1300). 
According to Skalli, Theodossiou & Vasileiou (2008), “ job satisfaction arises from a variety 
of feelings related to the characteristics of the job, like feelings about the working conditions, 
about the level of earnings, about the risk of losing the job, about the opportunity for personal 
control and so on”(Skalli et al., 2008, p. 1907). They also assumed that the overall 
satisfaction of employees can come from partial satisfactions of different job facets (Skalli et 
al., 2008, p. 1916).   
 
Motivating individual employees of a fast food restaurant requires a lot of time and resources, 
but the cost of not making the investment can lead to an increase in turnover; which can 
dramatically increase labour costs. Thus, if the managers of fast food restaurants want to 
avoid the cost of turnover then they should understand and monitor employee motivations 
(Dermody et al., 2004, p. 5). Managers of fast food restaurants should try to discover the 
internal feelings of their subordinates to inspire a sense of duty and loyalty among them; with 
the assumption that employees will make an effort for the best interests of the restaurant. 
According to Ference, 2001, now-a-days employee motivation is showing a completely 
different pattern compared to a decade ago. Several institutional researchers have shown that 
employees entering to a new workplace pre-set a standard level for their achievements 
(Ference, 2001, p. 16). Motivation is a master piece of employee behaviour. Consequently, it 
is important for fast food employees to understand their own motivation and the factors that 
affect their behaviour. These factors are also important for fast food managers to understand 
the motivation dynamics of their workforce. It is the principle duty of fast food management 
to provide a fascinating work environment and to discover the motivational factors of their 
employees. This is because well-motivated employees are a valuable asset for every 
organization; especially for service-oriented businesses. 
 
2.4.1 Management Commitment 
 
When top-level management holds a strong commitment to the success of a restaurant, this 
will directly impact employee productivity; ultimately inspiring them to perform a better 
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quality of service. Reeves & Hoy (1993) also expressed the same feelings, that “Employees 
who believe the manager of their restaurant is committed to service quality may be motivated 
to provide higher quality service simply because they perceive this to be important to the 
manager” (Reeves & Hoy, 1993, p. 57). Workforce may witness management commitment 
through actions taken by managers and supervision plays an important role in employee 
motivation of any organization. High centralised supervision leads to job satisfaction and 
employees motivation. Dissatisfaction with management or supervision leads to job 
frustration (Billingsley & Cross, 1992, p. 466). Importance is placed on the idea that 
employees would experience maximum satisfaction if the managers of the organization 
assessed tasks beforehand and offered to co-operate with employees in accomplishing the 
specific tasks (Ting, 1997, p. 328). It is clear that a strong relationship between managers and 
their employees should increase overall job satisfaction and motivation; though there is a 
chance that this might not work. In that case, the only risk would be a minimal change in job 
satisfaction.   
 
2.4.2 Human Capacity 
 
Capacity development is defined as “the process by which individuals, organizations, 
institutions and societies develop abilities (individually and collectively) to perform functions, 
solve problems and set and achieve objectives” (UNDP, 1997, cited in Stephen & Triraganon, 
2009, p. 2). Capacity can be improved by awareness, understanding, skills, aspiration, 
attitude, technology and resources (Stephen & Triraganon, 2009, p. 2). Therefore I believe 
that in fast food restaurants, managers should think about all the factors that are required for 
human capacity. Capacity can be improve by training and development, which leads to job 
satisfaction.   
 
2.4.3 Working Conditions  
 
Most people prefer a type of job in which they feel relaxed and happy; consequently, if the 
job itself is difficult and operates under complex working conditions, employees will not be 
satisfied with their job. This idea is supported by Miller (1980), who states: “job conditions 
are more strongly related to job satisfaction” (Miller, 1980, p. 361). Satisfaction of a job for 
any employee also depends on developing a strong relationship with their colleagues. 
Oshagbemi (1999) also noted that “satisfaction with co-workers behaviour is an important 
component of overall job satisfaction” (Oshagbemi, 1999, p. 90). Therefore, managers should 
estimate and deal with all problems that may affect the work environment and the friendly 
relationships of co-workers.    
 
2.4.4 Culture Values 
 
Every organization has their own culture (described as key values or beliefs shared by 
organizational members). Culture is not typically considered observable, yet there are some 
signs and symbols of which can be observed. Organizational culture is very important for new 
members of organization because it is a way for them to understand the company atmosphere. 
These new members undergo a learning process of organization also known as socialization 
(Stahl & Grigsby, 1997, p. 247-250).  
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2.4.5 Growth and Promotion 
 
According to the Herzberg theory, the possibility of personal growth or opportunities to gain 
knowledge or skills within an organization are motivating factors (Tietjen & Myers, 1998). 
The expectation of promotion leads to employee motivation, even if an employee is not 
expecting a promotion for a couple of years, the possibility of a promotion is enough for an 
employee to achieve a certain level of satisfaction.  Research conducted by Tutuncu and 
Kazak identified factors contributing to job satisfaction in hotel industry as: the work itself, 
supervision and promotion (Tutuncu & Kazak, 2006, p. 9). Every individual desires career 
growth and promotion, which is considered the best reward for all individuals. Nohria et al., 
(2008) also connected reward systems with career growth and the development of employees 
(Nohria et al., 2008, p. 81). Consequently, it is stated that “employees who believe that the 
organization is contributing to their career growth will feel a moral sense of obligation to 
give back to the organization in return” (Weng, McElroy, Morrow & Liu, 2010, p. 393).   
 
2.4.6 Wages and Salaries 
 
Organizations that paid employees a wage premium according to the market observed a rise in 
productivity, workplace cohesiveness, employee responsibility and loyalty (Westley & 
Schmidt, 2006, cited in Taylor & Taylor, 2011, p. 69). Alternatively, organizations that pay a 
wage rate below the prevailing market will contribute to employee dissatisfaction and other 
negative attitudes (e.g., outrage and a desire for revenge), which will likely result in a high 
turnover (Akerlof & Yellen, 1986, cited in Taylor & Taylor, 2011, p. 69). Payment and job 
satisfaction are strongly linked; for instance, if an organization increases the benefit package 
for employees, job satisfaction will increase and the vice versa. Joanne Miller, also of a 
similar opinion, observed that workers who were paid highly showed a greater job satisfaction 
(Miller, 1980, p. 363). According to Ting (1997), if employees are satisfied from their pay 
and career growth within an organization, then they will be satisfied from their job and vice 
versa (Ting, 1997, p. 314).  
 
2.4.7 Job Stress/Pressure 
 
Job stress is defined as the experiences of an individual with characteristics of their job 
environment (the demand of a job or an unsatisfactory supply of resources) that are perceived 
as threatening (Raghuram & Wiesenfeld, 2004, cited in Kim & Jogaratnam, 2010, p. 322). 
This term is negatively associated with job satisfaction, since job stress occurs when there are 
role conflicts or ambiguity (Schwepker & Hartline, 2005, cited in Kim & Jogaratnam, 2010, 
p. 323). This negative association of job stress and job satisfaction indicates that employees 
who are experiencing less stress or pressure are more satisfied at their work place than those 
who are experiencing high levels of stress or pressure (Kim & Jogaratnam, 2010, p. 333). 
 
2.4.8 Training and Development  
 
Investments in staff training and development give benefits to both the employees and the 
organization as a whole. That is why some form of training is offered by almost all of the 
organizations; though it is important to mention that training and development are two 
different activities. Training is defined as specific job improvement or the effectiveness of 
individuals in a current job role. While development on the other hand, focuses on the 
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preparation of employees for future challenges in the organization (it creates a broader 
perspective), and the role of managerial support is important for both of these activities 
(Saunders & McDowall, 2010, p. 609-610). Especially in franchise restaurants, managerial 
training is relevant to the maintenance of frontline employees, where the turnover rate is 
exceedingly high due to the career paths of individuals being focused in other industries. 
Development and training are vital for restaurants who want to lower their expenses. Instead 
of accumulating costs for employee recruitment and hiring, restaurants should give more in 
depth training to frontline employees; this would increase employee motivation, retention and 
ensure job satisfaction (Paswan et al., 2005, p. 10). 
 
2.4.9 Respect and Recognition 
 
Employees demand respect and recognition from their job. According to the hierarchy of 
needs theory, the respect and recognition is included in “esteem needs”. These needs can be 
fulfilled through promotion, various honours and awards, or others form of recognition (Pride 
et al., 2010, p. 284). According to Arocena & Villanuena (2003), determined that  
employment is not just about the exchange of money; employees also desire a work 
environment in which they are able to gain operational, contextual and intellectual skills 
(Arocena & Villanuena, 2003, p. 200-201). 
 
2. 5 Suggested Model for Employees Motivation in Fast Food Restaurants  
 
On the basis of above discussion, we can say that one of the primary obligations of fast food 
restaurants is providing a suitable environment for the retention of their workforce. Since all 
individuals perceive job satisfaction differently, the manner in which it is reached may differ 
as well. For example: the respect level associated with a particular job is a major concern for 
some, specifically when concerning job satisfaction and motivation. Some people are satisfied 
from a job in which they earn as much money as possible, while others find more fulfilment 
in a job surrounded by pride and respect. Managers of fast food restaurants should know the 
various theoretical ways their employees find job satisfaction but in fact, contentment for an 
individual employee truly depends on personal desires. 
 
However, a well satisfied employee will try to become more efficient, productive and 
committed to the goals of the fast food restaurants and will also work to improve the quality 
of services. As a result, the number of customers will increase. After a thorough analysis of 
the theories and literature presented on employee motivation, an appropriate model has been 
developed. Generally, in different organizational settings, employees are motivated by 
understanding and monitoring these motivational factors. Therefore I believe that if managers 
can understand and monitor these factors, then they can motivate employees in fast food 
restaurants. 
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Figure 5. Suggested Model for Employee Motivation in Fast Food Restaurants; own diagram 
 
This model comprehensively presents all factors surrounding employee motivation in fast 
food restaurants. The right-hand side shows the expected final outcome of employee 
motivation, which depends on the factors listed on the left. Elements on the left-hand side are 
all independent factors that contribute to employee motivation: management commitment, 
human capacity, working condition, culture values, growth and promotion, wages and salaries 
and job stress/pressure. Next there are moderating factors (training and development, respect 
and recognition) which serve as catalysts for motivation. Training and development improves 
human capacity, and in turn, human capacity affects employee motivation. The other 
moderating factor, respect and recognition, affects all the independent factors (listed on the 
left) as well as the employee’s motivation. Finally, company loyalty is presented as an 
overruling factor since loyalty is necessary for restaurants to know that employees have a 
certain amount invested.  
 
If we elaborate further on the concept of human capital within this model, managers should 
be able to include a number of appropriate skills in the development of their employees. In 
addition to providing the basic technical and job-knowledge skills, managers should 
incorporate aspects such as suitable attitudes and experiences while training in order to 
improve the capacity of their employees. Additionally, working condition as presented in the 
given model is also a very important factor, including the related sub-factors such as job 
security, work environment, and the behaviour of managers and colleagues. Conclusively, the 
purpose of this model is to create a theory which potentially motivates employees effectively, 
through combining the affects of potential inspirational concepts. 
 
