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Abstract - In this research, we identified the factors or variables which are documented to be closely related to motivation 
mentioned under the various studies and theories; found out the level of motivational factors present among the employees of 
“UnurTulga-Urguu” 14th office of Service Centre for Customer, assessed with the help of the selected variables; and 
possibly ranked the factors based on their association with the motivation. This paper divided into three parts. The first part 
that introducing company introduction, research objectives, and research approaches. Second part presenting that some 
required literature and methodology. Last part presenting that analysis of data and its conclusion with recommendations. 
 
Index terms - Motivation and its factors 
 
I. INTRODUCTION 
 
The key factors that influence the motivation of 
employees are very important for the managers to run 
the show. Managers need to manage, lead and 
motivate the employees in order to get best results 
thus achieving the organizational objectives. 
Therefore, knowing the Motivational theories and its 
application to real-life scenarios is must for the 
manager to run the department successfully and 
increase the product output of the subordinates. 
Motivation can be defined as the feeling or intention 
which forces us to act so that desired goal is 
achieved. It can also be defined as an urge to behave 
or act in a certain manner so that certain desired 
conditions are met. Motivation caused us to act. 
There are three major components to motivation: 
activation, persistence, and intensity. 

 Activation refers to the initiation of certain 
action or behavior to meet a certain goal like 
a student registering him or herself to 
achieve a degree. 

 Persistence refers to the continued efforts 
required to achieve the desired goal by an 
individual even though obstacles may exist 
in the way of fulfillment of his or her goal. 

 Intensity refers to the force with which the 
individual pursues his or her goal. 

 “Motivation is a fire from within. If 
someone else tries to light that fire under 
you, chances are it will burn very briefly” as 
stated by Stephen R. Covey, author of the 7 
Habits of Highly Effective People. 

1.1 Company introduction 
UnurTulga-Urguu is the organization, which I have 
chosen for my RAP. This organization was founded 
in 1987 and was named as “12th office” of a Public 
Housing Office (PHO). Its main objective was to 
provide heating, water and sewage services to the 
District 1 of Ulaanbaatar city. In the year2013, it was 

renamed as UnurTulga-Urguu, 14th office of Service 
Centre for Customer. 
This organization supplies heating, hot and cold water 
through four Local Owned Water Heating Centres 
and removes sewage water by sewer and to solving 
with complaints from citizens and over the 280 
enterprises situated in 15th, 16th and 17thKhoroo of 
SonginoKhairkhan district. Also, they cater to 
maintenance service for 24 hours. Basically, they 
work for establishing comfortable conditions of living 
citizens of apartments under the contract by solving 
problems. 
It has 64 employees, 47 employees work for 
Engineering and technical department, 10 employees 
work for Financial and accounting department and 
remaining 6 are the part of Human resource 
department and a director.nur Tulga – Urguu services 
to the 
 
1.2 Some of the organization’s policy relates to my 
topic 
 
UnurTulgaUrguu, 14th office of SCC should be made 
monthly report includes income statement and 
employees’ monthly performance comparing with 
planned. Director has authority to give a bonus 
salaryto employees on limitation, to deduct from 
salary for penalties, to approve employee vacation 
leave, to include into training by employees and to 
provide equipment and tools for working on quality 
services to customers. 
 
1.3 Research Objectives 
 

 To identify the factors or variables which are 
documented to be closely related to 
motivation mentioned under the various 
studies and theories. 

 To find out the level of motivational factors 
present among the employees of 
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“UnurTulga-Urguu” 14th office of Service 
Centre for Customer, assessed with the help 
of the selected variables. 

 To possibly rank the factors based on their 
association with the motivation. The 
association will help us to understand the 
relevance of variables in relation to 
motivation as suggested by various theories 

 
II. LITERATURE REVIEW 
 
2.1 Theories in Relation to Motivation 
 
The literature search was done to find out the possible 
theories which are associated with the study of 
motivation. The following theories were studied: 
 Maslow Hierarchy of needs 
 Taylors Management theory 
 Herzberg's Dual-Factor Theory 
 The Expectancy Theory 
 
