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ABSTRACT

Current research has investigated the potential relationship between social support
and job satisfaction. Researchers have found that social support can contribute to job
satisfaction by buffering the effects of job stress. Using Cobb's ( 197 6) buffering
hypothesis, the purpose ofthis study was (a) to determine how satisfied student support
services personnel were with their jobs and their social relationships, (b) to discover
whether or not there were any differences in age, ethnicity, gender, and length of
employment with respect to job satisfaction and social support, and (c) to discover
whether or not job satisfaction and social support were significantly correlated.
·The researcher mailed questionnaire packets to a random sample of300 student
support services personnel who were members of the Southeastern Association of
Educational Opportunity Program Personnel (SAEOPP) association. The surveys for this
study included (a) a demographic questionnaire, (b) the Job Satisfaction Survey, and (c)
the Social Provisions Scale. After a subsequent follow-up, 150 usable surveys had been
returned, yielding a response rate of 50.3 %.
Statistical tests utilized to analyze data included multivariate analysis of variance,
analysis ofvariance, and coefficient correlation. Frequencies, means, and standard
deviations were used to describe the demographics of the participants. Participants were
predominately female, either African American or White, and have worked 10 years or
less. The results of the multivariate analysis of variance (MANOVA) showed no
significant differences between job satisfaction and (a) age, (b) ethnicity, (c) gender, or
(d) length of employment. In addition, no significant relationships existed between social
support and (a) age, (b) gender, or (c) length of employment.

V

However, social support significantly correlated with ethnicity. African
Americans experienced higher rates ofreassurance of worth than did Whites. Also, job
satisfaction significantly correlated with social support. Overall, the participants reported
high social support and moderate satisfaction with their jobs. Participants reported high
satisfaction with the nature of the work and the least satisfied with promotion. In
addition, the social support variables of reassurance of worth, social integration,
attachment, and reliable alliance strongly correlated with job satisfaction variables
(supervision, nature of work, communication) at thep = .05 confidence level. In addition,
social support variables of guidance, reassurance of worth, social integration, and
attachment correlated with the job satisfaction variables of contingent rewards and
coworkers atp = .05.
Future research should explore the use of longitudinal or qualitative research
methodologies to study job satisfaction and social support. One limitation of this research
was the use of self-report measures. A different research method might reveal stronger
relationships between social support and job satisfaction than this present study did. A
different research method might find significant differences in social support and job
satisfaction for age, ethnicity, gender, and length of employment. However, based on this
study, student support services personnel should implement the use of activities and
processes that develop strong relationships among employees.
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CHAPTER I
INTRODUCTION
Organizations today face many competitive challenges that were unheard of and
unfathomable to organizations of yesteryear (Ulrich, 1997). According to Ulrich, words
such as globalization, downsizing, and decentralization have become common in today's
organizational lexicon. The challenges of downsizing and decentralization mirror a
common conundrum in the business world: How do organizations minimize costs and
maximize productivity while maintaining a highly motivated workforce? Organizational
leaders know they must find innovative ways to address these challenges and issues not
only to drive business production and growth but also to retain high caliber employees
(Hobfall & Freedy, 1993; Lee & Ashforth, 1996; Staw & Epstein, 2000).
A booming economy and the end of a culture that stays in a job for life means
employees do not stay in unsatisfying and stressful jobs; they search for more meaningful
and motivating vocations (Ulrich, 1997). Employees want to use their skills and abilities,
and employers want their employees to tackle their tasks each week with drive and
ambition. For employers, the question of how to increase job satisfaction while
maintaining quality and profitability remains a conundrum. Therefore, job enhancement
practices such as (a) quality circles, (b) high performance work teams, (c) employee
empowerment initiatives, and (d) job sharing have been incorporated into an
organization's basic structure (Staw & Epstein, 2000).
Ideally, leaders seek to change the relationship between the worker and his or her
work as a way to increase job satisfaction and reduce job stress among employees.
Employers are well aware of the consequences of job stress. Research has revealed
negative effects of not experiencing satisfaction with work (Chan & Hui, 1998; Lee &
1

Ashforth, 1 996; Wright & Cropanzano, 1 998). Studies have shown occupational factors
such as (a) job demands and pressures, (b) job complexity, (c) role overload, and (d)
oppressive working conditions can overshadow one's satisfaction with work (Lee &
Ashforth). These factors can leave one susceptible to job stress and possibly occupational
burnout, the end result of accumulated job stress (Lee & Ashforth; Link, Lennon, &
Dohrenwend, 1 993; Martin & Roman, 1 996; Martin, Roman, & Blum, 1 996; Oldham &
Gordon, 1 999).
Consequently, organizations must reduce the sources ofjob stress because
accumulated stress can lead to feelings of (a) distress, (b) anxiety, (c) powerlessness, (d)
alienation, and (e) depression. In some portions of the population, these variables can
lead to counterproductive behaviors such as violence, substance abuse, and problem
drinking (Link et al., 1993; Martin & Roman, 1 996; Martin et al., 1 996; Oldham &
Gordon, 1 999).
Obviously, the feelings and behaviors induced by job stress can be devastating to
employees' quality of work and life, and the organization can suffer economically
(Hodson, 1 997). As a result, researchers have concentrated on identifying organizational
factors that can increase job satisfaction and reduce job stress. One promising avenue of
job satisfaction research has been studying coworker relationships; specifically,
researchers are interested in how occupational and personal social support can influence
satisfaction, as this study seeks to understand.
The restructuring of organizations to include group and team-oriented processes
spotlighted the significance of coworker relationships (Hodson, 1 997). Hodson noted that
coworkers made work enjoyable or made work miserable. In fact, almost a decade earlier,
H obfoll (1 988) delineated the conservation ofresources theory of stress, which stated
2

that social support was a valued job resource. The main concept of Hobfoll' s theory was
that burnout occurred when valued resources, such as social support, were lost or
inadequately met the demands of work. Russell, Altmaier, and Van Velzen (1987) found
that strong social support could reduce the intensity ofjob stress.
By definition, social support is "an interpersonal exchange in which one person
gives help to another'' (Taylor, Peplau, & Sears, 1997, p. 405). Giving and receiving
support are vital aspects of human life (Jones, 1991). After all, as John Donne reminded,
"no man is an island entire of itself; every man is a piece of the continents, a part of the
main" (Donne, 1624/1975, p. 86). Traditionally, social support was thought to come only
from spouses, friends, and family, but current research reveals that coworkers are also
vital resources for support (Buunk, Doosje, Jans, & Hopstaken, 1993; Russell et al.,
1987).
Just as social support can come from many sources, social support can be
provided in many forms. Cohen and Wills ( 1985) identified four taxonomies of social
support:
1. Emotional support is primarily expressed through love, help, and empathy
(House & Wells, 1978; Kahn & Antonucci, 1980).
2. Instrumental support is expressed through goods, services, or monetary aid
(Caplan, Cobb, French, Van Harrison, & Pinneau, 1975; House & Wells;
Taylor et al., 1997).
3. Informational support provides one with advice or guidance about a stressful
situation and can be extremely helpful to one in such a situation (Cobb, 1976).
4. Finally, social companionship refers to a person's network of friends and
cohorts. Cobb argued that a large and diverse network could be supportive in
many situations.
As previously mentioned, researchers argued that the benefits of positive social
support are evident in the workplace environment (Hodson, 1989; Ray & Miller, 1991).
3

Social support acted as a coping mechanism for those experiencing job stress either by
buffering the effects of job stress or by directly improving one's well-being (Cohen &
Wills, 1985; Greenglass, 1993; Hobfoll, 1988). Because of this sentiment, the researcher
for this study investigated how social support could relate to job satisfaction among
student support services personnel.
Because social support can influence feelings of job satisfaction, it also was
important to study demographic features of a population that may mediate job satisfaction
and social support. Mazza and Reynolds (1998) argued for researchers to examine
gender-specific relationships that may be potential variables in research studies. For
instance, gender differences have been reported in the perception of and need for social
support (Lee & Robbins, 2000). Greenglass (1991) pleaded for research to include the
wide range of differences men and women possess in dealing with job stress. As an
example, Hodson (1989) and Phelan (1994) discovered that woman were as satisfied with
their jobs as men even though women experienced less favorable working conditions
(less authority, lower pay) than men. Greenglass explained that women used different
coping mechanisms to help them adjust to stressful working condition.
Although researchers have provided mixed results, other demographic variables
that may influence the social support-job satisfaction relationship include age, ethnicity,
and length of employment. Sweeney, Hohenshil, and Fortune (2002) found that the
variables of age, gender and race had no impact on job satisfaction among a sample of
Employee Assistance Program (EAP) professionals. However, Day, Cross, Ringsels, and
Williams (1999) found that self-categorization as an underrepresented ethnic group was
correlated with lower levels of job satisfaction. Jennings (1998) found no correlation with

4

job satisfaction and length of employment. However, the research sample was very small
(N= 37).

In sum, this study investigated the social support-job satisfaction relationship by
determining if a significant relationship exists between social support and job satisfaction
and by examining differences by gender, age, ethnicity, and length of employment in
reported levels of social support and job satisfaction.
Significance of the Study

Almost any kind of job presents itself with stressful conditions (Lee & Ashforth,
1996). However, occupations that provide a philanthropic service for the community can
be especially vulnerable to the debilitating effects of job stress and burnout because
personnel in such occupations work in a highly charged, highly emotional atmosphere
(Constable & Russell, 1986). Examples of such occupations are teachers, nurses, law
enforcement personnel, and social service providers.
The population under investigation for this study was student support services
personnel employed in the southeast region and are members of the Southeastern
Association of Educational Opportunity Program Personnel (SAEOPP), which is a
professional association for student support services personnel. A majority of SAEOPP
members work for a program known as TRIO. Students support service programs such as
TRIO are federally funded agencies that offer student support services to clients from
low-income and first-generation families (Beavers, 1996; Hewitt, 1998). Student support
service programs were created in 1965 when President Johnson signed the Higher
Education Act (United States Congress, 1965), a proposal to increase and improve higher
education institutions' resources. The Act also allowed for assistance to be provided to
students in postsecondary education.
5

The SAEOPP association operates as one forum for student support services
personnel to come together to network and learn ways they can create successful
programs that broaden the educational opportunities of the students they serve. Organized
in 1977, SAEOPP provides "direct services to thousands oflow-income youth in the
nation's ghettos, in public housing and low income communities, and in depressed rural
and Appalachian areas ofthe Deep South" (Hewitt, p. 71).
Grants for student support service programs are awarded to (a) public or private
institutions ofhigher learning, (b) nonprofit organizations, or (c) a combination of both.
Because these programs are federally funded, they are at risk for reduction in funding or
program closure. Student support service programs serve a population of students who
are considered disadvantaged and at risk for dropping out ofschool and not pursuing
postsecondary education. Support services include (a) academic instruction, (b) tutoring,
(c) counseling, (d) career exploration, and (e) personal development skills. Student
support services personnel include (a) advisors, (b) coordinators, (c) counselors, (d)
directors, (e) teachers, and (f) tutors (Beavers, 1996). These workers perform a valuable
and needed service for disadvantaged families ofthe community (Hewitt, 1998).
Although job satisfaction has been widely studied, this study is significant
because it examined student support services personnel. To date, few researchers have
examined job satisfaction among student support services personnel. To support the
significance ofthis study, investigation into the relationship between social support and
job satisfaction could serve as a useful training and development tool for student support
services personnel. Program directors could use this information to promote projects in
their program that encourage employees to seek social support as a way to reduce job
stress.
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Funded by grants, student support services cannot offer competitive benefits and
rewards as a private sector organization can; this is why it is important to study job
satisfaction among personnel. To be successful, a student support services program
requires a staff of motivated and dedicated people. Job satisfaction is necessary to retain a
high caliber employee who can successfully complete the goals and objectives of their
respective program.
Statement of the Problem