 
 
 
 



 

CHAPTER 3 
  
3. RESEARCH METHODOLOGY
 
This chapter briefly describes the different methods and choices for the solution of research 
questions identified in the first chapter. This chapter is divided in two sections; the first 
section demonstrates theoretical methodology and the second section 
methodology.  

 
3.1 Theoretical Methodology 
 
3.1.1 Research Philosophy 
 
Research philosophy means “development of knowledge and the nature of that knowledge” 
(Saunders, Lewis & Thornhill., 2009, p. 107). As a researcher
philosophical stance as it will affect the design of the study, steps for the study and all the 
important decisions made throughout the research process (Saunders et al., 2009, p. 107
There are two philosophical concepts for research (epistemology and ontology) which are 
explained and at the end, discussing the relevant stance of each concept for the present study
 

Figure 6. Research Philosophy; Own diagram 
 
3.1.1.1 Epistemology  
 
Epistemology means what knowledge
Bell, 2007, p. 16). In this context the main issue is that “whether or not the social world can 
and should be studied according to the same principles, procedures, and ethos as the natural 
sciences” (Bryman & Bell, 2007, p. 16). Epistemology consists of positivism, interpretivism 
and realism. 
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This chapter briefly describes the different methods and choices for the solution of research 
questions identified in the first chapter. This chapter is divided in two sections; the first 
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Positivism is “an epistemological position that advocates the application of the methods of 
the natural sciences to the study of social reality and beyond” (Bryman & Bell, 2007, p. 16). 
This means that positivism supports different applications of natural sciences methods in the 
study of social science. The positivist approach is value free, this means that researcher is 
neither affecting, nor being affected by the research (Saunders et al., 2009, p. 114). 
 
Interpretivism  is epistemological position is opposite to positivism with a view that the 
element of social sciences, that is people and institutions are fundamentally different from 
natural sciences, so therefore social sciences cannot take the same stance as natural sciences 
(Bryman & Bell, 2007, p. 17). For this purpose Saunders et al, explains that the field of 
business and management is very complex and underpinned by a number of elements that add 
uncertainty to it. Thus, the researchers cannot predict the behaviour of an individual in a 
scientific manner, but they can gain an insight to the subjective side of individual’s actions, 
due to people having different perceptions about the world. Interpretivism is the concept that 
humans are in a continuous process, constantly interpreting their surroundings to adapt to the 
changing reality around them (Saunders et al., 2009, p. 115).     
 
Realism is the combination of both positivism and interpretivism. Saunders et al state that, 
“What the senses show us as reality is the truth: that object has an existence independent of 
the human mind” but there is some similarity between positivism and realism such as 
assuming the scientific approach in collection and analysis of data (Saunders et al., 2009, p. 
114). Bryman & Bell, 2007, have also expressed the same views in that (explaining that, “a 
belief that the natural and social sciences can and should apply the same kinds of approach to 
the collection of data and to explanation” (Bryman & Bells, 2007, p. 18). 
  
As a researcher, keeping in mind the factors for employee’s motivation in fast food 
restaurants and the actions of managers to motivate their employees, the interpretivism 
approach is the best epistemological stance for this present study. For this particular study, 
each employee and manager is a unique influence to the research subject. This study interprets 
the employee’s motivational factors and the role of management in fast food restaurants. 
From the study I will understand the subjective reality of employees and managers, in order to 
understand their actions, motives and intention in a way that is meaningful.  
 
3.1.1.2 Ontology  
 
According to (Bryman & Bell, 2007) ontology is concerned with the nature of social entities. 
There are two aspect of Ontology; one is objectivism and the other is constructivism. 
Objectivism explains the reality that the existing of social entities is beyond our influence and 
is external to the social actors.  Constructivism explains the fact of social phenomena which is 
created by its actors with constant revision (Bryman & Bell, 2007, p. 22).  
 
For this particular study, the approach used was constructivism which is taken from the 
Ontology background. However, the study of front line employee’s motivation and the role of 
management for employee’s motivation are observed in the fast food restaurants. The 
researcher believes that motivation is not stagnant, but is specifically in state of revision and 
socially construction, taking into consideration the ontological position. This constructionist 
view follows the epistemology position of interpretivism which will interpret the employee’s 
motivational factors in fast food restaurants.  
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3.1.2 Research Approach 
 
The research approach should be clear and concise as this helps to formulate the research 
strategy.  In the deductive approach, the researchers develop theory and hypotheses, followed 
by the design strategy to test the hypotheses (Saunders et al., 2009, p. 117). When the known 
theme is clarified, the researchers then test the hypotheses after collection of data and these 
hypotheses may be accepted or rejected. On the other hand in the inductive approach 
researcher collect data and develop theory on the basis of analysis (Saunders et al., 2009, p. 
124). 
 
Deduction Emphasises Induction Emphasises  

• Scientific principles 
• Moving from theory to data 
• The need to explain causal 

relationships between variables 
• The collection of quantitative data 
• The application of controls to ensure 

validity of data 
• The operationalization of concepts to 

ensure clarity of definition 
• A high structure approach 
• Researcher independence of what 

being Researched 
• The necessity to select samples of 

sufficient size in order to generalise 
conclusion 

 

• Gaining an understanding of the 
meanings humans attach to events 

• A close understanding of the 
research context 

• The collection of qualitative data 
• A more flexible structure to permit 

changes of research emphasis as the 
research progresses  

• A realisation that the researcher is 
part of research process 

• Less concern with the need to 
generalise 

 

 
Table 1. Major differences Between Deductive and Inductive (Saunders et al, 2009, p. 127) 
 
As this study is of small sample of subject so for this study the inductive approach is more 
appropriate than deductive approach because in deductive approach large number of sample is 
using (Saunders et al., 2009, p. 126).  
 
In this context I will work with qualitative data and will use different methods to establish a 
new view on motivation phenomena. For this purpose, the inductive approach connects me to 
the epistemology stance (e.g. to the interpretation of empirical data). On the basis of the 
proposed model, different questions were developed for semi structured interviews from both 
managers and employees. The collected data is then interpreted to find out the motivational 
factors of front line employees and the role of management for employee’s motivation in the 
analysis of this study. My concern is not to develop a hypothesis, but to collect and analyze 
the data to answer the research questions.  
 
3.1.3 Research Strategy 
 
Most often research strategies focuses on the perspective of how the research is conducted, 
whether the research data is gathered by using the quantitative or qualitative method. This 
method should be related to the chosen positions of epistemology and ontology. The 
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quantitative approach identifies the statistical data. Whereas a qualitative method consists of a 
holistic analysis of the individual and the information they give. As Bryman & Bell, 2007, 
mentioned that “Qualitative researchers employ measurement and the qualitative researchers 
do not (Bryman & Bell, 2007, p. 28)”.  
 
Quantitative Research strategy emphasizes quantification in the collection and analysis of 
data. This entails the deductive approach following the natural science model particularly 
positivism philosophy with an objectivist view (Bryman & Bell, 2007, p. 28).  
 
Qualitative Research strategy emphasizes word rather than quantification in the collection 
and analysis of data. It entails the inductive approach to the relationship between theory and 
research, to generate theories. Qualitative strategy follows the interpretivism philosophy with 
the view of social reality as a constantly shifting emergent property of individual creation 
(Bryman & Bell, 2007, p. 28). 
 
                                                          Quantitative                         Qualitative  
Principal orientation to the role the            Deductive; testing of theory           Inductive; generation of theory  
theory in relation to research 
Epistemology  orientation                           Natural science model; in               Interpretivism  
                                                                   Particular positivism                            

Ontological orientation                                Objectivism                                     Constructionism 

 

Table 2. Fundamental Differences between Quantitative and Qualitative Research Strategies 
(Bryman & Bell, 2007, p. 28) 
 
The feature of qualitative research is more suitable as compared with quantitative method due 
to the aim of this study is to generate something new in the field of motivation. The emphasis 
will be on word not quantification in collection and analysis of the data, so that is why the 
qualitative approach has been used for this research study. The main steps required for a 
qualitative research are stated below. 
 

 
Figure 7. An Outline of the main steps of qualitative research (Bryman & Bell, 2007, p. 406) 
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This study follows the above main steps which are required for the qualitative research. 
  

1. After reviewing different literature the research questions were defined: (a) what are 
key motivational factors that could motivate the frontline employees of fast food 
restaurants?  (b) What should the role of fast food restaurant management be in order 
to increase the motivational level of their frontline employees?  

2. Three fast food restaurants (Max, Subway and MacDonald’s) were contacted in order 
to make an agreement with the managers and employees to participate in this study. 

3. The data is collected through semi structured interviews from four managers and three 
employees. 

4. Organized the collected data and classify into different categories.  
5. The findings will then be discussed in comparison to the literature, leading to an 

appropriate analysis. 
6. And at the end conclusions will be drawn for this study. 

 
3.2 Practical Methodology 
 
3.2.1 Choice of the Subject 
 
There were many reasons to the choice of this study; however the main aim was to focus on 
future career path and to further improve knowledge in the field of management.  Therefore, 
the concentration was on an interesting and well connected topic. The author is doing a 
Master Level degree in management and wants to continue to further education in the field of 
Hospitality and Service Management. This is the reason why fast food restaurants were 
selected for my research. I wanted to find out key factors that influence the motivation of 
front line employees and the role of management for their motivation. The main intention for 
the conduction of this study was to understand and monitor the sense of duty and loyalty of 
the front line employees, and the every effort they make for the best interest of their 
restaurants. 
 
3.2.2 Preconception 
 
While going for an in-depth study for motivational factors working condition, growth and 
promotions are the significant factors for motivation, however some believed that pride and 
respect should be the right counter for employee motivation. In a different literature review, I 
found out that the organization name, culture, wages, salaries, training, and development all 
play an imperative role in employee motivation. I therefore prepared myself before going into 
the stream of motivation, by reading the concerned areas to contribute something new in the 
field of motivation.  
 
3.2.3 Literature 
 
For researchers, it is important to find out well-matched and relevant literatures because “it 
provides the basis on which you justify your research question and build your research 
design” (Bryman & Bell, 2007, p. 94). Initially, different literatures read out the general 
theme of motivation which further enabled me to deal with the problem part and to 
concentrate more on specific literature such as, related articles on job satisfaction, frontline 
employee’s motivation and different theories related to motivation. 



Abdul Rashid, USBE 2010 

 

22 
 

It was a really difficult task in deciding what literature will be the focus for this research 
study. However, after researching questions and the purpose of the study, I then found 
scientific articles and books which helped me to understand the complexity of motivation 
specifically in fast food restaurants. As there is limited research on fast food restaurants and 
especially on employee’s motivation in fast food restaurants. Therefore, the concepts of 
motivational factors are taken from well known motivational theories and literature. This 
literature improved my internal potential and intellectual capability to devise research relating 
to the motivation of front line employees in fast food restaurant. The consultancy of 
supervisor and different professors of USBE, Umea University, helped me to choose related 
literature for this study.   
  
3.2.4 Data Collection Methods 

 
For data collection the most prominent strategy is to carry out an interview which is a form of 
qualitative research. So there are three different types of interviews on the basis of which 
researchers can collect data.   
 