2.1.1 Maslow Hierarchy of needs: 
Maslow Hierarchy of needs is based on the concept 
that individuals are motivated by their needs and as 
they achieve them they move forward for the 
accomplishment of higher needs. According to him 
the pay and benefits lie in the first and second level of 
the hierarchy of needs which are psychological needs 
and safety and security needs. Good working 
conditions can also be visualized as part of 
psychological needs (Larry Richard, 2003, Net MBA 
2015, Raisa & Stephen 2013, John & Jack, 2012) 
2.1.2 Taylors Management theory: 
In 1911, Taylor published his work on scientific 
management as a monograph (Raisa & Stephen, 
2013). According to Taylor, any job can be visualized 
as some of many activities or tasks. He believed that 
workers primarily work for money and they should be 
trained in the specialized task. He also introduced the 
concept of reward and punishment for workers. He 
proposed that a worker who is more productive 
should be paid more as compared to those who are 
less productive. Thus, provision of appropriate pay 
and benefits to the employees according to their 
efficiency is important for the progress of the 
organization (Eds, 2009, MindTools.com 2015). 
2.1.3. Herzberg's Dual-Factor Theory: 
The Herzberg’s motivation-hygiene theory was 
developed by psychologist Frederick Herzberg. This 
theory is also known as a two-factor theory or dual 
factor theory. He proposed that job satisfaction and 
job dissatisfaction act independently of each other. 
According to him often there exist a set of factors in 
the workplace that cause job satisfaction, while a 
separate set of factors may cause dissatisfaction also 
among the employees (John& Jack, 2012, 
Businessballs.com, 2015). 
According to Herzberg, company policy, supervision, 
employee's relationship with their boss, work 
conditions, salary, and relationships with peers are 

the factors which should be studied to tackle the 
possible unhappiness among the employees.  Besides 
eliminating the factors responsible for unhappiness 
among the employee, it is important that the 
employees are sufficiently motivated to perform their 
jobs. Herzberg thought it was important to eliminate 
first the reasons for job dissatisfaction before going 
onto creating conditions for job satisfaction among 
the employees. According to him, the reasons for 
motivation among the employees could be 
achievement, recognition, responsibility, work itself 
and advancement. Herzberg's ideas relate strongly to 
modern ethical management and social responsibility 
(John Shields, 2007, John & Jack, 2012). 
2.1.4 The Expectancy Theory 
The Expectancy Theory of Motivation was first 
proposed by Vroom. He explained the behavioral 
process of why individuals choose one behavioral 
option over another. The theory explains that 
individuals can be motivated towards the goals if they 
are made to believe that their efforts and 
performances are suitably rewarded. Suitable rewards 
when obtained for their efforts will certainly make 
them feel happy and motivate them further to work 
sincerely to result in high productivity, fulfilling the 
objectives of the organization. It is expected that the 
reward to an employee should be in proportion to the 
efforts he put to perform his duties.   The reward may 
be in the form of a pay increase, promotion, 
recognition or sense of accomplishment (John & 
Jack, 2012, Lunenburg FC 2011, Wikipedia c 2015, 
John & Jack 2012).Based on above theories, the 
following important factors were identified to be 
related to the levels of motivation: Table 1: Factors 
based on the theories 
 
No. Theory Factors/variables 

1. 
Maslow 

Hierarchy’s 
need 

Working condition, Pay 
and benefit 

2. Taylor’s theory Pay and benefit, Training 
facilities 

3. 
Herzberg's 

Dual-Factor 
Theory 

Factors for dissatisfaction -
Supervisor relationship, 
working conditions, Pay 

and benefits 
 

Factors for satisfaction – 
Achievement, recognition, 

Job satisfaction, 
responsibility 

4. 
The 

Expectancy 
Theory 

Pay benefit, Promotion, 
recognition 

 
 
III. METHODOLOGY 
 
3.1 Development of tools for data collection 
The job satisfaction, Supervisor Relations and the 
Work Environment, as the names suggest have 
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something to do with the perceived feelings of the 
employees. In case of Pay Benefits, the aim will be to 
find out whether the pay and benefits which 
employees are getting are adequate or not? Similarly, 
in case of Training facilities, the aim is to find out the 
importance which the employees attach to Training 
facilities for a boost in their career. Hence, all the 
selected variables can be claimed to be qualitative in 
nature. 
The Literature suggests that qualitative type data can 
be collected with the help of suitably framed 
questionnaire or a scale. 
The literature was searched to identify the scales or 
questionnaire used in the collection of data related to 
1.Job satisfaction; 2.Supervisor Relations; 3. Work 
Environment; 4. Pay and Benefits; 5.Training 
Facilities. On search, three questionnaires/scales were 
identified related to our objectives. Referring to those 
questionnaire/scales, an idea was formed as to how to 
develop statements related to selected variables on 
five points scale.  A suitable scale related to my 
objectives covering the above five selected variables 
was developed. 
 