The importance of examining social support is based on the premise that
significant relationships can affect an individual's satisfaction with work and can provide
motivation for work (Constable & Russell, 1 986). Furthermore, occupational support can
buffer the negative effects ofjob stressors, thereby contributing to feeling satisfied with
work (Greenglass, Fiksenbaum, & Burke, 1 996; Schirmer & Lopez, 2001 ; Terry, Rawle,
& Callan, 1 995).
Because helping professions are especially prone to job burnout and to job-related
stress (Constable & Russell, 1 986), this study investigated the levels of job satisfaction
and social support among student support services personnel in relation to (a) age, (b)
ethnicity, ( c) gender, and (d) length of employment. By identifying sources of job
satisfaction among student support services personnel, researchers and practitioners can
alter or improve the structure of student support programs to increase satisfaction and
understand general nuances associated with job satisfaction.
Purpose of the Study

The purpose of this study was to examine the relationship (correlation) between
job satisfaction and social support among a sample of student support services personnel.
Specifically, the purpose of this study was two-fold:
7

1. Using Cobb's (1976) buffering hypothesis, to examine the correlation between
job satisfaction and social support.
2. To examine whether or not there were differences in age, ethnicity, gender,
and length of employment with respect to job satisfaction and social support.
The primary purpose of the study was to determine if a relationship existed between
social support and job satisfaction among student support services personnel. A
secondary purpose of this study was to determine whether or not there were significant
differences between (a) age, (b) ethnicity, (c) gender, and (d) length of employment with
respect to social support and job satisfaction.
Theoretical Framework
The researcher used Cobb's (1976) buffering hypothesis as the theoretical
framework of this study. The buffering hypothesis introduced by Cobb refined the many
definitions of social support espoused at the time (Vaux, 1988). For example, Kahn and
Antonucci (1980) defined social support as an interpersonal transaction that involved
physical help, emotional support, and affirmations of caring. House and Wells (1978)
defined social support as frequent, strong interactions that promoted positive feelings.
They also defined emotional and instrumental support as basic components of social
support.
Similarly, Cobb (1976) defined social support as information. However, this
information led one to believe that he or she was cared for, loved, valued, and esteemed
by other members of the social group. Under Cobb's theory, social support fulfilled one's
needs and protected one from the pernicious effects of stress. Cobb viewed social support
as the protective layer that buffered one from the effects of stress. Figure 1 visually
depicts the buffering relationship between social support and stress.
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Figure 1 . Cobb's Buffering Hypothesis. According to this theory, social support buffers
the stress of major life events as well as stress from everyday normal activity.
Research Questions and Hypotheses

Research Questions
This study built upon the current literature suggesting social support could
be correlated with job satisfaction. Additionally, in this study, the researcher attempted to
illuminate certain demographic conditions that could influence social support and j ob
satisfaction. Using the buffering hypothesis of social support as the theoretical
framework, the investigator composed the following research questions:
1. What were the demographic profiles of student support services personnel
who are members of SAEOPP?
2. Were there differences in age, ethnicity, gender, and length of employment
with respect to job satisfaction and social support among student support
services personnel who are members of SAEOPP?
3. Did social support relate to job satisfaction among student support services
personnel who are members of SAEOPP?
Hypotheses
The researcher developed the following null hypotheses as an extension of
research questions two and three:

9

Ho 1 :

There was no significant difference between gender and social support
among student support services personnel in the SAEOPP association.

H02 :

There was no significant difference between gender and job satisfaction
among student support services personnel in the SAEOPP association.

H03:

There was a significant difference between ethnicity and social support
among student support services personnel in the SAEOPP association.

H04 :

There was no significant difference between ethnicity and job· satisfaction
among student support services personnel in the SAEOPP association.

H05 :

There was no significant difference between age and social support among
student support services personnel in the SAEOPP association.

Ho6 :

There was no significant difference between age and job satisfaction
among student support services personnel in the SAEOPP association.

Ho7 :

There was no significant difference between length of employment and
social support among student support services personnel in the SAEOPP
association.

Ho8 :

There was no significant difference between length of employment and
job satisfaction among student support services personnel in the SAEOPP
association.

H09 :

There was a significant relationship between social support and job
satisfaction among student support services personnel in the SAEOPP
association.
Assumptions, Limitations, and Delimitations

Assumptions
Assumptions are items presumed to be true but have not been thoroughly verified
(Gay & Airasian, 2000). The following assumptions characterized this study :
1. This study assumed that the sample was representative of the population of
student support services personnel in the SAEOPP association.
2. This study also assumed that the participants answered the questionnaire
accurately and reported honestly their feelings of social support and job
satisfaction.
3. This study assumed that the participants were aware of and experienced social
support.
4. This study assumed that the participants were aware of and experienced job
satisfaction.
10

5. Demographic variables such as level of education and job position may also
influence perceptions of social support and feelings of job satisfaction.
Nonetheless, such variables were beyond the scope of this study and were not
controlled.
Delimitations
Delimitations are variables of research that the researcher deliberately controls
(Gay & Airasian, 2000). For this study, the researcher chose to limit the boundaries of the
research.
1 . This study investigated only a slice of the wide job satisfaction spectrum. This
study did not focus on other psychological (e.g. locus of control) or physical
variables (e.g. workload) that influence feelings of job satisfaction.
2. This study was limited purposefully to student support services personnel in
the SAEOPP association and was limited to a manageable number of
randomly selected participants.
3. The researcher did not examine differences in job satisfaction between student
support services personnel at state universities, private universities, and
nonprofit agencies.
4. The evaluation of job satisfaction was limited to the variables measured
within Spector's (1 997) Job Satisfaction Survey: (a) pay, (b) promotion, (c)
supervision, (d) operating conditions, (e) fringe benefits, (f) contingent
rewards, (g) coworkers, (h) communication, and (i) nature of work.
5. The evaluation of social support was limited to the variables measured within
Russell and Cutrona's (1 984) Social Provisions Scale: (a) guidance, (b)
reassurance of worth, (c) social integration, (d) attachment, ( e) nurturance, and
(f) reliable alliance.
Limitations
Limitations are variables that could affect the outcome of the research but that the
researcher cannot control (Gay & Airasian, 2000). Particular limitations should be kept in
mind when interpreting the conclusions of this study as the following could affect the
generalizability of the results:
1 . Constrained time factors and economic feasibility limited the overall
parameters of this study.
11

2. According to Spector (1997), the subjective nature ofjob satisfaction and
social support is difficult to measure and quantify accurately. The use of
different instruments and research methods could produce different results.
3. This study was limited by the acquiescence of student support services
personnel in the SAEOPP association to participate and the willingness to
respond to and return surveys in a timely manner.
Operational Definitions
Most of the variables considered in this study are abstract. Therefore, operational
definitions are provided to interpret these constructs as they are applied and measured in
current literature. In addition, common terms such as age, ethnicity, gender, and length of
employment are defined as used in this study.
1. Affective social support: support of this type provides one with feelings of
being accepted and cared for (Cohen & Wills, 1985). It is also known as
esteem support or emotional support.
2. Age: a distinctive period or stage of life (Severynse, 1999). On the
demographic questionnaire, the researcher divided ages into the following
categories: (a) 21-30, (b) 31-40, (c) 41-50, (d) 51-60, and (e) 61+. However,
for data analyses, the researcher compressed the ages into the following
categories because frequencies were distributed unevenly among the original
age categories: (a) 21-30, (b) 31-40, (c) 41-50, and (d) 51+.
3. Demographic questionnaire: an original survey developed by Brewer to
collect information about the profile of the participants. The researcher
modified the demographic questionnaire for the purposes of this study. The
demographic questionnaire assessed participants' (a) age, (b) ethnicity, (c)
gender, (d) length of employment, (e) marital status, (f) employment position,
and (g) employment status.
4. Ethnicity: the state of belonging to an ethnic group (Severynse, 1999). The
following categories of ethnicities on the demographic questionnaire were: (a)
African American, (b) Asian-Pacific Islander, (c) White, (d) Hispanic, and (e)
Native American. Participants not of these ethnicities could select Other as a
category. For data analyses, the researcher compressed ethnicities into the
following categories because frequencies were distributed unevenly among
ethnicities: (a) African American, (b) White, and (c) Other.
5. Gender: classification of sex as either male or female (Severynse, 1999).
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6. Informational support: support that is given or received in the form of advice
or guidance (Cohen & Wills, 1 985).
7. Instrumental support: tangible aid or material assistance (Cohen and Wills,
1 985).
8. Job satisfaction: the result of a worker perceiving the work environment as
fulfilling personal needs, values, and expectations (Dawis & Lofquist, 1 984).
9. Job Satisfaction Survey: an original, unpublished survey developed by Spector
(1 997) that measures nine facets of job satisfaction and overall job
satisfaction.
1 0. Job stress: the experience of real or imagined mental, physical, emotional, or
spiritual threats to occupational well-being (Sullivan & Nashman, 1 996). Job
stress is different from occupational burnout. Job stress may be one of the
factors that precipitate burnout (Sullivan & Nashman).
1 1 . Length ofemployment: condition of holding employment for a specified
number of years (Burke, 1 996). On the demographic questionnaire, length of
employment was divided into the following categories: (a) 2 years or less, (b)
2-5 years, (c) 6-1 0 years, (d) 1 1 - 1 5 years, (e) 1 6-20 years, (t) 2 1 -25 years, and
(g) 26 years or more years. Because frequencies were distributed unevenly,
the research compressed length of employment into the following categories
for data analyses: (a) 2 years or less, (b) 2-5 years, (c) 6- 1 0 years, (d) 1 1 - 1 5
years, and (e) 1 6 or more years.
1 2. Occupational burnout: the emotional and physical exhaustion of professionals
that result from negative conditions at work (Sullivan & Nashman, 1 996).
1 3 . Social companionship: having people to do things with. Social companionship
can be measured by the size of a participant's social network (Mueller, 1 980).
1 4. Social Provisions Scale: an original, unpublished instrument designed by
Russell and Cutrona (1 984) that measures level of social support.
1 5. Social support: help provided by others in an attempt to meet goals. There are
many definitions and measures of social support (Cohen & Wills, 1 985).
Cohen and Wills suggest that social support consists of four taxonomies:
affective, informational, instrumental, and social companionship. Cobb
described social support as information that led one to believe he or she was
loved and part of a group.
1 6. Southeastern Association ofEducational Opportunity Program Personnel
(SAEOPP) : one of ten regional associations of student support services
personnel that provide services to low-income and disadvantaged youth
dwelling in urban locations as well as rural and Appalachian areas of the south
13