Structured Interviews also referred to as standardized interviews which consist of 
interviewers asking the same context of questions from all respondents that aggregate the 
replies on the basis of identical cues (Bryman & Bell, 2007, p. 210).  
 
Semi Structured Interviews is such interviews in which researchers prepare a list of 
questions relating to a specific topic, but it is not important that question should be asked in 
the same pattern as listed. He/she can change the order and phrasing of questions. During the 
interview, researchers can ask follow up questions to understand exactly the information they 
want to gain (Bryman & Bell, 2007, p. 474).  
 
Unstructured Interviews are like conversations between the researcher and interviewee, 
which are also referred to as informal interviews.  In this type of interview there is no need to 
determine a list which should be following during interview (Bryman & Bell, 2007, p. 474). 
 
For this study, the semi structured interview pattern is used regarding front line employee 
motivation in fast food restaurants. A list of certain questions was formed on employee’s 
motivation and on the role of management for the guidance of interview process. Follow up 
questions were also raised at the time of interview. The aim of these follow up questions was 
to interpret more information related to research questions of study and to enclose the entire 
work related features according to the perception and understanding of respondents.  I believe 
using semi-structured interviews as the chosen method of research will enable me to 
understand the reality of employee’s motivation and the role of management.  
 
3.2.5 Sampling Approach  
 
According to Bryman & Bell, the universe of units from which the sample is to be selected by 
researchers is called population. These selections of sample may be from the universe of 
nations, cities, regions, firms etc. The listing of all units in the population from which the 
sample will be selected is called the sampling frame. The segment or subset of population that 
is selected for investigation is called the Sample. Two methods are used to select the sample 
from a population; one is probability and the other is none probability approach (Bryman & 
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Bell, 2007, p. 182). In probability sampling, researchers select a sample randomly to give an 
equal chance to each unit in population. While on the other hand in non probability sampling 
the researcher does not select the sample randomly as they may want to select particular units 
in population more than others (Bryman & Bell, 2007, p. 12). On the basis of qualitative 
research, the aim of this study is to construct meaningful knowledge. Therefore the non-
probability approach is chosen for the study. There are different forms of non probability 
sampling. 
 

� Convenience Sampling: To select participants on the basis of convenience, in that 
there should be easy access to participants (Bryman & Bell, 2007, p. 197). 

� Snowball Sampling: To contact a small group, and on the basis of this group 
establish other contacts. This can sometimes become and represent convenience 
sampling (Bryman & Bell, 2007, p. 200).  

� Judgment Sampling: To select respondents on the basis of judgment. 
� Quota Sampling: To select respondents from each category with equal proportion 

from the whole population. For example, selection from gender, ethnicity, age groups, 
socio-economic groups, and regions with relative proportion i.e. equal respondents 
from income level of SKR 10000 and SKR 20000 (Bryman & Bell, 2007, p. 201). 

 
The criteria for selecting interviewees were the managers and frontline employees of fast food 
restaurants in Sweden. However, the sampling approach for this study can be defined as 
convenience sampling due to the accessibility of the participants. (e.g. nearby Umeå, 
Sweden). Firstly, the three fast food restaurants (Max, Subway and McDonalds) were 
indentified. After identification of restaurants, I contacted one Max, one Subway and two 
McDonald’s restaurants in Umea, Sweden, which I then proceeded to visit in order to become 
familiar with the situation. Secondly, I contacted four managers and four employees of these 
restaurants (one manager and one employee from each restaurant). As a researcher, I showed 
my appreciation in thanking them for their time and cooperation.  
 
Data was collected from both managers and employees for deep understanding of situation. 
The aim of the study was to interview four employees, one from each restaurant. However, 
unfortunately I was not able to interview any employees from one branch of McDonalds, as 
nobody was willing to participate in the interview. Although every effort was made, I was 
unsuccessful in gaining a fourth participant for the interview which consequently left three 
employees to interview rather than the preferred number of four.  
 
3.2.6 Selection of Participants 
 
With consideration of the ethical issue confidentiality, the identity of participants and 
restaurants cannot be mention here. According to Bryman & Bell, 2007, “the identities and 
records of individuals and organizations should be maintained as confidential” (Bryman & 
Bell, 2007, p. 133). Therefore the name of all participants will be in coded form as 
demonstrated below.  
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3.2.6.1 Managers 
 
Manager A is a thirty year old man. He has been working for the fast food restaurant for the 
past ten years. As a manager, he is absolutely satisfied with his job and employees. He has the 
mission to provide the best opportunities for employee motivation. He has six employees 
working together in his restaurant on each shift. 
 
Manager B is thirty six years old with thirteen years of experience in fast food restaurants. 
The manager confessed that he felt proud to be part of the restaurant. He has eight employees 
in his restaurant.  
 
Manager C is thirty five years old with nine years experience in the fast food restaurant. His 
current mission is to achieve their goal to keep the workforce motivated. He has five 
employees in this particular restaurant. 
 
Manager D is a fifty year old man who has owned the fast food restaurant for the last two 
years. His ultimate mission is not only to earn as much money as possible, but also to provide 
best the facilities for his work force and to keep them motivated at all times. He has seven 
employees in his restaurant. 
 
3.2.6.2 Employees 
 
Employee A is a 29 years old individual. He has an educational background in business 
studies and has been working in the restaurant as a subordinate of manager A for 2 years. 
 
Employee B is 31 years old. He is now working as a shift manager and has previously 
worked as a subordinate of manager B. He has more than three years experience in restaurant. 
 
Employee C is 19 years old. She is responsible for the counter and task responsibilities in the 
restaurant. She has one and half years experience and working under the supervision of 
manager C. 
 
3.2.7 Interview 
 
In an interview regarding business research, there is a communication process between the 
interviewer and interviewee, where both parties will not influence each other. The different 
kinds of interview (mentioned in the Data collection methods section of this chapter) have 
common features such as; the interviewer may elicit from the respondents information 
(Bryman & Bell, 2007, p. 209). I have followed this process.  
 
3.2.7.1 Interview Guide  
 
As mentioned above, a semi structured interview method or non standardized approach is 
used. For this semi structure interview, I formed a list of questions in order to gain the 
solution of my research problems. I categorized the interview in parts to “create a certain 
amount of order on the topic area and try to make flow in interview questions” (Bryman & 
Bell, 2007, p. 483). Also, at the time of the interview, I tried to raise follow up questions. The 
aim of the follow up questions was to interpret and ensure all information was gained in 
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relation to the research questions. In a semi structured interview, researcher may be asked 
certain questions which are not included in the guide (Bryman & Bell, 2007, p. 474).  In the 
list of interview for this study, the following sections are used. 
 

• General Questions 
• Top Management 
• Working condition 
• Human Capacity 
• Culture values  
• Growth and promotion Questions 
• Wages and salaries 
• Training and development  
• Pride and respect 

 
At this regard, the suggested model for employee’s motivation presented in literature review 
chapter provides enough space to develop and arrange different questions related to the 
problem area. Before conducting the interviews, I discuss the research questions with my 
supervisor in order to fully understand the questions, the sequence and arrangement. I also 
mentally prepared myself for expected follow up questions which will expand the information 
given. This consequently gives me a deeper insight to the information of the relevant topic.  
 
3.2.7.2 Conduction of Interviews 
  
It is important that the researcher has relevant information before conducting the interview in 
order to avoid losing concentration on the specific topic of discussion (Bryman & Bell, 2007, 
p. 472-496).     
 
A tape recorder was used to minimise the risk of losing the main focus during interview and 
possibly risk forgetting important information. It is more effective for qualitative researchers 
to use tape-records to transcribe their interview later (Bryman & Bell, 2007, p. 484). 
 
For this study the interview process; 
 

• First contacted the targeted managers and frontline employees  
• Fixed dates for interviews which were suitable for them  
• Send interview questions via e-mail to interviewees before the interview dates, to 

prepare themselves for the questions which will be ask during interview. 
• The interviews start with pleasant and general questions  
• At the end requested to the interviewees that if you have any ideas other than these 

questions related to employees motivation then it would be appreciated  
• The request was made to all respondents for further information if needed so I am 

thankful to all respondents for theirs agreement.  
• The interviews ended with an appropriate close, including thanking the participants 
for their time 

 
As a researcher, I prepared myself by assessing the criteria necessary for a successful 
interviewer, as given by (Kvale, 1996, cited in Bryman & Bell, 2007, p. 484). This included: 
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asking step by step questions, give time for thinking, active listening, allowing flexibility 
during discussion, remembering the first answers given by interviewees, clarifying the 
meaning of different statements given by respondent but without imposing, made balance 
between questions and answers from respondents and ensured the respondents that their 
answers will be treated confidentially. 
 

Interview # 
 

Position 
 

Interview 
Duration 

 
 

Restaurant 
Name 

Region Work 
Experience 

01 Manager A 49 min. Max Umea 10 Year 

02 Manager B 39 min. Subway Umea 13 Years 

03 Manager C 50  min. McDonald 
 

Umea 9 Years 

04 Manager D 53 min. McDonald Umea 2 Years 

05 Employee A 45 min. Max Umea 2 Years 

06 Employee B 36 min Subway Umea 3 years 

 

           07 
Employee C 30 min 

 
McDonald Umea 1.5 years 

 
Table 3. Total Interviews Conducted for this Research 
 
3.2.8 Quality Criteria 
 
Qualitative methods of research are criticised by quantitative researchers due to the 
subjectivity in nature in that researchers can add something or can interpret the information 
from their own point of views. Qualitative studies are also criticized for limited generalize 
ability (Bryman & Bell, 2007, p. 423). For this purpose, Guba & Lincoln, 1994 proposed two 
sets of criteria: Trustworthiness and authenticity (Bryman & Bell, 2007, p 423). The 
trustworthiness comes in qualitative research with the combination of four sets of criteria: 
Credibility, transferability, dependability and confirm ability.  
 
3.2.8.1 Credibility  means that the social reality which is studied by researcher is acceptable 
by others and the study must be (1) conducted according to good methodological practices 
and (2) be assessed by those who were studied. This is also called a respondent or member 
validation (Bryman & Bell, 2007, p. 411). To meet the criteria of credibility for this research, 
I followed the standard practices by keeping in mind the concepts and practices given in 
relevant books of methodology (Bryman & Bell, 2007; Saunders et al., 2009). These methods 
are used for the conduction of this study. Before the submission of the final copy of this 
study, I sent one copy to each of the interviewee that to censor and validate.  
 
3.2.8.2 Transferability is the sub criteria related to the issue that some of the research 
findings can be transferred from one context to the other, or these findings may be used in the 
same context other time (Guba and Lincoln, 1994, cited in Bryman & Bell, 2007, p. 413). As 
mentioned by Bryman & Bell, 2007, the “Qualitative findings tend to be oriented to the 
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contextual uniqueness and significance of the aspect of the social world being studied” 
(Bryman & Bell, 2007, p. 413). Due to the contextual uniqueness of the findings of this study, 
it will be hard to transfer it to other settings as information gained through qualitative 
methods cannot be repeated to produce the same results in any other study. As this study does 
not intend to generalize, thus the role of management and motivational factors identified in 
this study are specifically for fast food restaurant settings and may not be applicable to other 
organizations, this lack of transferability will not impact on potential contribution of this 
research.      
 