3.2 Development of Scale: 
The suitable statements were framed to assess the 
selected five variables of motivation on Likert five-
point scale namely 1. Strongly Dissatisfied; 2. 
Dissatisfied; 3. Neither dissatisfied nor satisfied 
(Neutral); 4. Satisfied; 5.Strongly satisfied. As more 
than one items were used to assess each of the five 
variables, their sum of scores was taken to represent 
the attitude. The response 1 and 2 represent the 
negative response while the response of 4 and 5 was 
taken as a positive response. Response 3 is taken as 
no-response or neutral response. 
 
3.3 Analysis of data 
The responses of Employees to various items were 
tabulated with the help of SPSS which is a software 
for statistical analysis. 
An attempt was made to assess the relationship of job 
satisfaction with variables like Work environment, 
Supervisor relations, Pay and benefits and Training 
facilities. To do this the job satisfaction percentage 
was assessed in the presence of positive and negative 
responses of selected variables. It is expected that job 
percentage will be high in the presence of positive 
responses as compared to that seen in the case of 
negative responses. 
3.4 The approachto data collection: 
The questionnaire approach was used to collect the 
relevant data with the help of the developed 
questionnaire. 
 
IV. ANALYSIS 
 
The analysis of the data was done with the help of 
SPSS 20.0 that is used for making an analysis of 
statistics or data. 

4.1 Working experience: 
The distribution of subjects according to their 
category and mean the experience of years is shown 
in Table 1. The subjects were categorized into major 
four categories namely Plumber (24), Technician 
(15), Admin (5) and others (16). The mean number of 
experiences was around 5-6 years. It was found in 
around 8.3 years among Plumbers. 

 
Table 2: Mean years (actual and transformed) of Experience 

according to the category of subjects 

Category Number Actual 
Mean SD 

Admin 5 5.8 3.70 
Others 16 5.6 4.32 

Technician 15 5.2 2.46 
Plumber 24 8.3 5.39 
Pooled 60 6.6 4.52 

 
4.2 Job Satisfaction: 
According to Herzberg dual theory, there are different 
factors which are responsible for satisfaction and 
dissatisfaction.  The factor responsible for satisfaction 
among the employees are listed as 1) When workers 
are happy with their responsibility and role; 2) When 
workers feel that their work performances are 
recognized, and qualified workers are duly given 
importance by retaining them; 3) When employee 
enjoy working and want to give their best. The above 
aspects are covered under job satisfaction and 
discussed below, one by one. 
Factors for satisfaction – Achievement, recognition, 
Job satisfaction, responsibility 
The favorable responses (%) for Job satisfaction are 
also shown in Fig. 1. 

 
 
4.2.1 Job satisfaction based on all four items: 
The job satisfaction is a qualitative type of variable 
and represents an abstract feeling and needs to be 
quantified with the help of the sum of responses of 
employees to selected items.   Based on the sum of 
responses, more than 70% of the employees 
expressed satisfaction with their job. 
4.3. Supervisor Relations: 
According to Herzberg’s theory, the Supervisor 
relationship appears under the factor responsible for 
dissatisfaction. The supervisory relationship can be 
assessed indirectly by covering following aspects: 1) 
When supervisor appreciate the work performance of 
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the employee; 2) When a supervisor is ready to listen 
to the grievances and useful suggestions of the 
employee; 3) When a supervisor has good 
communications with their employees. The above 
aspects were covered with the help of the following 
questions, discussed below: 
The distribution of responses according to different 
items of Supervisor Relations is shown in Table 3.  
Let us discuss each item. 
The favorable responses (%) for Supervisor 
relationship are also shown in Fig. 2. 

 
4.3.1 Supervisor Relations based on all three 
items: 
About 62% expressed their better relationship with 
respective supervisors. A positive relationship 
between employees and supervisors is must for the 
growth of any organization. It always leads to 
increasesin productivity. 
4.4. Work Environment: 
Good working conditions can be visualized as a part 
of psychological needs under the Maslow’s theory of 
Hierarchy of needs. The working conditions or the 
working environment can be assessed with the 
following aspects: 1) Availability of necessary tools 
to perform the duties like computer, good lab; 2) 
Good physical working conditions like adequate 
space to sit and work, availability of good chair and 
tables; 3) Necessary equipment to perform duties like 
for a plumber, it is necessary that he should have 
spanners to open water connections; 4) When the 
employee feels that his job is secured. All these 
aspects are covered below: 
The favorable responses (%) for Work environment 
are also shown in Fig. 3. 