(Hewitt, 1998). States that make up the SAEOPP region are Alabama, Florida,
Georgia, Kentucky, Mississippi, North Carolina, South Carolina, and
Tennessee.
17. TRIO program personnel: any class of student support services personnel
employed in Educational Talent Search, Upward Bound, Upward Bound Math
and Science, Veterans Upward Bound, Student Support Services, Educational
Opportunity Centers, Training Grants, Demonstration Programs, and the
Ronald E. McNair Post�Baccalaureate Achievement Program. Members of
SAEOPP are typically TRIO personnel.
Summary of Introduction

To summarize, social support can be an important coping mechanism that buffers
the debilitating effects of job stress (Hobfall, 1988). However, researchers have paid little
attention to the potential impact social relationships may have upon job stress and
burnout (Ducharme & Martin, 2000). The population under investigation was student
support services personnel in the SAEOPP association, which serves thousands of
disadvantaged and at-risk youth, veterans, or displaced workers. Using Cobb's (1976)
buffering hypothesis, the purpose of this study was to discover if job satisfaction and
social support significantly correlated among student support services personnel in the
SAEOPP association and to discover whether or not there were any differences in age,
ethnicity, gender, and length of employment with respect to job satisfaction and social
support.
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CHAPTER II
REVIEW OF LITERATURE

In Chapter I, the researcher stated that the purpose of this study was to measure
the degree to which social support and job satisfaction were related among personnel
working for student support services. A secondary purpose of this study was to measure
the degree to which age, ethnicity, gender, and length of employment were related to job
satisfaction and social support. In Chapter II, the researcher reviewed the literature
concerning social support and job satisfaction. The following sections present a
theoretical synopsis of social support and job satisfaction as well as a summary of current
related research.
Theoretical and Conceptual Perspectives
Early Theories ofSocial Support

Over a century ago, Durkheim ( 1 897/1 95 1 ) revolutionized the concept of social
support with research about suicide (Vaux, 1 98 8). Durkheim discovered that suicide was
most prevalent among people with weak social ties. Those who severed ties with their
family, community, and church eventually felt a sense of anomie (alienation, absence of
norms and values), which led to suicide. His ideas have withstood time as researchers
today discover the importance of social support in relation to suicide ideation (Mazza &
Reynolds, 1 998). Mazza and Reynolds uncovered in their longitudinal investigation of
adolescents that depression and absence of social support were significant factors related
to suicidal ideations in women.
Attachment Theory. After the groundbreaking work of Durkheim ( 1 897/1 95 1 ),

early psychologists and sociologists realized that social relationships were important to
personal development (Ainsworth, 1 979; Bowlby, 1 969; Harlow, 1 965). The most
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prominent psychological theory during the early 20th century was psychoanalytic theory,
which suggested that early attachment between infant and caregiver influenced future
relationships (Harlow). Adult social relationships were seen as a reflection of childhood
attachment issues such as the need for security or acceptance (Homey, 1 945; Sullivan,
1 953).
Today, current research into adult attachment theory has pervaded research of
social support and job stress (Schirmer & Lopez, 2001 ). As an example, Schirmer and
Lopez investigated how adult attachment styles and supervisor support contributed to job
stress, which was a novel undertaking because most adult attachment style research
focused only on dating and intimate relationships. Using responses from 1 1 7 participants,
Schirmer and Lopez discovered that workers having anxious attachment styles had higher
levels ofjob stress and physical symptoms ofjob stress than did workers having avoidant
attachment styles.
Social Exchange Theory. In contrast, social exchange theorists have proposed
that people engaged in relationships because relationships offered rewards and provided
valuable resources (Homans, 1 961 ; Thibaut & Kelley, 1 959). Homans as well as Thibaut
and Kelley suggested that rewards and resources come in the form of love, status,
information, money, goods, and services. These theorists also argued that there are many
different types and sources of relationships. From the perspective of social exchange
theorists, relationships were a diverse, idiosyncratic, and situational phenomenon because
of the rewards offered and gained (Vaux, 1 988).
Summary ofEarly Theories. To best understand how social support impacts
one's life, early theorists suggested relationships served a vital, critical purpose (Bowlby,
1 969; Buss, 1 991 ; Maslow, 1 968). Not only does social support help people discover and
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shape personal emotions or reconnect with childhood needs and issues, but people also
use social support as a way to (a) provide confirmation of adequacy, (b) offer shelter
when beliefs are shaken or disproved, or (c) gain rewards and valuable resources (Weiss,
1 974).
Social Provisions Theory

Although not based on social exchange theory, Weiss (1 974) presented ideas that
influenced later social support research ( e.g. Cutrona & Russell, 1 987; Russell, Altmaier,
& Van Velzen, 1 987) and provided a basis for a social support measure (Russell &
Cutrona, 1 984). Weiss conducted a yearlong qualitative study of a support group located
in the suburbs of Boston. The results of this study contributed to Weiss' ( 1 97 4) social
provisions theory. The support group Weiss studied was named Parents Without Partners,
a group that offered assistance to single parents in a variety of ways. Members joined the
group because they experienced loneliness resulting from a loss of a marital relationship.
For one year, Weiss (1 974) participated with and interviewed current as well as
former members. His initial assumption was that the experience of loneliness would
subside after time spent in positive group involvement. However, after a year of activity
in the support group, Weiss found that people still were lonely. The close friendships
formed as a result of group participation did not compensate for. the loss of a marital
relationship. Weiss theorized that a marital relationship must provide an emotional
resource not found in any other relationship. He went on to theorize that relationships
provide specific resources that satisfy basic human needs called relational provisions.
When these relational provisions were fulfilled, a person felt satisfied with life. Weiss
identified six relationship types and their accompanying provisions.
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l . Attachment: Provided a sense ofsecurity and place. Without this provision,
people felt lonely and restless. Marriage or close different sex relationships
provided the relational provision ofattachment.
2. Social Integration: Provided companionship and a way to share common
concerns and ideas. This provision was provided by membership in a society
or a network offriends.
3. Opportunityfor Nurturance: Provided a sense ofbeing needed and was
provided by the responsibility ofcaring for children.
4. Reliable Alliance: Referred to the unconditional support and assistance from
others. Family membership provided a sense ofreliable alliance.
5. Guidance: Emotional support received from a trustworthy, authoritative
figure. The absence of guidance leads to feelings ofuncertainty and anxiety.
6. Reassurance of Worth: Reassurance ofworth from the beliefthat one was
competent in his or her occupational roles.
For Weiss, relationships were crucial to overall life satisfaction: One had fundamental
needs that could be met only by relationships.
Buffering Hypothesis ofSocial Support

Cassel (1974), Caplan (1974), and Cobb (1976) contributed to the theoretical and
empirical investigation ofsocial support. They examined how relationships and the
support received from relationships could help one overcome life's demands and stressful
situations (Vaux, 1988). Cassel's, Caplan's, and Cobb's studies generated a general
buffering hypothesis, which maintains that the benefits of social support would be most
noticeable during periods ofhigh stress and not during periods oflow stress.
Interestingly, the buffering hypothesis has continued to be among the most prevalent and
widely investigated ofall social support theories (Vaux).
Cassel Cassel (1974) argued that social support played a key role in stress-related

disorders. His views were fundamental to social support research because he argued that
social support serves a protective function by buffering the effects ofa stressful
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environment or situation. His study on noxious urban conditions (poor housing,
overcrowding) linked these conditions with high rates of disease and psychological
disorder. However, social ties helped buffer the harmful effects of the stressful
conditions, which explained why two people from the same environment varied 'in
disorders and disease when all other factors were controlled. Cassel argued that resources
available from relationships buffered the effects of stress for the person with strong social
ties.
Caplan. Caplan (1 974) offered a similar view of social support. He also believed

that social support influenced the stress level of an individual in crisis or in a significant
life transaction. One notable point about Caplan' s theory was that social support could
protect an individual from everyday life demands as well as crisis situations. Social
support, according to Caplan, provided one with (a) resources to manage emotional
problems, (b) materials to help deal with specific life stresses, and ( c) encouragement and
help to complete demanding tasks. His work on community mental health confirmed his
belief that the benefits of social support can be received from many kinds of
relationships: clergy, support groups, friends, family, etc.
Cobb. Concurrent with Cassel (1 974) and Caplan ( 1 974), Cobb (1 976)

emphasized that social support could buffer the effects of stress. However, Cobb
conceptualized social support as information that would lead one to believe that he or she
is cared for, loved, respected, and esteemed. According to Cobb, social support served
two important functions: fulfillment of social needs and protection from the negative
effects .of stress and crisis situations. Cobb further rationed that there were three types of
social support that provided information: (a) esteem support, (b) belonging support, and
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( c) social group membership. He theorized that the reception of these types of support
buffered and sheltered one from the effects of stress.
Summary of Buffering Hypothesis. In summary, Cassel (1 974), Caplan (1 974),

and Cobb (1 976) contributed novel concepts about social support and influenced current
researchers. Their views that social support buffered against stress have dominated the
nature of social support research (Vaux, 1988). Although the buffering hypothesis has
remained a dominant theme in social support literature, convergent ideas have been
proposed about the utility of this hypothesis (Ducharme & Martin, 2000). Alternate
viewpoints and related research are presented in the next section.
Direct Effects Hypothesis ofSocial Support

The direct effects (also known as main effects model) hypothesis of social support
posited that social support is always beneficial to a person's well-being (Taylor, Peplau,
& Sears, 1 997). According to this theory, the positive effects of social support would be
noticeable during nonstressful times as well as stressful times (Taylor et al.). Ducharme
and Martin's (2000) study examined the effects of social support on job satisfaction
under the framework of the buffering hypothesis and the main effects model. Data
analysis failed to confirm the buffering hypothesis and confirmed the main effects model.
Social support proved beneficial to one's feelings ofjob satisfaction whether or not there
were any stressful situations present.
Buffering Hypothesis versus Direct Effects Hypothesis

Recently, there has been debate about which hypothesis is most suitable for
testing social support (Ducharme & Martin, 2000; Greenglass, Fiksenbaum, & Burke,
1 996). Although both camps of thought provided empirical evidence for their claims
neither has held an overwhelming advantage (Greenglass et al.). Greenglass et al. found
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support for the buffering hypothesis in their study of burnout among school-based
educators. However, Ducharme and Martin failed to find support for the buffering
hypothesis and instead confirmed the direct effects hypothesis. This controversy
warranted further investigation into the relevance and applicability of these theories in
research. Therefore, the researcher chose the buffering hypothesis as the conceptual
framework of this study.
Job Satisfaction Theories