3.2.8.3 Dependability is the idea for trustworthiness that “researchers should adopt an 
auditing approach” to bring truthfulness of the researcher (Guba & Lincoln, 1994, cited in 
Bryman & Bell, 2007, p. 414). This approach gives the assurance in that consultation of the 
records of each step of this research process has been saved for the future consultation if 
necessary. Although this study is not subject to peer auditing, it is properly reviewed by the 
supervisor, and I consulted her about every action taken for this research. The records of 
actions were saved for this study, for example, the record of the participants, field work notes 
and interviews transcripts.  
 
3.2.8.4 Conformability means that “the researcher has not overtly allowed his personal 
values or theoretical inclinations manifestly to sway the conduct of research and finding 
driving from it (Guba & Lincoln, 1994, cited in Bryman & Bell, 2007, p. 414)”. They also 
suggested that complete objectivity is impossible in business research. The author of this 
study cross checked the related elements of this study by the supervisor and himself. The 
researcher has tried his best to minimize the possible inclinations of any involved person in 
this study. For this study, the researcher has acted in good faith and has fulfilled all ethical 
aspects required for the research.  
 
3.2.9 Ethical Considerations 
 
For the appropriateness of the research, the researchers must ensure that they are using best 
methodological practices and should bring moral correctness related to involved people 
(Saunders et al., 2007, p. 178). The ethical principles are broken down to four main areas: 
Harm to participants, lack of informed content, invasion of privacy and deception (Diener & 
Crandall, 1978, cited in Bryman & Bell, 2007, p. 414).     
 

• Harm to Participants: the researchers should avoid any circumstance which directly 
or indirectly may harm people who are involved in the research. 

• Lack of Informed Content: The researchers should voluntarily involve the 
organizations or participants in a research and should have clear acceptance from 
them.  

• Invasion of Privacy: Researchers should not misuse the data and information 
collected. Therefore, the researchers should maintain the confidentiality and 
anonymity whenever requested.  

• Deception: the researchers should avoid any type of manipulation of data or people in 
a research. 

 
I have followed the above all principles and have provided full information to the participants 
regarding the data collection. I tried to avoid all those situations which may put the 
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respondents in an unpredictable and uncomfortable. Suitable time was given to the 
participants to prepare themselves for interview in advance. All of the participants voluntarily 
participated in this study and as clearly stated, the aim of the research is for academic use only 
and will not use for any other purpose. The name of participants and restaurants are used 
anonymously to bring confidentiality in this research. A tape recorder was used in all of the 
interviews with the permission of participants.  
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CHAPTER 4 
 
4. EMPERICAL FINDINGS 
___________________________________________________________________________ 
This chapter characterizes the empirical findings which are gathered through seven 
interviews, taken from four managers and three employees working in Max, Subway and 
McDonald restaurants in Umea, Sweden. This Chapter is divided into two sections; the first 
section consists of the manager’s point of views, whereas the second section is concerned 
with the employee’s point of views regarding employee’s motivation in fast food restaurants. 
Interviews were taken on the basis of the suggested model for employee’s motivation in fast 
food restaurants.  
 
4.1 Managerial Point of View 
 
To investigate the motivation from management staff in fast food restaurants, by conducting 
interviews with both employees and managers. All of the managers are well trained and 
highly experienced individuals. I asked them several questions and they answered in the 
following ways which I have categorized according to the aforementioned model.   
 
4.1.1 Management Commitment 
 
All of the managers in fast food restaurants are highly specialized and they are satisfied with 
existing working conditions that are provided to motivate them. However they pointed out 
certain shortcomings which need improvements for their future success.   
 
Manager A gives positive responses when asked questions about management commitment 
towards employee’s motivation. He urged that, “Our employees are enjoying their service 
with repeated interaction to humans as compared to other organizations. This is the reason 
why none of the employees are bored. As a manager I try my level best to provide the best 
possible working environment for my employees. For example, they enjoy light music in the 
background”.  
 
Manager B also shared his best intentions for employee motivation. The manager told me 
that, “There are more than 1.5 million employees working in our restaurant throughout the 
world and they are very satisfied and happy to work with us. This is due to high standards 
and an attractive environment”. 
    
Manager C stated that the management team of restaurant are committed towards employee 
motivation, by providing them best possible working conditions. He also mentioned that by 
maintaining a reputable organization adds glory to their work, which therefore motivates them 
towards their tasks within the organisation. 
 
Manager D shares his best opinion as the owner of the fast food restaurant. He informed about 
the working conditions saying that, “I try my level best hardest to give my employees 
maximum time for relaxation by providing them break during work. If they feel ill during 
work, I let them go home on that specific day without cutting their wages”. 
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In summary, all managers shared their thoughts with me regarding their commitment to the 
employee’s motivation that those organizations which do not have strong acquaintance with 
their employees so return their employees will be less committed towards organization goals 
and also his/her individual achievement. 
      
4.1.2 Human Capacity 
 
Majority of managers responded in similar ways in that they provide training to their 
employees and certain knowledge and skills that are required for their work. They mentioned 
that at the beginning we give one type of training so that the employee’s can easily understand 
their duty. However, on the basis of seniority we provide more training which can therefore 
offer opportunities in promotions. Attitude is also an important sub factor, as if employees 
have positive attitude toward their work, colleagues and customers, it will then represent good 
customer service. Employees will be happy if their employer cares for them, but problems can 
arise if employees are not motivated in their work. Some managers also discuss the training 
session in growth and promotion related questions. 
 
4.1.3 Working Conditions 
 
Managers B and C stated that they provide a friendly environment for their employees to 
work and that current employee’s are happy in their work. The y have flexible schedule for 
their employees. Managers A and D have almost the same point of views regarding working 
conditions in that they provide good working conditions to the employees which enables 
better motivation. That is why they are pleasant with the customers, resulting in customer 
satisfaction and this cycle goes on. The managers also mention that it depends upon the role 
of upper management to provide required facilities for the employee’s in their working hours. 
They also conclude that they are very confident in saying that their employees are satisfied 
with the current working conditions which are provided for them.  
 
4.1.4 Cultural Values 
 
All managers believed that cultural values within their restaurant are highly important. They 
are not flexible to change and bring innovation but when they feel it is necessary to bring 
changes or come up with new ideas then they can provide specific training to their employees 
to have certain skills to handle these changes. Managers B and C prefer to have employees 
from different backgrounds and cultures. It is really useful to adopt diversity within 
restaurants. Whereas manager A is against diversity within the restaurant industry and 
Manager D also showed a similar response to this. Meaning that they would hire individuals 
from different cultures when there is need to do so, otherwise they prefer to hire people from 
the local community. 
 
4.1.5 Growth and Promotion Opportunities 
 
All managers mentioned that their restaurants provide specific training programs for their 
employees and that they get promotion according to their experiences and nature of work. The 
employees really want to work in multinational restaurants in order to get experiences from 
restaurants because all of these restaurants are operating globally. The Employees feel 
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honoured and proud to be a part of a internationally respected restaurant. Within the restaurant 
every employee is well trained to perform a certain task which he/she is responsible for.   
 
4.1.6 Wages and Salaries 
 
All the managers have almost the same point of views regarding the wage system. Most 
restaurants in Umeå focus on fixed wage rate rather than to adopt a flexible wage system. 
However, the managers mention that it depends on the rules of the upper management. Fast 
food restaurants in Umeå have a proper wage system. The wages are paid to the restaurant's 
employees as a fixed wage rate which depends on the age of the individual employee. The 
increase of the individual employee's age will increase his wage rate. However these 
restaurants pay approximately 100 kronor/hour to the employee during the probationary 
period and 133-150 kronor/hour after probationary period.  
 
4.1.7 Job Stress/Pressure  
 
All restaurants do job rotations which is very beneficial for the employees. If one day  an 
employee’s works on  the grill, the next day he will/might have to stand on the counter. Job 
rotation is the most important factor, otherwise the employees won't be motivated enough if 
they do the same unchallenging tasks over and over again. To manage and balance work 
pressure it is essential to do job rotation. All managers mentioned that they rotate their 
employees. Manager A mentioned that they rotate their employees on weekly basis. Manager 
D revealed that they have daily rotation of their employees.  Manager C said that they change 
the duty hours of their employees and issue weekly schedule to their employees.  All 
managers have almost the same attitude towards training of employees in order to do work 
under pressure and in the peak time of customers because it is very difficult to deal with a 
large number of customers and that employees get stressed by the load of work. The 
cooperation of managers is really important to reduce the stress of work on employees. 
 
4.1.8 Other Benefits and Incentives 
 
Due to the limited resources, other benefits than salaries are not possible in the restaurant 
industry but some benefits like health care facilities, uniforms, some time travelling tickets 
and concession in food items etc are provided to the employees. All managers mentioned that 
their restaurant provides health care facility to the employee with low cost of 1000-1500 
Swedish kroner per year for an employee. For instance after completing the probationary 
period of six month the subvention cost is 500 Swedish kronor for each employee. 
 
Manager A and B told me that sometimes the restaurant's employees face accidents during 
their work. When they are performing their duty they have to use the burning equipments in 
order to prepare the food for the customers, serious injury can be caused from this. Then they 
have the right for body examination. If a dermatologist recommends the need of further 
treatment then the restaurant company will support them in medication. Furthermore the 
company will provide them a free travel or gifted airline ticket to their senior employees on 
the base of best performance, give them promotion or other monetary benefits. There are 
some concessions for employees in food items, too. Manager A and C told me that “we give 
free food items to our employees at break time in the restaurant and it does not affect or 
increase our costs because in return they work hard for the best interest of our restaurant”. 
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Manager B mentioned that “we make concession up to 50 % on food items” and manger D is 
giving 15 % concession on food items to his employees.  So it means that in every restaurant 
there is a different type of concession to the employees in one way or the other.   
 
Manager C told me that “like many other organizations in Sweden, the restaurants hold 
particular reward systems which can increase the employee’s commitment. However, it is 
important to mention that too much financial rewards are not possible in fast food 
restaurants. We just give a card to our employees for one month on which he/she can use up 
to 400 SKR. I think the following factors are more essential for employee's satisfaction than 
financial reward: appreciation on hard work, make cooperation with them and give them 
respect every time”. Manager B mentions that “if there is no reward from the boss' side then 
don’t expect the employees to give their best performance”. Manager C stated that “running 
restaurant also means to provide quality services with standard food and this is only possible 
when our employees are happy. I think if a manager is not able to make clear that every 
employee is part of the restaurant then there will be no quality in both services and food. This 
will only be possible, if we managers make them realize that all are one family and every one 
represents this family”.   
 