 
4.4.1 Work Environment based on four Items: 
The work environment was perceived to be good by 
about 70% of the employees. It is very important that 
wherever employees work, the work environment 
should be good.  If the work environment is not good 
may lead to unhappiness among the employees. It 

should be noted that a substantial portion of human 
life we tend to spend at our workplace and if we are 
not happy means we are unhappy for a major portion 
of our life. Hence, it is desirable that working 
conditions should be good. Moreover, as mentioned 
earlier, when working conditions are not good, 
employee turnover rate may increase. 
 
4.5 Pay and Benefit: 
The Pay and Benefit are considered as one of the 
important componentsunder all the four theories I 
have listed above. Under this aspect, the satisfaction 
of employees with their pay and health benefits 
received is covered and discussed below: 
The distribution of responses according to different 
items of Pay and benefit is shown in Table 6.  Let us 
discuss each item. 
The favorable responses (%) for Pay and benefit are 
also shown in Fig. 4. 
 

 
 
4.5.1 Pay and Benefit based on two items: 
More than 80% of the employees were happy with 
their pay and other benefits. It is a good sign for the 
organization. 
 
4.6. Training facilities: 
According to Taylor, any job can be visualized as 
some of many activities or tasks. He further believed 
that every worker need not be asked to carry out all 
the activities related to the production of any item, 
rather activities should be divided among the 
workers. Thus, he introduced the concept of a 
specialized job for specialized workers. In this 
context, the training assumes importance. Training is 
essential for the workers to know their role correctly 
and to perform their duties effectively. These aspects 
are covered below; 
The favorable responses (%) for Training facilities 
are also shown in Fig. 5. 
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4.6.1 Training facilities based on three items: 
Based on three items, the necessity of training was 
felt only by 55% of the employees. It is also true that 
only specialized job requires special training. Routine 
type of jobs may not require training. 
 
4.7 Motivation: 
It should be noted that to assess Motivation, I selected 
five variables and 17 items. Hence, it is logical to 
pool the responses to assess the motivation among the 
employees. Based on responses, I can say that 67.5% 
of the employees are motivated in the organization.  
This means the organization which I have chosen for 
the RAP is taking care of the basic needs of the 
employees and has better labor policies. 

 
 
4.8 Ranking of selected variables in relation to 
motivation 
The mean scores of responses according to selected 
five variables is shown in Table 9 and arranged 
according to an increasing order. The Pay and 
Benefits can be taken as the leading variable related 
to Motivation followed by the Job Satisfaction, Work 
Environment, Supervisor relations and Training 
facilities. This ranking is particularly useful when you 
wish to select only one variable to assess motivation. 
I have already seen that each of these variables is 
related to each other. Hence, they tend to explain the 
contribution of other variables to the extent. 

 
Variable N Mean SD 

Pay and Benefit 60 1.9 0.63 
Job Satisfaction 60 2.1 0.56 

Work Environment 60 2.1 0.72 
Supervisor Relations 60 2.3 0.58 
Training Facilities 60 2.5 0.92 

 
Table 4: Ranking selected five variables 

Lower Scores corresponds to favorable answers 

CONCLUSION AND RECOMMENDATIONS 
 
Summary of observations: 
 Employees studies were divided into four 

categories namely Plumbers, Technician, Admin, 
and others. 

 The mean (SD) experiences ranged between 5.2 
(2.46) years in Technician to 8.2 (5.39) years in 
Plumbers. 

 More than 70% of the employees expressed 
satisfaction with their job. 

 About 62% expressed their better relationship 
with respective supervisors. A positive 
relationship between employees and supervisors 
is must for the growth of any organization. 

 About 68% of the employees were of the opinion 
that good working conditions are prevailing in 
their organization. The presence of good working 
conditions often reduces the employee turnover 
rate. 

 More than 80% of the employees were happy 
with their pay and other benefits. It is a good sign 
for the organization. 

 About 67% of the employees said that they got 
the training which is necessary to perform their 
job. Training can always be taken to induce the 
necessary skill among the employees so that they 
can perform at their best. 

 Based on responses to all selected items, I can 
say that 67.5% of the employees are motivated in 
the organization. 

 The Pay and Benefits can be taken as the leading 
variable related to Motivation followed by the 
Job Satisfaction, Work Environment, Supervisor 
relationship and Training facilities. 

 
Conclusions 
Based on responses to all selected items, I can say 
that 67.5% of the employees are motivated in the 
organization.  The Pay and Benefits can be taken as 
the leading variable related to Motivation followed by 
the Job Satisfaction, Work Environment, Supervisor 
relations and Training facilities. 
Recommendations 
The organization should try to address the motivation 
issues of remaining 33% of the employees as early as 
possible to possibly improve the productivity and to 
prevent possible high turnover of labors in the 
organization. 
The environment should be made to provide more 
training facilities to the employees. 
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