Glaser (1 976) noted that in 1 98 1 Wood described research of the quality of work
life as being concerned with how the relationship between worker and the work
environment (physical, social, and emotional) affects job attitudes and behaviors. Wood
argued that job satisfaction was dependent on how well workers' job values match the
work environment (interactionist theory). Wood conducted a yearlong study and found
support for the interactionist theory: job satisfaction related to workers' values and work
setting.
However, concern for workers' life on the job was not a novel concept at that time
(Glaser). Glaser described how the tum of the century brought focus and attention to
changing a monotonous, autocratic worklife. During this era, workers were not happy
with traditional management authority, as the rise of labor unions could attest to this fact
(Glaser). Thus began a rethinking of basic job structure and how the work environment
could be altered to increase job satisfaction and improve overall worklife.
Motivational Theories

The Hawthorne Studies revolutionized perceptions of employees and their
attitudes toward their jobs (Linder, 1 998). Linder (1 998) noted that in 1 924 Mayo
conducted experiments about productivity and work conditions at the Western Electric
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Hawthorne Works. Preliminary experiments involved the effects of light on worker
productivity. These experiments proved that the amount of light in a workspace was not
related to amount of productivity.
However, Mayo began to research other variables that would affect productivity.
In the process, he stumbled across a principle of human motivation that would
revolutionize the theory and practice of management: Money alone did not motivate
employees to perform their jobs well and feel satisfied with their work (Linder, 1998).
There were other factors involved; as a result, researchers focused on why and how
employees became motivated. As a result of the Hawthorne studies, researchers ( and
managers) focused on the human element of work and management. The needs and
motivations of the employees became the primary focus. The term motivation has been
defined as (a) an internal force to gratify an unsatisfied need, (b) the psychological
process that gives behavior principle and path, and (c) the resolve to achieve
(Dworetzkey, 1991). Motivational theories discussed in the upcoming sections are
Maslow's hierarchy of needs, Allport's job identity, and Herzberg's two-factor theory.
Maslow's Hierarchy of Needs. Maslow (1968) developed a need-hierarchy theory
to explain employee motivation. According to Maslow, five levels of human needs
existed on a theoretical pyramid, which is depicted in Figure 2. The first two levels
typified basic human needs such as physiological needs (food, shelter) and safety needs
(physical and emotional). The third level represented social needs. A person needed to
feel love and belongingness in a group to fulfill this level. The fourth level typified the
esteem needs; A person must feel a sense of accomplishment and achievement to fulfill
this need. The final level referred to the self-actualizing need. A person fulfilled self
actualization (or perfecting of the self) when he or she had fulfilled each prior level.
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Self-Actualization
Esteem Needs
Social Needs
Safety Needs
Physiological Needs

Figure 2. Maslow's Hierarchy of Needs. According to Maslow, needs were organized on
a theoretical pyramid. Basic needs had to be fulfilled before complex needs could be
filled.
Maslow (1968) argued that one could not fulfill a higher level of need unless the
bottom levels of needs were fulfiHed. Maslow also argued that some needs were more
powerful than others depending on an individual's circumstance. In general, Maslow' s
theory was a valid description of human motivation. However, Maslow's t�eory has been
criticized by researchers because the theory fails to predict behaviors and motivations in
unusual and complex situations (Dworetzky, 1991).
Al/port's Job Identity. Glaser (1976) reported that Allport (1960) succinctly
expressed an integral component of satisfaction: job identity. Employees realized job
identity when they used all of their talents in their work, understood completely the
nature and meaning of their work, and enjoyed their coworkers and managers.
Heightened productivity and happiness with the job resulted from feelings ofj ob identity.
Allport theorized that job satisfaction would be low if the worker did not find work
meaningful, did not participate in job decisions, and was unhappy with coworkers and
authority.
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Herzberg's Two-Factor Theory. In 1 959, Herzberg (1 966) interviewed a group of
workers to find out what factors made them feel satisfied with their jobs and what factors
made them feel dissatisfied with their jobs. Developed as a result of this research,
Herzberg' s two-factor theory has dominated employee motivational theory. In essence,
Herzberg believed that most workers wanted to do a good job and be productive. During
his interviews, Herzberg discovered that money alone did not make a worker happy or
motivate a worker to be productive. There were other aspects of a job that contributed to
job satisfaction and motivation to succeed; workers have a need for responsibility,
recognition, achievement, and growth. Basically, Herzberg classified motivation into two
categories: motivators and hygienes.
According to Herzberg ( 1 966), motivators (also called satisfiers) had the potential
to make employees productive, creative, and committed to their jobs because they
fulfilled internal needs for meaning and growth. Increased job satisfaction would be the
result of the fulfillment of motivators. As depicted in Figure 3 , examples of motivators
were (a) achievement, (b) recognition, (c) meaningful work, (d) responsibility, and (e)
opportunity for growth.
In contrast, hygienes ( also called dissatisfiers) had the potential to make
employees dissatisfied with their jobs. Hygienes were environmental factors of the job
that, if not handled properly or were absent, could create job dissatisfaction. However,
these environmental factors could not directly increase the motivation levels of the
employees. As depicted in Figure 3, examples of hygienes were (a) pay, (b) company
policy, (c) supervision, (d) working conditions, and (e) interpersonal relationships.
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Figure 3. Herzberg's Two-Factor Theory.
Spillover Hypothesis
Weaver ( 1 978) predicted that there would be a positive correlation between
satisfaction with life and satisfaction with work. The spillover hypothesis suggested that
feelings of satisfaction in one area of life affected feelings of satisfaction in another area.
By this reasoning, one could assume that if an employee felt satisfied with his or her life
roles then those feelings of satisfaction would influence that employee to feel satisfied
with his or her work role. Current research has confirmed the utility of the spillover
hypothesis (Judge & Watanabe, 1 993 ; Lance, Lautenschlager, Sloan, & Varga, 1 989;
Near, Rice, & Hunt, 1 978; Schaubroeck, Ganster, & Fox, 1 992). However, research has
not determined whether or not satisfaction with life causes satisfaction with a job, or
whether or not satisfaction with a job causes satisfaction with life. Some researchers have
argued for the later because work is important and valuable to people (Near et al).
Judge and Watanabe ( 1 993) conducted an original investigation of the
relationship between life satisfaction and job satisfaction. Previous researchers used
either cross-lagged correlations or nonrecursive models as methodologies. Judge and
Watanabe used a cross-sectional and longitudinal design to analyze data collected from
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the 1972-1973 and the 1977 Quality of Employment Surveys. The researchers analyzed
804 completed surveys for job satisfaction and life satisfaction. The results suggested that
job satisfaction and life satisfaction were positively and reciprocally related. In Judge and
Watanabe's study, job satisfaction influenced life satisfaction, and life satisfaction
equally influenced job satisfaction. However, these effects became weak over a period of
time, as the longitudinal data indicated. The authors recommended that future research
should attempt to understand the nature of the relationship in greater detail.
Current Research

Social Support and Job Satisfaction
More studies in organizational research have focused on job satisfaction than on
any other organizational variable (Spector, 1997). Researchers as well as organization
managers have wanted to know how well people like their jobs and how satisfied they are
with different aspects of their jobs such as (a) pay, (b) promotion, or (c) opportunity for
advancement. As a result, researchers have conducted empirical investigations to
question why jobs satisfy people and what contributes most to job satisfaction (Spector).
Recent studies have focused on environmental characteristics of the job such as
(a) organizational constraints, (b) role variables, and (c) workload that may influence
satisfaction (Spector, 1997). Other studies have focused on character traits of workers
such as (a) locus of control, (b) negative or positive affect, (c) self-efficacy, and (d)
person-j ob fit (Spector). For this study, the researcher reviewed literature that
concentrated on social support as a variable that could influence job satisfaction among
the helping professions as well as other professions.
The relevant literature examined how social support may contribute to job
satisfaction (Cook & Mandrillo, 1982; Decker & Borgen, 1993; Hinshaw, Smeltzer, &
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Atwood, 1 987; Karasek & Theorell, 1 990; McCloskey, 1 990). For example, Cook and
Mandrillo investigated coworker relationships and job satisfaction to test th� assumption
that colleagues provide an important source of social support. They found that coworker
relationships were most highly correlated with job satisfaction than with any other
situational support.
In the same vein, Hinshaw et al. ( 1 987) discovered that group cohesion was a
significant influence on job satisfaction. Likewise, Karasek and Theorell (1 990)
concluded that social support moderated the effects ofjob stress. In this regard, social
support acted as a coping mechanism in the face of organizational strain and stressors,
which then allowed an individual to interpret the stressor as controllable.
Further investigation about social support as a coping mechanism included
McCloskey's (1 990) study concerning the effects of autonomy and social integration on
job satisfaction among staff nurses. One hundred fifty ( 1 50) staff nurses in a midwestem
hospital completed questionnaires pertaining to job autonomy, satisfaction, and social
integration. Data analysis revealed that nurses who felt low job autonomy and low social
integration felt less satisfied with their jobs than did nurses with high job autonomy and
high social integration. One notable insight was that nurses who felt low job autonomy
but felt high social integration were relatively satisfied with their jobs. McCloskey noted
that social support could have had a buffering effect on stress in this sample.
Decker and Borgen ( 1 993) focused on variables that could predict occupational
strain and job satisfaction, such as negative affect and coping resources. Two hundred
forty-nine (249) participants who worked full-time in a variety of occupations completed
a battery that measured (a) occupational stress and strain, (b) job satisfaction, and (c)
coping resources. Coping resources consisted of recreational activities, self-care, and

27

social support. Results showed that high coping was associated with low stress and with
high job satisfaction.
Some studies have shown that social support may either buffer or directly
influence the effects of job stress thereby increasing job satisfaction (Cook & Mandrillo,
1 982; Hinshaw et al., 1 987; Koniarek & Dudek, 1 996; Rook, 1 990). Ducharme and
Martin (2000) investigated the effects of social support on perceived levels ofjob
satisfaction on a nationally representative sample. Whereas extant research examined
affective support only, Duchanne and Martin chose to examine the effects of affective
support and instrumental support on job satisfaction. The authors used data constricted
from the 1 997 National Employee Survey, which was conducted by the Survey Research
Center and the University of Georgia' s Center for Research on Deviance. and Behavioral
Health. The survey consisted of questions regarding attitudes and behaviors toward (a)
work, (b) occupational conditions, and (c) employees' personal habits such as excessive
drinking. Moreover, additional questions assessed job satisfaction and depressive
symptomology.
The sample size the Ducharme and Martin (2000) study included 1 ,95 1
participants, and after comparison with data from the Bureau of Labor Statistics, the
demographics of the sample proved almost identical to the demographics of the
population. Under the rubric of the buffering hypothesis and the main effects model, the
investigators used regression analyses to determine whether affective support and
instrumental support predicted levels of job satisfaction. Their first hypothesis was that
affective and instrumental social support would influence the experience of job
satisfaction regardless of the presence of stressful work situations, thereby testing the
main effects model of social support. Their second hypothesis tested the buffering
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hypothesis; they expected to find that instrumental support would buffer the effects of job
stress only in high stress situations.
Their data analyses yielded interesting results. With respect to the general
experience of job satisfaction, (a) low autonomy, (b) low levels of task complexity, (c)
high job pressure, and (d) low extrinsic rewards correlated with low job satisfaction and
high levels of job stress. As a test of the main effects model, data analyses supported
Ducharme and Martin's (2000) hypothesis; indeed, social support in the workplace
improved one's overall job satisfaction. Affective· support showed a definite positive
prediction of job satisfaction and interestingly, instrumental support also had a strong
impact upon job satisfaction. However, the investigators failed to find support for the
buffering hypothesis. They noted that the effects of instrumental support on job
satisfaction during periods of high stress were trivial at best.
This research proved significant because it revealed that instrumental support
might have a greater influence on job satisfaction than once previously thought. Much of
the previous research on social support focused only on affective support while
neglecting instrumental support as a possible variable in the social support-job
satisfaction relationship. . The following sections discuss research related to social support
or job satisfaction with respect to (a) gender, (b) ethnicity, (c) age, and (d) length of
employment.
Gender