For service based organizations it is really important to give a reward for those employees 
who are providing quality of services because customers are inter-connected with the 
employees. All managers agree upon the fact that there are some opportunities for managers 
to make their employees happy, although financial reward is rarely an option. An opportunity 
on the basis of non financial rewards e.g. restaurants can offer specific training and teach 
them that how to protect from unintentional accidents in initial stages of their probationary 
period. One of the restaurant managers thinks, it is also good for the employee's motivation 
that we are offering preventive health care facility for instance shoes, uniform and first aid 
facilities etc. Other things which are non financial but can boost up the efficiency in services 
are the social interaction, cooperation, greeting, praise, pride and respect from boss.  From all 
the mangers interviews I found out that they increase the wage rate on the basis of 
experiences. Two managers, D and C, also specified that they increase the wage rate with 
2.5% annually on the basis of their experiences which really motivates employees in 
restaurants.   
 
The main role of the management is to provide training, human capacity, best working 
environment, salaries and wages, promotional and growth opportunities to their employees. 
These are the most important functions highlighted after conducting the interviews of the 
managers. But other factors i.e. cultural values, stress of work and respect and recognition are 
also important.  
 
4.2 Employee Point of Views  
 
The data is also gathered through interviews from three employees for this study. One 
employee from each selected restaurant (Max, McDonald and Subway). Like the managers, 
all the interviewed employees want to keep their identity confidential. That's why their names 
will be used in code as it is mentioned in practical methodology and their answers are also 
categorized according to the suggested model.   
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4.2.1 Management Commitment 
 
Employee A mentioned “that management has a high interest to motivate us. They try their 
best to set up training sessions all the time. For example we have weekly and monthly training 
sessions during work. Due to the training, they make us feel special to the company. By 
bringing rewards, respect and trust they keep our motivational level high. They also 
communicate with us on a very detailed level to keep us interested. I expect from the 
management to help me in the training process and provide opportunities to develop. They 
should recognize our good performance and correct our mistakes, too”. 
 
Employee B mentioned that management did not give employees some extra money by which 
we can be motivated but with appreciation on good performance they motivate us. So 
motivation is through appreciation and salary.  If they do not appreciate the person who is 
performing well then he will feel disturb and If they appreciate him then employee will be 
more productive. Management change their policy regarding product and launch of new 
products which also give opportunity to employees to learn about new product and for this 
purpose they run a campaign. To keep their employees happy restaurant management arrange 
get together parties on different festivals, arrange some recreational trip for employees, some 
time managers arrange foot ball matches and cinema tickets etc. 
  
Employee C mentioned as we know that our restaurant is chain restaurant and we have no 
direct contact with the top management but I can say that it’s because of top management that 
our managers provide us friendly environment and build our career by providing us training 
as well as give us opportunity of promotion. I am expecting career growth by proper training 
and development and I am happy that is why organization is practically doing so. Normally 
management use money as a tool of motivation.  
 
4.2.2 Human Capacity 
 
Employee A describe, it has been almost a year I am working here. Co workers are nice but 
they need to work more on understanding the importance of pro-active and progressive 
positive feedback. In fact here in our restaurant environment is very friendly and we help each 
other during work and our attitude toward each other is very friendly and supportive. Specific 
training is provided to us for doing our jobs. I was a business student and it helped me get 
settled with the core values of my company. I believe happy employee made the customer 
satisfied and we are trained here to believe in that as well. But we can increase the 
motivational level of employees because there is always need of improvement by training and 
good feedback. I believed respect and recognition comes with more responsibilities.  When I 
work here for longer time period I developed sense of ownership with the organization. 
 
Employee B started work one year and 3 months ago in the restaurant.  He told me that when 
he initially started his work, he endured one week training which gave him more confidence 
to serve in the restaurant. If you are doing work in the kitchen then the managers will give 
training relating to this particular task in order to gain further skills. For the counter they 
provide separate training, and for this purpose a senior person is selected to give the training. 
After that there is different training for supervisors and shift managers for which they also 
provide books and give theoretical training and written exams. If an individual passes these 
exams they will consequently receive a promotion. The training is recorded on on a merit 
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basis. Employee B states, “I easily adjusted as new employee here because the manager and 
employees are cooperative, help me a lot and teach me what was required as an employee of 
restaurant. Due to friendly environment, I did not face any problem and still I am satisfied 
from the restaurant environment. We are proud to be a part of our restaurant because it is 
multinational organization but it is not my own field job. A satisfied employee will also try to 
provide that services that satisfy their customers need.” 
 
Employee C told me that, “In the start they give us training and then proceeded to rotate us in 
different jobs to prepare us for other jobs inside the restaurant. If due to any reasons that 
certain colleagues are absent, then we can cover do their work in their absence. I did not carry 
out and specific training but the restaurant gave me practical training in the concerned place 
for more than one week. Overall, I enjoy working in the restaurant and with other members of 
staff as everybody supports and respects each other.  
  
4.2.3 Working Conditions 
 
Employee A stated that, “I have surpassed my evaluation period. Hence I was given a 
concrete complete contract which makes me feel secure at work. I am satisfied with the 
working conditions and facilities provided to us by the restaurant, such as the management’s 
behaviour to listen and provide us tools for our essential needs. For example, holidays are 
given upon applying in due time and also discount on food.” 
 
Employee B stated that “The schedule of work also motivates me because when I have other 
important work then I can discuss it with manager and make a schedule which is easy for me.  
But if employee do not informs the manager then he fixes schedule as he want. It also depend 
up on managers that how much he is cooperative. So you can say it is flexible to work here” . 
 
Employee C stated that “I am feeling secure in my job as there is no discrimination, much 
appreciation are from the boss side when we do something good and if mistakes are made 
then the managers politely rectify our mistakes and guide us for the best. Basically, the 
working environment depends on our manager and how he prepares the work schedule, but 
also we can we can also request for the time which is feasible for us to work”.  
   
Two of the employees have similar views about job security and they feel little bit of 
dissatisfaction about the security of their job. They wonder that if an individual employee 
unintentionally makes few leaves in his job due to any reason, he/she will lose their job 
because restaurant industry. The managers do not want to dissatisfied their customer with a 
long queue due to the absent of their employees. But on reverse side of this scenario, one of 
the senior employees mentioned that it is totally dependent upon managers that how they treat 
you. If they are happy then your job is secure and if they are not happy then maybe you are at 
risk. 
 
4.2.4 Cultural Values 
 
Employee A states that, “Cultural values have great impact on any organization in any 
business as everyone is different from each other due to cultural, ethnic or religious 
backgrounds. Our organization is multicultural and our training helps us to respect and 
recognize differences of cultures.” 
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Employee B mentioned that “There is no discrimination in our restaurants; anyone can apply 
for job because top the management treat everyone equally. I have colleagues from different 
cultures and we respect and learn from each other” .      
 
Employee C describes that, “Cultural values influence my motivation level.” Employee then 
explained very similar views to Employee B in that diversity creates a learning objective for 
everybody, as well as everyone being treated as an equal.  
 
4.2.5 Growth and Promotion Opportunities 
 
Employee A shared his views about promotion and growth opportunities and told me that, 
“Promotional and growth strategy of this company is basically a question for higher 
management and not for me…but I believe that our quality service and quality of food is a 
major part of strategy. We are not a franchise; we are a sole branch under company head 
office. Even they offer me to be the manager at this moment and I am going through a 
training process of it. I have planned to be with this company for upcoming years and be part 
of the management team. I love to work here and I want to excel further in future in this same 
organization. Since, they are providing me with work opportunities”.  
 
Employee B told me that, “I think in any organization if there are any communication 
barriers and a person does not see a future career in this type of work, then it disheartens the 
employee. For example, if a person works for 3 years and applies for a promotion and 
another employee who has only been with the company for 1 year gets a promotion then this 
may have negative effects on the other individual.  If a person has talent then there should be 
opportunity of promotion for him. There should be appreciation from the management side 
and if an employee received appreciation, then in return he will work well. As a loyal 
employee I will work in the same organization if there is a little bit more package but if I 
receive an offer of more benefits and status then I will definitely leave this job.” 
 
Employee C explained that, “It is difficult for me to answer this question as I am not 
concerned with the strategies but if I would be a strategist then I think I will focus on 
retaining my existing customers by providing good quality services. In my opinion, making 
new customers is much more expensive than retaining the existing ones. On the other side, I 
will suggest some other important factors for growth and promotion, such as, to launch other 
food products of different cultures and price packages for different festivals. We have a sound 
environment in which we are learning from each other and helping each other. I am feeling 
good to be a part of this organization. I don’t want to be a hot potato due to this reason, I 
want to stay here more to increase my expertise.” 
 
4.2.6 Wages and Salaries 
 
Employees A told me that “I am very much satisfied with my pay and the pay is given. I 
believe that having a fixed wage is a benefit. ” 
  
Employee B said that “Increase in salary is on the basis of seniority and if someone passes 
the exams he will get promotion and then his salary will also increase.”  
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Employee C explained that “It would be great to increase the salaries as we pay tax, but here 
in Sweden tax is applied same to everyone”. 
 
4.2.7 Job Stress/Pressure  
 
Employee A shared his views about the nature of work in restaurant. He concluded that 
sometimes the work becomes very challenging and stressful, but the management keep the 
staff motivated by giving regular feedback so it is easier to overcome the challenges.  
 
Employee B mentioned that they become stressed when experiencing a rush of customers, i.e. 
weekend, New Year night and Christmas holidays etc. “Job rotation was really helping in 
learning, enhancing my skill and as well as give relaxation.” 
 
Employee C said that, “Off course it is stressful and challenging for me to work in 
multinational restaurant, but on the other hand the good thing is job rotation if we get more 
challenging work today then we have easy work tomorrow.”  
 
4.2.8 Other Benefits, Incentives  
 
Employee A described that “I do not require any more incentives at this moment. We get 
over-time salary and double salary on working on holidays, and also a reward system which 
is interlinked with the performance. So I am happy.”  
 
Employee B mentioned that more packages should be provided to employees in order to 
motivate them. Employee of the month receiving the card of 450 SEK on which they can do 
shopping but there should be more incentives. 
 
Employee C mentioned “As it is not possible to give more incentives within a restaurant as it 
may be compared to other organizations, however I think within limited resources of 
restaurant, management can give small incentives such as an IKSU card, bus card and 
increase the percentage of food items which will help with motivation.  They give us specified 
dress for doing our work; give us first aid for any injury during work”. 
 
 At the end of interview when I asked what are the most important factors which motivate the 
fast food restaurants employees? Employees answered in different ways, such as; Employee 
A prefers all of the factors which are asked from him and said that, “All of factors you 
mentioned are very much important but employee training, working condition, respect and 
recognition by managers are the most motivational factors for me”. Employee B responded 
that the most motivational factor is the salary they receive, followed by pride and respect by 
which the employee can be motivated. According to Employee C Money, friendly 
environment, pride and respect are the key factors for employee motivation.  
 
Information from both the employees and managers identify the findings of this research. The 
next chapter will include analysis about the information found from the study.  
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CHAPTER 5 
 
5.  DATA ANALYSIS 
___________________________________________________________________________ 
In this chapter I have analysed all the restaurants in the sample on the basis of the 
motivational facilities provided to employees by the restaurant managers. The chapter not 
only analyzes what the respective managers of our samples are doing for employee’s 
motivation, but also discusses what employees are expecting from managers in these targeted 
restaurants (Max, Subway and McDonald). Finally, the analysis of empirical data is related 
to theoretical background and is concluded. 