Mason (1995) tested three theories that rationalize why men and women differ in
their experience of job satisfaction. One theory was the socialization perspective. This
perspective argued that women are satisfied with jobs in which they can form a
supportive, cooperative community with their coworkers. This perspective also argued
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that women are socialized into accepting values, attitudes and behaviors that are
communal. On the other hand, men are satisfied with jobs in which they can assert
themselves and master the task at hand. The socialization perspective argued that men are
socialized into accepting values, attitudes, and behaviors that are agentic in nature.
Therefore, satisfaction with a specific job is largely based on gender.
To contrast, the situational perspective argued that satisfaction with a job lies
within certain facets of a job that complement gender-based values. To explain, enriched
opportunity structures of a job offer the opportunity to satisfy agentic values· such as
opportunities for growth and obtaining rewards. Men typically fill such jobs.
Impoverished opportunity structures offer the opportunity to satisfy communal values
such as good relations with coworkers. Women typically fill these jobs.
Lastly, Mason (1 995) described Eagly's ( 1 983) social role theory, which can be
considered a combination of the previously mentioned theories. Social roles referred to
the set of norms that apply to people in particular positions, such as teachers or doctors.
To illustrate, cultural norms typically dictate that women fill communal jobs such as a
teacher or secretary ( an impoverished opportunity structure) while the same norms dictate
that men fill agentic roles such a manager or doctor (an enriched opportunity structure).
Taking data obtained by an extensive survey conducted by a large North
American management consulting company, Mason ( 1 995) divided the sample into four
categories: (a) clerical men, (b) clerical women, (c) managerial men, and (d) managerial
women. Clerical positions were considered impoverished opportunity structures;
managerial positions were considered enriched opportunity structures. Questionnaires
assessed two classes of dependent variables: the participants' perceptions ofjob
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opportunities such as opportunity to learn new skills or opportunity for advancement and
job satisfaction facets such as interesting work and fair treatment.
A statistical analysis revealed support for the situational perspective, some
support for social role theory, and no support for the socialization perspective.
Differences existed between men and women within each job category concerning the
variables of advancement, feedback from supervisors, performance evaluation, and pay.
Interestingly, an important discovery of this study was that managerial men and
managerial women did not differ in their sources of job satisfaction.
Spector ( 1 997) posited that although reported gender differences in job
satisfaction have been inconsistent, gender remains a crucial element in job satisfaction
research. For instance, Huang (2001) studied high school teachers' perceptions of their
school environment in regards to ( a) job satisfaction, (b) student discipline, ( c) principal
leadership, and (d) teacher-student relations. Huang's purpose was to determine if gender
differentiated responses of perceptions. The researcher asked participants to complete the
Teacher's School Environment Survey. One hundred twenty-seven (1 27) men and 148
women completed the survey. Results indicated that women reported higher levels ofjob
satisfaction than men did.
On the other hand, though not a direct study of gender differences in job
satisfaction, Lood (200 1 ) discovered that there were no reported gender differences in job
satisfaction among a sample of doctoral level school psychologists. Similarly, Hundley
(200 1 ) conducted an interesting study concerning job satisfaction among a sample of self
employed business owners. After analyzing data from the 1 997 National Study of the
Changing Work Force, Hundley found that both genders reported satisfaction with self-
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employment. However, married women with children were less satisfied with their
earnings than men and women without children.
In an effort to understand relationships and social connectedness, Lee and
Robbins (2000) tested the hypothesis that women and men equally share a need for social
support and connectedness. However, they postulated that women and men differ in the
types of relationships that sustain their social needs. For women, Lee and Robbins
hypothesized t_hat intimacy (guidance) and physical proximity (reliable alliance) would
fulfill their social needs. For men, the researchers hypothesized that relationships offering
social competitiveness (reassurance of worth) would fulfill their needs for social support
and connectedness.
Lee and Robbins (2000) recruited participants from a large southeastern
university and administered a questionnaire packet consisting of: (a) the Social
Connectedness Scale, (b) the Social Provisions Scale, and (c) the UCLA Loneliness
Scale-Revised. Statistical interpretation of data revealed support for Lee and Robbin' s
(2000) initial hypothesis: college women and men did not differ on their self-reported
levels of social connectedness. In addition, results revealed that women and men did
differ in the types of relationships that fulfilled their social needs. Women looked to
relationships that offered reliable alliance to fulfill their social needs while men looked to
relationships that offered reassurance of worth to fulfill their social needs.
Rotheram-Borus, Lee, Murphy, Futterman, Duan, Birnbaum, and Lightfoot
(2001 ) conducted a 1 5-month study concerning health practices of HIV infected youths
after attending preventative interventions. The interventions emphasized using coping
mechanisms such as social support in an effort to reduce risky health behaviors.
Rotheram-Borus et al. noted some gender differences in responding to the interventions.
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HIV infected youths ages 1 3-24 were assigned to either a 2-model intervention
group or a control group. At the end of the study, the researchers discovered women
rather than men were more likely to change their habits and actively use social support as
a coping mechanism. Both women and men in the intervention group increased their use
of the social support coping mechanism as compared to the control group.
Greenglass, Burke, and Konarski (1 998) examined differences in how each
gender used social support and coping mechanisms to influence burnout. They correlated
social support and coping mechanisms with three dimensions of burnout: (a)
depersonalization, (b) emotional exhaustion, and (c) lack of feeling personal ,
accomplishment. During the first part of the study, 833 school-based educators completed
inventories consisting of the Maslach Burnout Inventory, measures of social support,
measures of coping, and a measure of somatic complaints attributable to burnout.
The results found gender differences in the ways social support and coping
mechanisms were used to control burnout dimensions. Women who perceived themselves
as having strong coworker support felt low levels of emotional exhaustion. Men who
perceived themselves as having supervisor support and strong coworker support felt high .
levels of personal accomplishment. For men only, those who reported high levels of
internal control also reported high perceptions of personal accomplishment.
Overall, the literature review revealed that gender differences in job satisfaction
were situational and multifaceted� The reported differences in job satisfaction for each
gender may be related to values and rewards obtained from employment.
Ethnicity

Day et al. (1 999) explored the concept of ethnicity as a variable of job
satisfaction. Of the 254 subjects sampled, 58 reported themselves as members of
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underrepresented ethnic groups. The researchers noticed that this self-categorization was
associated with lower levels of job satisfaction than the other subjects. It was also
associated with poor perceptions of organizational climate and negative reactions to
diversity issues.
Another study found different results. Kaye, Alexander, and Kauffman ( 1 999)
examined the factors that contributed to job satisfaction and commitment to stay in an
organization among older adults aged 55 and over. They administered the Job
Satisfaction Index (JSI) to a sample of 1 64. The job satisfaction scores were high for all
subjects and did not differ significantly for age and gender. However, Whites did report
significantly less satisfaction with work than did Hispanic and African American
workers. Interestingly, Kaye et al. found that Hispanics, Whites, and men reported less
interference between job and personal life than African Americans and women.
Conversely, Omundson, Schroeder, and Stevens ( 1 996) found no association
between job satisfaction and ethnicity. ·Their study concerned Euro-American and
Hispanic certified public accounts. The researchers wanted to compare differences
between the two ethnic groups about their respective (a) personality traits, (b) job
satisfaction levels, and (c) intent to leave ideations. Eight hundred sixty (860) Euro
Americans and 1 1 9 Hispanics completed surveys. Omundson et al. discovered that
ethnicity was not associated with any of the independent variables.
Snowden (2001 ) explored the correlation between social support and stress among
African American women, White women, and White men. Using the main effects
hypothesis as a framework, the study examined the effects of social support upon two
domains: personal life and professional life. The researcher examined data extracted from
a national 3-year study of stress and health. Participants in the study worked for a large
34

health promotion program. The sample (N = 757) consisted of primarily white-collar
African American women, White women, and White men. African American men were
not used in the data analysis because data on this group were incomplete.
The 3-year study used a questionnaire survey of stress and health as well as
collected illness and attendance records of the -participants in the sample. Snowden
(200 1 ) used data collected from the questionnaires for the study. The questionnaires
assessed participants' (a) stress and well-being, (b) depression, (c) source of social
support at home (spouse, friend, family), and (d) source of social support at work
(supervisor, coworker). The questionnaires also asked participants to rate the quality of
social support at home and at work. With respect to work social support, the results found
no significant difference in the level of job-related tension between African American
women, White women, and White men. However, White men experienced significantly
higher job satisfaction than White women and African American women.
Snowden (200 1 ) noted that high levels of home support were associated with low
levels of job-related tension for White men and White women. The relationship between
job-related tension and home support for African American women was not significant.
However, home support reduced depression and strain for all groups. Job support proved
significant for White men and White women in the personal domains but not for African
American women.
One interpretation of this result is that the support of supervisors and coworkers
could reduce depression and strain for White men and White women. Nevertheless, this
support is not beneficial to African American women. Another interesting result of this
research was that for all three groups high levels of job support significantly related to
high levels of job satisfaction.

35

. The study was important because the growing diversity of this country' s
workforce calls attention to the cultural differences each group has in response to stress
and well-being. One way to facilitate workforce diversity is to understand how stress and
social support interplay within and outside of the workplace for each cultural group.
Age

Finegold, Mohrman, and Spreit�er (2002) wanted to detect the characteristics of
an employee that predict commitment and willingness to change companies. Their goal
was to determine whether or not age was a characteristic that predicted commitment and
willingness to change. The researchers surveyed over 3,000 technical professionals. The
participants aged 3 1 and over reported high satisfaction with job security. The reported
satisfaction with job security positively related to commitment for this age group. The
participants aged 30 and under felt satisfied with their work-life balance. Whereas those
3 1 and over felt satisfied with job security, the 30 and under group felt satisfied with
opportunities and with pay based on performance. A satisfaction with (a) work-life
balance, (b) opportunities, and (c) pay positively correlated with commitment for this age
group and negatively correlated with intent to leave. Although these finding were
statistically significant, the researchers noted that the size of the age effect was small.
Similar previous research on the effects of age upon job satisfaction yielded.
mixed results (Hochwarter, Ferris, Perrewe, Witt, & Kiewitz, 200 1 ). Some problems of
previous research have been limited samples and failure to control for tenure and
affective disposition (Hochwarter et al.). To control these problems, Hochwarter et al.
conducted a meta-analysis of age and job satisfaction research. They controlled the
factors of gender, supervision, position tenure, and affective disposition. After reviewing
the data analysis, Hochwarter et al. concluded that the relationship was not linear. They
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argued that a U-shaped curve was the best way to describe the .relationship between age
and job satisfaction: Satisfaction was highest in younger and older workers and lowest in
middle age workers.
Bernal, Snyder, and McDaniel (1 998) chose to measure age and job satisfaction
because the true form and strength of the relationship between these two variables
remained a puzzle. Bernal et al. reported that because there have been many contradictory
reports about the nature of the relationship between age and job satisfaction, the debate
about this subject remains largely unanswered. Previous research like Hochwarter et al.
(2001 ) has reported the relationship to be (a) positive linear, (b) negative linear, (c) U
shaped, (d) inverted U-shaped, or (e) no significant relationship. However, Bernal et al.
criticized previous research for lack of large samples, inherent methodological problems
in the execution of the research, and using participants employed in a single occupation
within a single organization.
Bernal et al. (1 998) used a large, national sample (N = 1 ,095) for their study. They
. extracted the data from the 1 977 Quality of Employment Survey sponsored by the U.S.
Department of Labor. The researchers mentioned that the study used participants
employed in many different occupations from all types of organizations ( e.g.
manufacturing, service, government). Bernal et al. developed their own job satisfaction
survey based on items from tbe 1 977 Survey. The Bernal scale measured (a) coworker
satisfaction, (b) pay satisfaction, (c) promotion satisfaction, ( d) supervisor satisfaction,
and (e) work satisfaction. In addition, they provided internal consistency reliabilities for
each facet of job satisfaction measured by their scale. Nevertheless, Bernal et al. provided
no information concerning the validity of their own scale or the original 1 977 Survey.
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Overall, job satisfaction and age reported a positive. linear relationship, although
the significance was very small. Three of the five facets of job satisfaction (coworker
satisfaction, supervisor satisfaction, and promotion satisfaction) proved no relationship
with age. The remaining two facets (pay satisfaction and work satisfaction) did show a
small relationship with age. Because of their research, Bernal et al. ( 1 998) argued for
future research to step away from using age as a variable of job satisfaction because
aging is a unique and complicated process that may be difficult to measure in relation
with job satisfaction. Nonetheless, the present researcher used discretion regarding the
soundness of this proposal since the Bernal et al. s�dy used 20-year old data. Much has
changed about the nature of work and the work environment in the past twenty years. In
addition, there was no discussion about the structure of the job satisfaction scale. This
researcher was interested to determine whether or not the current results of this study
would corroborate Bernal et al.' s assertion.
Length of Employment

A popular thought has been that as length of employment increases so does job
satisfaction (Burke, 1 996). Burke sampled 829 women and 766 men in a large
organization to see how satisfied they were with their jobs and what factors contributed to
job satisfaction. Burke discovered that overall job satisfaction was moderate. Burke also
discovered that, after controlling different factors, men and women at higher levels in the
organization were more satisfied than men and women at lower levels.
Based on the idea that long tenure with a job equates with high job satisfaction,
many organizations mistakenly place emphasis on creating motivation and satisfaction in
new employees while assuming that long-term employees are already motivated and
satisfied with their jobs (Traut, Larsen, & Feimer, 2000). However, the researchers
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cautioned that, to have a successful workplace, organizations must pay attention to and
invest in their long-term employees. They based this argument- on their study ofjob
satisfaction among long-term fire department personnel. The researchers surveyed 123
employees on five facets ofjob satisfaction: (a) satisfaction with the supervisor, (b)
satisfaction with the agency relationships, (c) satisfaction with job training, (d)
satisfaction with job content, and ( e) overall job satisfaction.
Traut et al. (2000) used regression analysis to analyze the data collected. They
discovered that new employees felt more satisfaction with their jobs than did long-term
employees. The researchers noted some suggestions for improving job satisfaction among
long-term employees: (a) recognize and reward for a job well done, (b) involve
employees in decision-making, and (c) continually train and educate the employees no
matter their length of employment.
Related Research
The antithesis of job satisfaction is job stress or feeling threatened in an
occupational role (Sullivan & Nashman, 1 996). The result of accumulated job stress is
burnout, the emotional and physical exhaustion of workers (Sullivan & Nashman). Both
can affect one's feeling of satisfaction with work. Some research has shown a
relationship between quality social support and decreased job stress and burnout·(Chan &
Hui, 1 998; Schonfeld, 2001). For this reason, research concerning social support with
respect to job stress and burnout is discussed.
Job Stress

Terry et al. (1 995) tested Thoits' (1 986) model that coping mediates the
relationship between social support and stress. The research was comprised of two
studies. Using a short-term longitudinal design, the first study focused on employee
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adjustment to a recent stressful experience at work and the second study focused on
social support, coping, and adjustment among a sample of expectant mothers. The first
study sample consisted of 1 3 7 employees working for a large retail organization in
Australia. During the first intervention, the subjects completed two questionnaires
assessing social support and coping. Two weeks later, of the subjects who completed
questionnaires, 11 6 completed questionnaires that measured job satisfaction and
psychological well-being, which are both indicators of adjustment.
From results obtained through structural equation analyses, the researchers found
support for Thoits' model. High levels of colleague support were related to subjects'
responses to work stress. Subjects with high levels of work-based support were using that
support as a coping mechanism to adjust favorably to work stress. The second study
consisted of 197 expectant mothers and was designed similar to the first study. Results
indicated that high levels of family support had direct and positive effects of adjustment
to motherhood.
In response to the growing body of literature that suggest teachers work under
severely stressful conditions, Chan and Hui (1998) conducted an investigation of Hong
Kong teachers' stress level. Four hundred fifteen (4 1 5) guidance and non-guidance
secondary school teachers completed inventories that measured amounts of (a) perceived
stress, (b) amounts of social support, and (c) levels of psychological symptoms such as
depression, anxiety, insomnia, nervousness, fatigue, and social dysfunction. The
researchers calculated overall measurements for stress, social support, and psychological
symptoms. Data analyses indicated that high levels of stress correlated with high levels of
psychological symptoms. However, regardless of stress level, teachers who reported high
levels of social support reported significantly lower levels of psychological symptoms
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than low social support teachers. As an aside, the researchers indicated that gender did
not have a significant effect on stress levels.
Another study examined the impact ofjob stress among teachers. Schonfeld
(2001 ) discovered that adverse working conditions began to affect women teachers as
soon as they started working. The short-term longitudinal study involved 1 84 new
teachers and focused on the relationship between (a) negative working environments, (b)
social support, (c) locus of control, (d) school factors, and (e) depressive symptoms. Data.
were collected in fall and in spring. Factors that affected depressive symptoms, job
satisfaction, self-esteem, and motivation to teach in the spring were social support and
adverse work conditions experienced in the fall. Specifically, social support from
supervisors and colleagues received in the fall was positively related to job satisfaction in
the spring; social support from nonwork sources was positively related to high levels or
self-esteem and low levels of depressive symptoms in the spring. Conversely, locus of
control and school factors showed no significant correlations with job satisfaction,
depressive symptoms, self-esteem, or motivation to teach.
Burnout

To improve teachers' quality of life, Greenglass et al. (1 996) questioned how
social support could buffer the effects of burnout among a sample of male and female
teachers employed in a large Canadian city. Specifically, the facets of burnout under
investigation were (a) emotional exhaustion, (b) depersonalization, and (c) reduced
personal accomplishment. Eight hundred thirty-three (833) teachers completed
questionnaires that measured burnout, sources of stress, and social support. Multiple
regression revealed that coworkers were the most significant buffer against emotional
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exhaustion and that emotional support from both coworkers and supervisors buffered
against depersonalization.
Stamaman and Miller (1 992) studied burnout and communication among 1 82
schoolteachers in an urban school district. The variables of ( a) work overload, (b) role
conflict, and (c) role ambiguity constituted the examination of burnout and job
satisfaction. The variables of participation in decision-making and support from the
principal were examined as possible influences for reduced experiences of burnout. The
results indicated that the workload of the teachers and the amount of support the principal
gave the teachers significantly related to burnout.
A study of public school teachers revealed that teachers were less likely to
experience burnout or emotional exhaustion when supervisors fulfilled the social
provision reassurance of worth (Russell et al, 1 987). When teachers were praised for the
quality of their work, they were less likely to experience the exhaustive effects of daily
strains and stresses and were more likely to feel a sense of personal achievement. By
having their sense of worth reassured, teachers focused on the important contributions
they made to their students on a daily basis.
This concept has been replicated in a study concerning the burnout of nurses
conducted by Constable and Russell (1986) who found when nurses were encouraged and
praised for their accomplishments by supervisors, they felt less burnout and more
personal achievement. These nurses were characterized as underpaid and constantly in
sight of human suffering; their positions elicited a high degree of pressure. Gaining
reassurance of worth enabled these hard workers to cope with stressful interactions that
would otherwise have fatigued their motivation and commitment to their job.
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Although not a study on social support and job satisfaction, Brewer and Clippard
(2002) studied job satisfaction among Student Support Services Personnel (SSSP). Using
the Job Satisfaction Survey and the Maslach Burnout Inventory, Brewer and Clippard
measured the relationship between burnout and job satisfaction among 250 SSSP
participants. Their results showed that significant relationships existed between three
variables of burnout and overall job satisfaction. The burnout variable personal
accomplishment positively related to overall job satisfaction while emotional exhaustion
negatively related to overall job satisfaction. This research was significant because it
measured job satisfaction among a student support services program. In addition, their
research found that SSSP participants experienced lower burnout and less job _satisfaction
than counterpart in other helping professions.
Alternate Views

Although researchers have found support for a positive relationship between
social support and job satisfaction, a clear consensus of the strength of the relationship
has not been established. For example, Blegen and Mueller ( 1 987) conducted a
longitudinal investigation of levels of job satisfaction experience by nurses. They
concluded that social integration had little effect onjob satisfaction. A similar study
found that interaction between close friends at work did not correlate with job satisfaction
or intent to leave a job (Price & Mueller, 1 9 8 1 ). Accordingly, Ross, Altmaier, and
Russell (1 989) did not find support for the buffering effects of social support on stress.
A study conducted by Burke and Greenglass ( 1 994) examined possible predictors
of job satisfaction and emotional well-being of teachers. Burke and Greenglass collected
data from 833 teachers that measured (a) situational variables, (b) job stressors, (c) role
conflict, and (d) social support. While results found support for job stressors as potential
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predictors ofjob burnout, social support had little correlation with emotional well-being
and job satisfaction. Their results confirmed a previous study that concluded social
support and role conflict had little effect on job satisfaction and burnout (Burke &
Greenglass ).
In study of 1 ,023 hospital nurses, researchers attempted to isolate social support
as a factor that alleviated levels of burnout among these professionals (Koniarek &
Dudek, 1 996). Koniarek and Dudek investigated the influence of work-specific social
support on the burnout variables of (a) emotional exhaustion, (b) depersonalization, and
( c) personal accomplishment. They also investigated the potential relationship between
general social support and job stress as well as overall stress and well-being.
Koniarek and Dudeck's ( 1 996) results lent partial support for the buffering
hypothesis of social support. In short, burnout components correlated with social support
only according to type and amount of social support. Personal accomplishment correlated
with general social support and work-specific social support. General social support and
not work-specific social support correlated with low levels of depersonalization. In fact,
the researchers did not find any correlation between any social support and emotional
exhaustion. The researchers concluded that neither type of social support buffered stress
and job burnout.
Conclusions