 
5.1 Comparison of Restaurants 
 
5.1.1 Restaurant A 
  
Managerial Point of View 
 
Restaurant A’s manager mentioned that he is very much conscious to consider his 
responsibility as a manager to provide best working environment to his employees. According 
to him, the employees are facilitated to enjoy light music, high friendly environment and the 
company of cooperative co-worker. The restaurant provides all necessary training to the new 
employees because it is useful to perform their relative work in the best possible way. 
Managerial attitude affects the motivation of low level employees, in the way that they will 
show positive response toward their work, co-workers, colleagues and customers, which is 
valuable for the organization. The manager had a strong believe that the existing working 
conditions are good enough for the employee that is why the existing employees are enjoying 
their respective job while working there. The manager argued that the parent company has 
strong belief of the phenomenon that if employees are motivated, it will result in customer 
satisfaction in a chain process with the later strongly dependent on the former. The 
restaurant’s manager told me that he does not treat any employee with discrimination as far as 
his behaviour is concerned. Most of their workers are local citizens; some of the workers are 
foreign nationals as well. The restaurant has very transparent policy for the promotion of the 
employees to higher posts, and they consider several factors i.e. experience, employee 
performance and reputation for this purpose. The restaurant has the policy for the personal 
growth of the employees; it provides the opportunity of training to the existing employees as 
well, and for this purpose the higher management takes their employees to other cities for 
training purposes. The wages and salaries of the employees are according to specified rules of 
government related to job compensation. The deduction of tax from salaries is done according 
to the prevailing tax laws of the Swedish government. He further mentioned that sometimes 
the employees feel stressed, but as a manager he is always there to make them comfortable 
and to arrange the specific training for the employees so that they can handle burdened work. 
Finally, he mentioned that the restaurant is not in the position to give extra benefits to 
employees in this restaurant. Although the top-level management wants to motivate the 
employees, however it is not currently possible to give them extra bonuses and it is hard to 
increase their salaries.  
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Employee Point of View 
 
In interview with the employee of restaurant A, he mentioned that the management is very 
much sincere in taking steps which can motivate the restaurant employees.  He admitted their 
efforts and explained that the higher management always try their level best to give good 
training to all employees. He further explained that we have weekly and monthly training 
sessions on regular basis. “Due to our training we feel privileged for the restaurant, and we 
feel that our top management has a great concern about us and they are treating us as their 
assets. The comprehensive communication of manager with us keeps us enthusiastic. We 
always have expectations from management about their help for employees in their further 
training for high-level managerial posts, which can provide us with the opportunities to grow 
within the organization. The management recognizes our good performance and provide us 
opportunities that we can correct our mistakes.” Although, co-workers are cooperative yet 
some time it feels like they need to work more on understanding the importance of positive 
feedback. He mentioned that in fact they are working in a friendly environment, not only they 
help each other during the work but also their attitude toward each other is very friendly and 
supportive. Every employee in the working team believes in the respect and recognition of the 
others job. During discussion he mentioned that he is very much satisfied with the working 
conditions and the facilities that are being provided to him by the restaurant. He elaborated by 
explaining that the restaurant is such an organization, which has the colours of multicultural 
environment, and the job training helps the employee’s to respect and recognize differences of 
cultures. In this restaurant anyone from any culture is more than welcome. Employees are 
satisfied and feel honoured to be part of the restaurant as there are great chances for them to 
be part of top management. Sometimes the work is challenging, but job rotation makes it 
easier to cope. Employees are satisfied and did not demand more incentives at the moment. 
The key factors for motivation are training, respect, recognition and working conditions.  
 
5.1.2 Restaurant B 
 
Managerial Point of View 
 
We have conducted two interviews with the managers of two branches of restaurant B. These 
two managers told me that they have maintained high standards and have an attractive 
environment to motivate their employees. Higher management of these restaurants are 
committed to provide the best working conditions for the employees as they want to flourish 
the image, reputation and goodwill of the restaurant. The management is building 
encouraging environment for the teamwork and creating best working environment so that the 
employees feel more comfortable while working in the restaurant. The working hours are 
flexible and the regular employees have two holidays per week. Restaurant B management 
prefers to have employees from different background and culture. Employees in the restaurant 
feel excited and have great pride to be part of this internationally recognized restaurant. To 
provide the relaxing and comfortable environment for the employees, the restaurant has the 
policy of job rotation. Restaurant is providing first aid facilities to employees during injury 
and accident. Finally, the management has great consideration that there should be reward 
systems for those who are performing extra ordinary in their jobs. 
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Employee Point of View 
 
Employee in restaurant B mentioned that it is not compulsory for the management to give 
other financial rewards to the employee; the appreciation of our efforts is an important factor 
through which they can motivate us. To make the employees happy the restaurant 
management arranges ‘get together parties’ on different occasions, as well as arranging trips 
for employees, i.e. football matches, cinema tickets etc. When the employee starts his job, one 
week training is given to him which helps him to acquire better customer service skills in the 
restaurant. There are different training programmes for supervisors and shift managers. For 
this training they also provide books, give theoretical training and written exams. The 
employee who passes these exams will get a promotion. It means that in this restaurant 
growth and promotion opportunities are available. However, growth and promotion 
opportunities depend upon the employee and how they follow the opportunity. For example, 
some people spend their whole life in the same post while others are promoted to higher 
positions. Manager and employees are cooperative and help each other in this restaurant. Due 
to friendly environments the employee’s are happy and satisfied. The flexible schedule of 
work also motivates employees to work here because if it is flexible enough for employees 
who have other commitments, he/she can change schedule with the consultation of manager. 
Employee B mentioned that there is no discrimination; anyone can apply for job and is treated 
equally.  Employee B said that the increase in salary is only on the basis of seniority.  If 
someone passes the exams for particular post then they get the promotion and their salary will 
increase. Sometimes, stress comes during customer rush i.e. on weekends, New Year nights 
and Christmas holidays etc. Job rotation helps in learning, enhancing employee skills and 
releasing the stress. More incentives are being provided if someone performs extra ordinary 
tasks, because he/she is not equal to those who are not performing well. He mentioned that 
there should be some recognition from the organization’s side. The most important element 
for job satisfaction is pride and respect and the second preference for him is the cooperation 
and friendly environment. 
 
5.1.3 Restaurant C 
 
Managerial Point of View 
 
According to the manager of restaurant C, for the favourable working conditions the 
management always tries to give maximum time for relaxation during the breaks for 
employees. Even if they do not feel very comfortable during work, then for relaxation they 
are given time to go home for few days without deducting wages.  The employees are being 
provided with training programmes so that they can have certain knowledge and skills that are 
required for their work and improve their capacity. The main aim of this restaurant is to work 
on employee’s motivation for better productivity. For this purpose they develop the sense of 
positive attitude among their employees toward work, colleagues and customers. The 
manager of the restaurant mentioned that, “If we fail to do so then it is difficult to motivate 
employees and it would create trouble in their workplace. However, the manager mentioned 
that it depends upon the rules of upper management to provide facilities to employees in their 
working hours. The manager was very confident in saying that the employees are satisfied 
with the current working conditions. Most restaurants in Umeå focus on fixed wage rates 
rather than to adopt flexible wage system. The manager also mentioned that they rotate their 
employees after 2 days to reduce stress and through which employees also learn about 
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different jobs in the restaurant. Due to limited resources, benefits other than salary are not 
possible in this restaurant, but some benefits like health care facilities, the uniforms, 
sometimes-travelling tickets, concessions on food items etc are provided to employees.  
 
Employee Point of View 
 
The employee of this restaurant explained that they feel enthusiastic to work in multinational 
food chain restaurant. Basically, the employees of this restaurant have no direct contact with 
the top management but their managers provide them great environment to work and are of 
great concern in building their career by training as well as giving them opportunity of 
promotion. Employee C mentioned that, “We are expecting career growth by proper training 
and development and almost all employees are happy because their restaurant is doing so.” In 
this restaurant they give proper training and then they rotate employees on different jobs to 
prepare them for other jobs inside the restaurant, if due to any reason their colleagues are 
absent then others can do the work instead. In this restaurant colleagues are nice which creates 
a friendly environment. According to Employee C, the employees feel secure because there is 
no discrimination and everyone is treated equally. “The manager gives us more appreciation 
when we do something good and if we make some mistakes then the manager politely rectify 
our mistakes and guide us for the improvements in our job. The working environment 
depends on the management style of our supervisor that is how he treats us and how he 
prepares a schedule for us. If we request for the time, which is feasible for us to work, then 
manager should be flexible.” Employees described that, “The cultural values influence the 
motivation level and there are different employees from different cultures and we are learning 
from each other about different culture e.g. different foods, different values etc. We have a 
sound working environment in which we are learning from each other and helping each other. 
Employees said it would be great news for them if there was an increase in the salaries; the 
foreign national workers mentioned one important point that tax rate is the same for everyone 
but it should be less for expatriate workers as it is in Norway. He had described the nature of 
work and said that it is stressful and challenging to work in a restaurant but on the other hand 
the good factor is job rotation. They give us specific dress for doing our work and provide 
first aid for any injury during work. According to employees; money, friendly environment, 
pride and respect are the key factors for employee motivation.  
 
5.2 Discussion 
 
All the factors of proposed model for employee’s motivation in fast food restaurants have 
been identified. The importances of these factors are important for employee’s motivation in 
fast food restaurants are discussed as below.  
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Figure 5. Suggested Model for Employee’s Motivation in Fast Food Restaurants; Own 
Diagram 
 
 
5.2.1 Management Commitment  
 
The empirical finding showed us that management commitment (independent factor) affects 
employee’s motivation. In all the targeted restaurants, employees are happy and satisfied with 
working conditions they are expect from management. That is why they are trying their best 
to improve the image, reputation and goodwill of their restaurants and, in return, the 
management of all restaurants are also committed to fulfill all the possible desires of 
employees within limited resources. The findings indicate that management commitment is 
essential for employee’s motivation and thus the most influential factor. These findings are in 
line with Ting’s, 1997, p. 466, perception on the importance of management commitment. 
That employee would experience maximum satisfaction, if manager of the organization assess 
and co-operate with them in accomplishing the task. Reeves & Hoy,1993, p. 57) also express 
the same feeling that the “Employees who believe the manager of their restaurant is 
committed to service quality may be motivated to provide higher quality service simply 
because they perceive this to be important to the manager and workforce may observe 
management commitment because of actions taken by the manage”. Moreover, the 
management of the organization can implement and adapt to the designs, procedures and 
policies that enhance individual satisfaction and commitment to the organization. Finally, the 
management commitment was considered to be a significant factor for employee’s motivation 
in fast food restaurants. So if management are committed to the employees, then the 
employees will also be committed to their restaurants.   
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5.2.2 Human Capacity  
 
It is worthwhile mentioning that human capacity is revealed as an important factor for 
frontline employee’s motivation in empirical findings. From the findings, it is clear that 
almost all managers responded the same that they are providing training to their employees to 
provide certain knowledge and skills that are required for their work. They mentioned at the 
start that they give one type of training that is easily understandable by the employees to do 
their duty, but after that, on the basis of seniority they are given more training and by this they 
also getting promotion. Attitude is an important sub-factor of human capacity if employees 
have positive attitude toward their work, colleagues and customers then it will be better for 
both the restaurant and the employees because restaurant can only be successful if their 
employees delivering good services, and similarly employees will be happy if the 
management cares for them.  For this purpose employee A also mentioned“Specific training 
is provided to us for doing our jobs. I was a business student it helped me get settled with the 
core values of my company. I believe happy employees make the customer satisfied and we 
are trained here to believe in that as well”. But he also mentioned that management could 
increase the motivational level more for the employees because there is always need of 
improvement by training and good feedback. Training is required for employees in restaurant, 
which works as reward for them.The findings indicate that human capacity is an important 
factor for employee’s motivation and thus the most powerful factor. Stephen & Triraganon, 
2009, p. 2, found that the capacity can be improved by awareness, understanding, skills, 
aspiration, attitude and resources. Thus, if restaurants give proper training to employees it will 
enhance their knowledge and skill with the passage of time. As we know from the proposed 
model that training and development improve the human capacity, which is the combination 
of knowledge, skill and experience. If managers ignored human capacity then it would create 
trouble for them in their workplace. Therefore, restaurant managers must properly think about 
human capacity.          
 