Several trends emerged from the literature suggesting that the relationship
between social support and job satisfaction is dynamic and multifaceted. While it is
generally accepted that social support contributes to job satisfaction, the direct links and
causal requirements are not completely understood by researchers. Perhaps demographics
may be a third variable affecting the social support and job satisfaction relationship.
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The studies clearly showed the need for additional investigation into situational as
well as static factors revolving around job satisfaction. More investigation into social
support could contribute to the knowledge of how mechanisms are used to control job
stress and increase job satisfaction.
Summary of Review of Literature

Job satisfaction research has uncovered how some workers cope with the
inevitable stress of demanding occupations and prevent burnout and stress from reaching
dysfunctional levels. Some researchers have focused on relationship between social
support and job satisfaction. The review of literature revealed that an important yet
puzzling link existed between social support and job satisfaction. Most notably, (a) age,
(b) gender, ( c) ethnicity, and (d) length of employment served as a piece of the puzzle.
With a few exceptions, the research suggested that social support did buffer the effects of
job stress and could reduce occurrences .ofjob burnout among th<? helping pr�fess�ons.
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CHAPTER III
METHOD

Chapter II reviewed the literature related to job satisfaction and social support.
The review presented both concepts in terms of theoretical perspectives and current
research approaches. Chapter III provides a description of the research design,
instrumentation, population, data collection, and statistical analysis.
Research Design

The purpose of this research was to examine social support and job satisfaction
among student support services personnel in the SAEOPP association. Additionally, the
researcher examined the differen�es between (a) age, (b) ethnicity, ( c) gender, and (d)
length of employment with respect to job satisfaction and social support. Selected
participants were asked to complete three questionnaires: (a) the Social Provisions Scale,
(b) the Job Satisfaction Survey, and ( c) the demographic questionnaire. The researcher
statistically analyzed data by using tests of multivariate analysis of variance (MANOVA),
analysis of variance (ANOVA), and Pearson product moment correlational coefficient
(r). The Pearson product moment correlational coefficient allowed the researcher to

decide if a significant relationship existed between job satisfaction and social support.
The MANOVA and the ANOVA allowed the researcher to decide if significant
differences existed for (a) age, (b) ethnicity, (c) gender, and (d) length of employment
with respect to job satisfaction and social support.
Variables
Dependent Variables

For this study, job satisfaction and social support were dependent variables. As
measured by the Job Satisfaction Survey (JSS), job satisfaction variables consisted of: (a)
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pay, (b) promotion, (c) fringe benefits, (d) coworkers, (e) supervision, (f) communication,
(g) operating conditions, (h) nature of work, and (i) contingent rewards. As measured by
the Social Provisions Scale (SPS), social support variables consisted of: (a) attachment,
(b) guidance (c) nurturance, (d) reassurance of worth, (e) reliable alliance, and (f) social
integration.
Independent Variables
The independent variables under investigation were demographic characteristics
measured by the demographic questionnaire. Gender, ethnicity, age, and length of
employment were measured with each variable of social support and job satisfaction to
decide if significant differences existed between these four demographic characteristics
and the dependent variables.
Instrumentation

To choose the most appropriate instrument for this study, the researcher reviewed
many instruments to measure social support and job satisfaction. The researcher chose
the Social Provisions Scale, the Job Satisfaction Survey, and the demographic
questionnaire to measure the variables; these instruments are described in detail at the
end of this section. In the following section, the researcher briefly described the various
instruments not chosen for use in this study.
Social Support Instruments
For researchers, the measurement of social support often poses a difficult problem
(Vaux, 1 988). Social support is a complex· phenomenon and has been defined differently
by many researchers (Vaux). Some define social support as (a) group membership, (b)
esteem support, or (c) guidance. Others define social support as a behavioral or cognitive
phenomenon. Thus, researchers often find themselves in an instrument quagmire; there
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are as many different instruments available to measure social support as �here are
definitions that conceptualize social support. Vaux reasoned that the difficulty in.
measuring social support is because no clear theoretical framework exists for social
support. Also, researchers have not reached a consensus for one definition of social
support. There is no guiding theory available for social support researchers. In fact, more
social support theory exists than acceptable measures (Vaux). Early instruments did not
posses acceptable reliability and validity. As a result, Vaux outlined three questions to
guide the evaluation of social support measures:
1 . Is the measure based on a specific theory?
2. Does the measure report distinct scores for support resources, support
behavior, or support appraisals?
3 . To what degree does the instrument measure different sources o f support and
different types of support?
Personal Resource Questionnaire� The Personal Resource Questionnaire ([PRQ] ;

Brandt & Weinert, 1 _9 8 1 ) measured participants' total level of perceived social support
and the scope of the social support network. The measurement consisted of two parts.
Part I was a descriptive portion that measured size of network, number of problems
experienced, and level of satisfaction with the help received. This part asked participants
to check from a list the people they would seek for support during a problem. The
participants also were asked whether or not there was a problem within the past six
months. Finally, participants were to indicate on a 6-point Likert scale how satisfied they
were with the help received from the resources. Part II consisted of 25 subjective
statements and measured level of perceived social support on a Likert scale.
Normative data have been established for age groups. The researchers have yet to
determine normative data by demographic data such as educational level, race, and
49

income. The researchers indicated the test-retest reliability to be .81 for Part I (scope of
network) and .72 for Part II (perceived social support). To date, the validity had not been
soundly established.
To summarize, the PRQ was a measure that determined one's size and quality of
social network and assessed one's level of perceived social support. Considering that the
PRQ was still in development stage and its validity had not been firmly established, this
instrument was not suitable for this study.
Social Relationship Scale. The Social Relationship Scale ([SRS]; Mcfarlane,

Neale, Norman, Roy & Streiner, 1981) focused mostly on social network size and
appraisals of the social network. Participants listed people with whom they would discuss
problems in six areas of life that were considered potentially stressful: (a) ·home and
family, (b) health, (c) money and finances, (d) personal and social, (e) society in general,
and (f) work. The participants then rated how helpful or unhelpful the discussions had
been with the people listed. The instrument administrator calculated a score by averaging
the network members and helpfulness.
The SRS was a short measure, and assessed network size across a variety of life
domains. Another strength was that the SRS assessed the perceptions of helpful and
unhelpful interactions with social network members. However, the SRS failed to capture
information about the quality of different types of support received; the measure simply
gave a score for the size of one's social network and some indication of satisfaction with
the social network. Considering that the SRS was developed in 1981, the research opted
for a more recent instrument and one that gave more information about social support
resources.
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Social Connectedness Scale. The Social Connectedness Scale ([SCS] ; Lee &
Robbins, 1 995) was a self-report questionnaire that measured the degree of closeness that
a participant experienced in social networks. The scale also measured the degree of
difficulty in maintaining closeness with peers, friends, coworkers, etc. There were eight
statements on the SCS, and participants rated each statement on a 6-point Likert scale ( 1
= strongly agree and 6 = strongly disagree). A high score indicated a strong sense of
being close with others in the participants' social network.
The SCS has shown significant correlation with global measures of (a) self
esteem, (b) social support, (c) aJl?Ciety, (d) academic performance, and (e) other
personality measures (Lee & Robbins, 1 995). Lee and Robbins also noted a high internal
item consistency and test-retest reliability.
While the SC_S was a carefully constructed measure, the scale was not suitable for
this study. The SCS did not measure one's size and strength of social support nor did it
measure one's benefits received from social resources; it only measured whether or not
one felt close in relationships. Therefore, the SCS was not a valid instrument to use in
this study.
Social Provisions Scale. The unpublished Social Provisions Scale ([SPS]; Russell
& Cutrona, 1984) measured social support as theorized by Weiss ( 1 974). Weiss reasoned
that people experience general well-being and life satisfaction when relationships meet
six fundamental needs. The purpose of the scale was to measure the fulfillment of six
social provisions: ( a) attachment, (b) reliable alliance, (c) opportunity for nurturance, (d)
guidance, (e) social integration, and (f) reassurance of worth. In addition, the scale
measured the extent to which the participant's current work relationships provide for six
important relational provisions (Kruger, 1 997). Each provision was operationalized, and
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six subscales consisting of four questions measured each social provision. A total score
reflected the participant's overall level of social support.
The researcher chose the SPS (Russell & Cutrona, 1 984) to measure the variable
social support. The researcher chose the SPS because of its demonstrated validity and
reliability, economic value, ease of administration, and brevity of scale. In addition, the
scale has been used in many studies concerning social support (Caron, Tempier, Mercier,
& Leouffre, 1 998; Kraus, Bazzini, Davis, Church, & Kirchman, 1 993 ; Kruger, 1 997).
The unpublished SPS measured the scope of a participant's social relationships
and the extent to which the participant felt supported by social relationships (Kruger,
1 997). The scale consisted of 24 statements, and participants rated each statement on a 4point Likert scale (1 = strongly disagree, 2 = disagree, 3 = agree, 4 = strongly agree).
Also, the SPS had six subscales that measure six social provisions: (a) attachment, (b)
nurturance, (c) social integration, (d) reassurance of worth, ( e) reliable alliance, and (f)
guidance. The SPS reported a total social support score and scores for each subscale.
After the researcher contacted the author to gain permission to use the SPS in this study,
the author Russell provided the scale and instructions for calculating the scores for each
subscale. A copy of the request to use the SPS in this study and permission to use are
located in Appendix A.
The scale has been used on a wide variety of populations and in many settings.
The scale has also been used in a variety of studies that measure different outcomes of
social support.
1 . Caron et al. ( 1998) administered the scale to a sample of French psychiatric
welfare and general subjects to measure satisfaction with social support and
satisfaction with life.
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2. Wenzel (1 993) gave the SPS to 1 1 5 homeless and nonhomeless disadvantaged
persons who sought assistance from state employment agencies located in a
southwestern city in the United States.
3 . Older adult populations completed the scale in studies measuring life
satisfaction, close relationships, and social support (Aquino, ·Russell, Cutrona,
& Altmaier, 1 996; Mancini & Bliesner, 1 993 ).
4. Ross et al. ( 1 989) used the SPS in a sample of 257 doctoral-level counselors
employed at a university counseling center to measure job burnout and quality
of social support.
5. While studying the experience of loneliness, Kraus et al. administered the SPS
to a sample of 1 ,200 college students enrolled in a small southern college.
6. The scale has been used in studies involved with teacher job satisfaction
(Kruger, 1 997) and teacher assistance teams (Kruger, Struzziero, Watts, &
Vacca, 1 995).
Cutrona and Russell (1 987) supported the validity and reliability of the SPS from
studies of (a) college students (N= 1 , 1 83), (b) public school teachers (N=3 03 ), (c) nurses
(N=306), and (d) older adults (N=30 1 ). Evidence also supported that the scale was not

related to measures of social desirability, a bias that often plagues measures of social
support (Cutrona & Russell). The overall reliability of the scale is .9 1 5 .
In addition, Cutrona and Russell (1 987) provided support for the criterion-related
validity, the convergent validity, and the discriminate validity. The authors of the scale
found support for the internal reliability of the subscales. The reliabilities of the
individual subscales ranged from .655 to .760, which indicated that each item adequately
to strongly represents the construct that it was designed to measure (Russell, Cutrona,
Rose, & Yurko, 1 984). The reliabilities provided by Cutrona and Russell are depicted in
Table 1 .
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Table 1