5.2.3 Working Condition 
 
Working conditions is other independent factor, which affects employee’s motivation and 
includes job security, environment, managers and colleague behavior. All of the managers 
have stated that they have provide good working conditions for their employees for better 
motivation, and that is why, the employees give good customer service. The managers also 
mention that it depends upon the rule of upper management to provide those facilities to the 
employees in their working hours. “These are required for restaurant employees and we are 
very confident in saying that our employees are satisfied with the current working condition 
we are providing them”. 
 
 Employee C shared his view about working conditions that “I am feeling secure because 
there is no any discrimination. By giving us more appreciation when we do something good 
and if we make some mistakes then managers politely rectify our mistakes and guide us for 
the best”. Employee A mentions that “As I have surpassed my evaluation period. Hence I 
was given a concrete complete contract which makes me feel secure at work”. On other side, 
employees also expressed their views that no one can give job security in restaurants. If an 
employee makes mistake or leave for a long time, then the individual that employee may lose 
his job because there is no space for long leaves in restaurants. According to Tietjen & Myers, 
1998, job security in Herzberg theory is a hygiene factor, which decreases the job 
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dissatisfaction.  In Maslow’s hierarchy of needs theory for social needs every organization 
employees wants to make social contact with their colleagues or connect to their fellow 
employees in the organization, and it is possible with friendly work environment and the 
strong feeling of commitment to the organization (Pride et al., 2010, p. 284). One of the 
employees mentioned that, “Our colleagues are nice and I enjoyed working with them and 
because of trust they respect me more”. The other sub factor of working conditions in the 
proposed model is manager and colleague’s behavior. If the manager is polite and colleagues 
are nice then employees will feel relaxed and with sound mind, and will work for the best 
interest of their restaurant.  For this purpose Oshagbemi, 1999, p. 90, stated that, “Satisfaction 
with co-workers behaviour is an important component of overall job satisfaction”. If 
employees and the manager cooperate and help each other during work, their attitude towards 
each other will be friendly and supportive. If restaurant managers want to motivate their 
employees then they must think about the working conditions, that is, to ensure their job 
security, provide best environment, he must be polite with their employees and must remove 
the conflict between their employees.  Miller, 1980, p. 361, found that in his research, “Job 
conditions are more strongly related to job satisfaction”. 
 
5.2.4 Cultural Values 
 
Regarding cultural values, the empirical research is unclear and most of the respondents were 
unable to understand what exactly I am asking from them. I believe that as the targeted 
restaurants for this research were Max, Subway and McDonald and all these restaurants have 
their own cultural values.  In this regard, Manager C mentioned that he prefers to have 
employees from different backgrounds; employees must respect each other and care for 
customers demands. He further mentioned that it is useful to adopt diversity within 
restaurants.  Employee B mentioned that “There is no discrimination in our restaurants; 
anyone can apply for job because top management treats everyone equally, I have colleagues 
from different cultures and we respect each other and learn from each other”. Employee C 
mentioned that we are learning from each other about different culture e.g. different foods and 
interaction with different people etc. According to the Nohria et al., 2008, in an organization a 
strong sense of friendship should be developed among employees because this can create a 
strong culture of openness, harmony and friendship. Although all of the respondents don’t 
know about the concept of organization culture and its values but I observed that all of 
restaurants have strong system on the basis of which employees and even managers are also 
bound to help each other and achieve the targeted goals. All managers and employees are 
doing the best for their restaurants. Managers must give value to culture and must agree on it 
that cultural values can positively affect motivate their employees. Organizational culture is 
very important for new members of organization because it is a way for new members to 
guide them and learn from it. These new members undergo a learning process in 
organizations, which is called socialization (Stahl & Grigsby, 1997, p. 247-250). 
 
5.2.5 Growth and Promotion 

Like other multinational organizations, the employees of restaurants also have the expectation 
that their restaurants contribute to their growth and promotion. So the growth and promotion 
of the employees is another independent factor, which consequently affects the motivation of 
front line employees in restaurants. According to Herzberg’s theory, the possibility of growth 
or different chances within organization to gain new knowledge and attain new skills is 
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motivational factors (Tietjen & Myers, 1998, p. 226). Tutuncu & Kazak, 2006, p. 9, in their 
research found that the work itself and the promotion in hotel industry contribute to job 
satisfaction.  For this purpose, employee B stated that in any organization if there is any 
barrier and a person does not sees any future prospects then it disheartens the employee. If a 
person has talent there should be promotional opportunities for them. All managers mentioned 
that the in their restaurants, they conduct specific training programs for employees; they get a 
promotion according to experiences and nature of work. Employees really want to work in 
order to get experiences from multinational restaurants. As all these restaurants (Max, 
Subway and McDonald) are performing their operation globally, there are promotion 
opportunities for employees, however some employees demand for more opportunities. From 
the empirical findings, it is clear that employees want training in order to perform certain 
actions, along with this they want growth and promotion in their career. These findings can be 
linked with Weng et al., 2010, p. 393), that “Employees who believe the organization is 
contributing to their career growth will feel a moral sense of obligation to give back to the 
organization in return” So fast food restaurants must give opportunities for promotion to their 
employees if they have talent then they will definitely be promoted.  
 
5.2.6 Wages and Salaries 
 
If the organization does not complete their obligation to provide output in return of what 
employee did for them, then it will create the problems of injustice and the organization might 
lose the strong bond of loyalty. The wages and salaries is the other independent factor, which 
also strongly affects the employee’s motivation in fast food restaurants. But if organizations 
pay employees with a wage premium, which are according to the market, then it will enhance 
productivity, workplace cohesiveness, employee responsibility and loyalty (Westley & 
Schmidt, 2006, cited in Taylor & Taylor, 2011, p. 69). According to Ting, 1997, p. 314, if 
employees are satisfied from their pay and career growth within an organization then they will 
be satisfied from their job and vice versa. He believed that the fixed monthly compensatory 
payment to the fast food restaurant employees is the most valuable source to generate the 
money and strengthen their purchasing power. Monetary payment and job satisfaction is 
strongly linked with each other, for instance if an organization increases the package for 
employees then it will increase the job satisfaction. From the empirical findings, it is clear 
that all of the employees are satisfied with wage rate, which increases the motivational level. 
For this purpose all of the managers have almost the same point of views regarding wage 
system. They told me that most restaurants in Umeå focus on a fixed wage rate rather than to 
adopt a flexible wage system. However, the managers mentioned that it depends upon the rule 
of upper management. Increase in the age of individual employee will increase their wage 
rate. However the restaurant industries pay approximately 100 kronor/hour to the employee 
during probationary period and 133-150 kronor/hour after probationary period. So for service 
oriented businesses like fast food restaurants, it is really important to have fair pay system for 
employees because they will provide quality of services and as we know that customers are 
inter-connected with employees.  So a fair pay system is must in restaurants because every 
employee joins the job to earn money.   
 
5.2.7 Job Stress/Pressure 
 
The other independent factor is job stress/pressure of work which negatively affects the 
employee’s motivation in fast food restaurants. Motivating employee is the most important 
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task for any managers in an organization. The reason is to develop individual employee for 
future challenges, where he or she should focus to be encouraged in stressful situation and to 
be involved all the time in his task, delegate and communicate the important issues to the top 
management, keep themselves informed of what is happening around them and at the end to 
obtain feedback about what they have done. The manager must give such tasks to employees 
which are interesting for them and by which they can achieve something.  According to 
Herzberg theory, achievement in general means those feelings or satisfaction which an 
individual receives after completing the assigned task; resolve the problem, or reaching the 
final result in his task. Job stress is negatively associated with job satisfaction because job 
stress occurs when there are role conflicts or role ambiguity (Schwepker & Hartline, 2005, 
cited in Kim and Jogaratnam, 2010, p. 323).  One of the employees mentioned that job 
rotation reduces stress and they can learn from this. Manager D mentioned, “I have tried to 
give maximum time for relaxation in break during work to the employees. If they feel ill 
during work, I let them go to home on that day without cutting wage”. Therefore I believe that 
job stress/pressure of work strongly affect employees motivation. For this purpose job 
rotation is important otherwise the employees will be stressed in work, especially if they 
already have a challenging task while others get easy tasks. To manage and balance work 
pressure it is essential to do job rotation. Managers must try to minimize the stress due to 
work load on employees, assign such tasks which are interesting for them and resolve 
conflicts because negative association of job stress with job satisfaction indicates that those 
employees who are experiencing less stress or pressure are more satisfied at their work place 
than those who are experiencing high levels of stress or pressure (Kim & Jogaratnam, 2010, p. 
333). 
 
5.2.8 Training and Development 
 
Training and development is a moderating factor in proposed model, which has relation with 
both human capacity and employees’ motivation. According to Paswan et al., 2005, p. 10, in 
franchise restaurants managerial training is relevant dimension for front line employees 
retention where turnover rate is exceedingly high because of career path and it is also better 
for restaurants that instead of high associated costs on recruitment and hiring, they should 
give greater training to front line employees which increases employees motivation, retention 
and ensures job satisfaction. Through training and development, employees can improve their 
skill, knowledge and can easily get promotion in their restaurants, which increases the level of 
motivation. Employee A mentioned, “I believe being a happy employee makes the customer 
satisfied and we are trained here to believe in that as well, we can increase more our 
productivity because there is always need of improvement by training and good feedback”. So 
like other organizations, there is also strong need for employees training and development 
programs in fast food restaurants because it is a future investment, which give benefits to both 
employees and organizations.   
 
5.2.9 Respect and Recognition 
 
 Respect and recognition is another moderating factor and is treated as a catalyst. If 
employees are treated well by restaurant managers and colleagues then they will serve very 
well to their customers. According to Arocena & Villanuena, 2003, p. 200-201, who analyzed 
that the employment relation is not only for the exchange of money, but in addition to salary 
employees also want to have access to work experience through which they want to gain 
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operational, contextual and intellectual skills. These needs can be fulfilled through promotion, 
various honours and awards and others form of recognition (Pride et al., 2010, p. 284). From 
the findings it is clear that all of the restaurant employees want respect and recognition from 
their managers and all of the managers agree with this. When I asked the question of respect 
and recognition from manager C he mentioned, “If you want to keep your employee’s happy 
in restaurant, then try to give them non financial rewards like appreciation on hard work, 
make cooperation with them and every time give them respect”. Manager A has also the same 
feeling and told me, “I think if a manager is not able to make sense in every employee that 
he/she is part of the restaurant then there will be no quality in both services and food. This is 
only possible, if we managers realized them that we are one family and every one represents 
this family”. When I asked the question from employees, “What is the most important thing 
that motivates you to work there?” All of the employees answered that, although other things 
like working condition, friendly environment and training etc are also important but for every 
individual the first priority was pride, respect and recognition. It is clear from the above 
discussion and it is also an important factor of the proposed model, that respect and 
recognition have impact on all other factors, which in turn affect employee’s motivation. Thus 
respect and recognition gives pleasure to the emotion of employees and is becoming the 
reason of job satisfaction. Thus restaurant managers must give respect and recognition to their 
employees for better productivity.  
 
5.2.10 Company Loyalty  
 
If the restaurants care and fulfill the requirement for all factors, which are discussed above, 
then it means that restaurants are loyal with their employees and definitely all the above 
requirements of the employees contribute to their loyalty toward restaurants and making them 
feel the sense of ownership in them. If employees are loyal it means they are motivated to the 
targeted goals. 
 
Finally, it is important to mention here that the majority of the literatures in this study are not 
for employee’s motivation in fast food restaurants, so while developing the model, the author 
of this study was applying motivational factors offered by different researchers for general 
organizational settings and tried to adapt it to fast food restaurant settings. Thus in empirical 
findings, all suggested factors in proposed model are identified, and in analysis and discussion 
these findings are linked with literatures. Therefore, for employee’s motivation in fast food 
restaurants, the management must understand and monitor these factors, which are presented 
in suggested model.  
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CHAPTER 6 
 
6.  Conclusion and Further Recommendations  
___________________________________________________________________________ 
In this chapter a conclusion is depicted from the data gathered in empirical findings and 
discussed in an analysis. The conclusion provides a solution to main problems and all other 
associated questions. In the case that further study of the fast food restaurants is desired, 
some recommendations are given at the end of this chapter.  
 
6.1 Conclusion  
 
This research study has been directed towards the assessment of motivational factors which 
research questions are need to keep the front-line employees motivated and what role the 
management plays in keeping up these motivations alive in their employees. The essence of 
this study which has been conducted from the perspective of both the managers and front-line 
employees suggests that indeed keeping track of motivational factors do play a vital role in 
the upholding of the employees motivation, which in turn is of value for all the stakeholders 
associated with fast food restaurants. From the managerial perspective, many motivational 
factors of what are considered to be of higher impact is the work environment provided to the 
employees. The work environment relates to the working conditions, organizational setup in 
terms of physical outlook and setup of the restaurant, co-workers relationship, and 
organizational structure in terms of levels of hierarchy as how formal or informal it is. 
Training of employees have been referred to as another key element in keeping the employees 
behaviour and motivation intact, by strengthening the weakness of employees and equipping 
them with additional skills. These training programs can be both in the individual form and in 
the group form, with in the restaurant with on-job training or being sent out to other cities for 
training purposes. Flexible working hours in terms of scheduling and delegating the work to 
the employees is also a motivational factors as tough schedules with limited holidays might 
stress out the workers and they might not deliver right service as for expected goals. 
 
Employees regard training to be as a successful factor in terms keeping them motivated. 
Training provides the employees with the feeling of attachment towards the restaurant 
because they feel as a valuable asset of the firm. In time feed-back regarding the employee’s 
performance and detailed communication is also regarded by employees as to keep them 
enthusiastic about their jobs. Sense of ownership should be instilled in the employees and this 
comes along with the responsibilities entrusted to them which bring respect and recognition. 
Culturally enriched working environments also helps a lot in realizing the orientation of the 
fast food restaurant towards equality in the society and the lowering of issues like racism and 
discrimination. Job-rotation in the restaurants is being considered as a tool which can both 
motivate and equip employees with hands-on different skills and multitasking. Motivation is 
uplifted with both the monetary and non-monetary rewards, which can be in terms of 
appreciation, bonuses, discounts on meals, pay-structure, health facilities, parties and trips, 
individual and team awards etcetera.  
 
If we talk about the fast food restaurants in specific and other service oriented organizations 
in general, then in order to reach the ultimate objective of an organization which is to keep its 
customers satisfied, can be achieved in simple words by keeping the employees satisfied. 
Thus, the study shows adherence to the motivational factors being identified in the theoretical 
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framework, and the empirical findings support these factors in terms of their considerations of 
it to be of value for both the organization and the employees. Fast food restaurants do take 
care of most of these motivational factors in either a direct or an indirect way due to the 
competitiveness of the industry and the satisfaction of its stakeholder especially with the 
delightedness of its customers. Adherence in terms of restaurants limitations to some of the 
motivational factors and avoidance of others might lead to stressful work environment which 
in a way distracts the whole network of service deliverance. 
 
6.2 Future Recommendations 
 
This study of front line employee’s motivation in fast food restaurants could be performed by 
conducting other method of research. Other approaches could be used to elaborate specific 
area of the subject where the collected material could be expended. Possible ways to extend 
the research material and find more accuracy individual can increase the number of 
respondents or to change the research method from qualitative to quantitative method and 
develop a questioner in which the researcher ask all suggested motivational factors from more 
respondents by increasing sample size. As this study has been conducted on the sample from 
the well-established and well-known brand-names in the fast-food industry, a similar study 
could be conducted on local restaurants or the restaurants which are being operated within 
hotels, as to what extent motivational factors of are importance in those restaurants. Studies 
can be conducted on the hiring and retention policies in fast food restaurants as to how career-
oriented this specific sector is; with the reasons for the turnover ratio of employees and why 
restaurants fail to retain its valuable employees.        
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APPENDIX 1 
 
Interview for Managers 
 
General Questions 
 
1. Do you work in this restaurant as a manager or owner?  
2. When did you start your career in this restaurant?  
3. How do you feel being a manager in this organization? 
4. Do you think that Umea market is the best for fast food or for general market? Why?  
 
Management Commitment   
 
5. Do you think top management is really interesting in employee’s motivational level? How?  
6. What does employees expected from you as a manager? 
7. What you are doing for the promotion and growth of employees? 
 
Working Condition 
  
8. What about job security in your organization? More details about working conditions? 
9. How you deal your employees? What you are doing for team building?  
10. Do you think colleagues can increase employee’s motivational level? How?   
11. How you prepare work schedule? 
12. Do you think working environment giving chance to grow for employees? 
13. As a manager highlight what kinds of motivational factors are most important for 
employee’s motivation? 
14. Do you think you are providing enough facilities to satisfy your employees? Can you 
specify?  
15. Employee motivation leads to customer happiness and satisfaction? How? 
  
Human Capacity 
 
16. You are giving specialize training for your employees? What is your strategy for 
employees training?  
17. How much you are cooperative with your workers? What you are doing for it? 
18. Did you think that working in this restaurant give recognition, and respect among 
customers to employees? 
19. Do you think experienced employees getting more recognition and respect in the 
organization? 
 
Cultural Values 
 
20. Do you think cultural values influences employees motivational level?  
21. How culture value influences employee’s motivation?  
22. Do you have employees from different culture? 
23. Do you think your organizational culture also contribute to employee’s motivation? 
24. How employees feeling being part of this organization? 
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Growth and Promotion 
 

      25. Do you think that your organization adopt certain doctrine, policy or strategy to increase 
motivation in your organization?  

      26. What about growth and promotion strategy in your organization?   
 
Wages and Salaries  
 
26. How wage system work in your organization? 
27. You are satisfied with the wage system in your organization for employee’s motivation?  
28. Do you think there should be further improvement for wage system in your organization? 
Why or How? 
29. What type of incentives you wanted more for employees? And why? 
 
Training and Development 
 
30. Did you give proper training to employees for work? 
31. What you are doing for the employee’s career development? 
 
Pride & Respect  
 
32. What do you think about pride and respect and employees motivation?  
33. What is the most important thing that motivates employees to work here? (Salary, 
working condition, customer dealing or pride and respect). 
  
 
Best Regard:  ABDUL RASHID. 
Email: abdur_rasheed2007@yahoo.com  
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APPENDIX 2 
 
Interview for Employees 
      
General Questions 
 
1. When did you start your career in this restaurant?  
2. How you feel being a part of this organization? 
3. Due to cold weather, do you think that in Umea, working in restaurant is better than other 
organizations?   
 
Management Commitment  
 
4. Do you think top management is really interesting in employee’s motivational level? How?  
5. What you are expecting from top management as an employee? 
6. What your organization is doing for the promotion and growth of employees? 
      
Working condition 
 
7. What about your job security? More details about working conditions? 
8. What about you colleagues and manager behaviour? They are cooperative?  
9. Do you think your colleagues can increase your motivational level? How?   
10. Are you satisfied with timing of your work? 
11. Working environment give you chance to grow? 
12. As an employee highlight, what kinds of motivational factors do you prefer?  
13. Are you satisfied with the facilities you get for your work kindly specifying any facility 
restaurant provides you? 
14. Employee motivation leads to customer happiness and satisfaction? 
 
Human Capacity 
 
15. Did you get specialize training for your current job and for future career here? 
16. What is your opinion about your work stress, is it too challenging? 
17. What about the behaviour of co-workers? 
18. Did you think that working in this restaurant give you recognition, and respect among 
customers? 
19. Do you think as experienced employees you get more recognition and respect in the 
organization? 
 
Cultural Values 
 
20. Do you think cultural values influences your motivational level?  
21. How culture value influences employee’s motivation?  
22. Do you have employees from different culture? 
23. Do you think your organizational culture also contribute to employee’s motivation? 
24. How do you feel being part of organization or how do you feel about an employee of this 
organization? 



Abdul Rashid, USBE 2010 

 

55 
 

25. Do you have a plan to further serve this organization or leave when you get good job? 
Why?  
 
Growth and Promotion 
 
26. Do you think that your organization adopt certain doctrine, policy or strategy to increase 
motivation in your organization?  
27. What about growth and promotion strategy in your organization?   
  
Wages and Salaries  
 
28. How does your wage system work in the organization? 
29. You are satisfied with the wage system in your organization?  
30. Do you think there should be further improvement for wage system in your organization? 
Why or How? 
31. What type of incentives you wanted more? And why? 
 
 Training and Development 
 
32. Did you get proper training for work? 
33. Which type of training you want more from your organization? 
34. What your organization is doing for the employee’s career development? 
 
Pride & Respect  
 
35. What do you think about pride and respect and your motivation?  
36. What is the most important thing that motivates you to work here? (Salary, working 
condition, customer dealing or pride and respect). 
 
  
Best Regard:  ABDUL RASHID. 
Email: abdur_rasheed2007@yahoo.com 
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