SPS Subscale Reliabilities

Social Provisions Subscale
Attachment
Social integration
Reliable alliance
Guidance
Opportunity for nurturance
Reassurance of worth

Reliability
.747
.673
.653
.760
.655
2.020

Overall, the SPS was an efficient, reliable, valid, and economic tool to measure
social support. The researcher obtained a copy of the scale and permission to use the
scale by e-mailing the author Russell. In return for using the scale, the researcher will
send results of this study to the author Russell. A copy of the scale has not been placed in
the Appendices because the researcher did not obtain permission to place it in the final
copy of this paper.
Job Satisfaction Instruments
Job Descriptive Index. The Job Descriptive Index ([JDI] ; Smith, Kendall, &
Hulin, 1 969) was a very carefully constructed and validated measure that assessed one's
satisfaction with work and retirement. Organizational psychologists contend that this was
the most frequently used instrument to measure job satisfaction (O'Reilly, 1 99 1 ).
Consisting of 72 short phrase items, the JDI measured five facets of job
satisfaction: (a) work, (b) pay, (c) promotion, (d) supervision, and (e) coworkers. Some of
the strengths of the scale were its reliability and validity as well as ease of use (Smith et
al., 1 969). While the scale has been regarded as popular, critics argued that its biggest
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disadvantage was the fact that it measured only five facets of job satisfaction and that
these facets may not be applicable to all employee groups (Spector, 1 997).
Job in General Scale. The Job in General Scale ([JIG] ; Ironson, Smith, Bannick,
_Gibson, & Paul, 1 989) consisted of 1 8 items that assessed emotional reactions of people
to their jobs. Constructed of descriptive phrases, the scale measured job satisfaction on a
3-point Likert scale. The statements were worded for variable reading abilities to
comprehend the statements. The JIG measured overall job satisfaction instead of
satisfaction in particular facets of a job. Ironson et al. reported high construct and
criterion-related validity. An internal consistency of .90 made this scale a potential
instrument to use to measure job satisfaction (lronson et al.). However, the scale has been
copyrighted; the scale was too expensive to use in the present study.
Minnesota Satisfaction Questionnaire. Another popular scale that measured job
satisfaction was the Minnesota Satisfaction Questionnaire ([MSQ]; Weiss, Dawis,
England, & Lofquist, 1 967). The long form contained 1 00 items and the short form .
contained 20 items. Overall, the MSQ measured 20 facets of job satisfaction, some of
which are moral values, security, and creativity (Weiss et al.). It also assessed intrinsic
satisfaction, external satisfaction, and overall job satisfaction (Spector, 1 997). The
internal consistency has been reported as acceptable; however, researchers have found
high correlations between subscales (Spector). The researcher chose not to use this scale
because it was not appropriate for the goals of this study. Also, it was copyrighted and
expensive to use.
Job Attitude Scale. The Job Attitude Scale ([JAS]; Saleh, 1 975) was a 1 20-item
survey measuring one's satisfaction with 1 6 facets of a job. The 1 6 facets measured were
(a) praise and recognition, (b) growth in skill, (c) creative work, (d) responsibility, (e)
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advancement, (f) achievement, (g) salary, (h) security, (i) personnel policies, G)
competent supervision, (k) relations-peers, (1) relations-subordinates, (m) relationssupervisor, (n) working conditions, (o) status, and (p) family needs-salary.
Although this scale appears to be a thorough measurement ofjob satisfaction, the
scale has been criticized for being redundant and narrowly measuring a construct (Boyle,
1 991 ). In addition, the general reliability and validity have been difficult to assess
(Boyle). Boyle also commented that the JAS has typographical errors, the manual lacks
descriptive information about testing groups, and the references are dated from the 1 960s.
In view of this information,_ the researcher determined the JAS would not be appropriate
for this study.
Job Satisfaction Survey. Spector designed the Job Satisfaction Survey ([JSS] ;
Spector, 1 997) to measure nine facets ofjob satisfaction and overall job satisfaction.
Spector noted that the scale is a summated rating scale format, which is the most popular
format to use for job satisfaction scales. The JSS consisted of 36 items arranged on a 6point Likert scale that gives a score for each of the nine facets: (a) promotion, (b)
supervision, (c) fringe benefits, (d) contingent rewards, (e) operating conditions, (f)
coworkers, (g) nature of work, (h) communication, and (i) pay. High scores on the scale
represent job satisfaction.
Spector ( 1 997) commented the validity of the JSS scale lies in its high correlation
with other job satisfaction scales such as the JDI. Data analyses reveal that the total
internal consistency reliability is .9 1 , which is well above the accepted minimum of .70
(Nunnally & Kotsch, 1 983). The internal consistency refers to how well the scores on one
test relate to another test. The test-retest validity is .7 1 , which reveals that the test is
relatively stable over time (Spector). The researcher chose this measure for use in the
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present study because the JSS was (a) valid, (b) reliable, (c) easy to administer, and (e)
cost-efficient. Spector also noted that the JSS is applicable to use on people in all
organizations.
The researcher obtained a copy of Spector' s ( 1 997) scale, which is located in the
· book for reproduction. In addition, the researcher accessed Spector's personal website on
the Internet (Spector, 1 998) to gain survey norms and additional information about the
survey. Although the scale is copyrighted, Spector provides the scale free of charge for
noncommercial educational and research purposes. In return for using the scale in this
research, the researcher will send Spector a summary of the results. A copy of the JSS has
not been placed in the Appendices because the researcher did not obtain permission to
place it in the final copy of this paper.
Demographic Questionnaire

The demographic questionnaire, developed by Brewer, collected information on
participants' demographics. The characteristics collected by the questionnaire were (a)
age, (b) gender, ( c) ethnicity, (d) marital status, ( e) job title, (f) length of employment,
and (g) status of employment, either full-time or part-time. The demographic variables of
gender, ethnicity, age, and length of employment were analyzed with both social support
and job satisfaction to decide whether a significant difference existed between these
variables. However, the remaining demographic variables were collected only to gain a
sharper image of the characteristics of student support services personnel in the SAEOPP
association and were not addressed in the null hypotheses.
To describe the demographic questionnaire, participants indicated whether they
worked full-time or part-time. Participants also indicated the title of their position: (a)
administrative, (b) program coordinator, ( c) counselor, ( d) program director, ( e) teacher,
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and (f) other. Participants specified how long they have been employed with student
support services programs (see Appendix C).
The age categories the participants were to check were (a) 21 -30, (b).3 1 -40, (c)
41 -50, (d) 5 1 -60, and (e) 60 and over. Participants were to select ethnicity from the
following: (a) African American, (b) Asian-Pacific Islander, (c) Hispanic, (d) Native
American, (e) White, and (f) Other. Participants selected marital status from the
following: (a) married, (b) divorced, (c) separated, (d) single, and (e) widow.
Summary ofInstruments
To reiterate) the SPS measured the social support variable. The SPS provided a
total social support score and scores for six facets of social support. The researcher chose
to use the SPS because it was (a) easy to administer, (b) economical, (c) easy to obtain,
(d) valid and ( e) reliable. The JSS measured the job satisfaction variable. The JSS
provided a total job satisfaction score as well as scores for nine facets of job satisfaction.
Much like the SPS, the JSS was simple to administer, economical, and easy to obtain.
The JSS also was a valid and reliable tool for measuring job satisfaction. The
demographic questionnaire assessed the independent variables (a) age, (b) ethnicity, (c)
gender, and (d) length of employment. The questionnaire collected other demographic
data that were not used as part of the statistical analysis; this information was used only
to describe the characteristics of the sample.
Population and Sample

The population under investigation was student support services program
personnel. The researcher's goal was to discover a significant correlation between job
satisfaction and social support among student support services personnel in the SAEOPP
association. The majority of SAEOPP members are people who work for TRIO. Another
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goal of this research was to discover any significant differences existed between (a) age,
(b) ethnicity, (c) gender, and (d) length of employment with respect to the dependent
variables.
Description ofPopulation

The Higher Education Act of 1965 appropriated funds for student support service
programs (Hewitt, 1998). Student support service programs serve an underrepresented,
disadvantaged population who is at risk for school dropout and perpetual low-wage
employment. Student support services personnel work with legislators, community
leaders, and local schools in an effort to promote the principles of academics and
achievement.
Historically, clients ofstudent support services come from low-income, first
generation families, and are at risk for not pursuing postsecondary education (Beavers,
1996). Student support services personnel consist of (a) advisors, (b) counselors, (c)
coordinators, (d) project directors, (e) assistant directors, (f) teachers, and (g) tutors.
These professionals assist clients with educational services and personal support services.
Student support services personnel teach and tutor on academic matters as well as advise
and support clients in choosing appropriate postsecondary institutions.
Student support service programs typically serve economically depressed areas
and disadvantaged clients (Hewitt, 1998). However, student support services personnel
work under the threat of reduced funding or elimination by Congress. In addition to
questionable funding, student support services personnel also work under the stress of
teaching and community service (Beavers, 1996). It is for this reason that it was
significant to study job satisfaction among student support services personnel.
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Sampling Frame
The researcher randomly chose student support services personnel to participate
in this study from the 2002-2003 Directory of the Southeastern Association of
Educational Opportunity Program Personnel (SAEOPP). SAEOPP is one of ten regional
. associations of student support services, and serves the southeastern states. The states that
are part of SAEOPP are: (a) Alabama, (b) Florida, (c) Georgia, (d) Kentucky, (e)
Mississippi, (f) North Carolina, (g) South Carolina, and (h) Tennessee.
The researcher chose the sample from the 2002-2003 Directory of the
Southeastern Association ofEducational Opportunity Program Personnel because the
directory was the most current and convenient tool available. The directory listed the
names and addresses of all 731 members. The researcher used systematic random
sampling by selecting every third name listed until 300 names had been selected. An
advantage of systematic random sampling is that it is not time consuming. However, a
disadvantage is that one has to assume that position on a list does not influence
randomness {Taylor, 1972).
For a population of 800, Dillman (2000) suggested that a sample should contain
260 participants, thereby allowing the researcher to be 95% confident that the sample is
within ±5 percentage points of the true population, assuming that half of the participants
will be interested in the survey. Dillman suggested that the sample contain 458
participants for one to be 95% confident that the sample will be ±3 percentage points of
the true population. However, Dillman stated that financial constraints could limit the
number of participants chosen, as was the case in this study.
Therefore, the researcher chose 300 participants from the population because that
number is slightly higher than the recommended 260 participants for a ±5 sampling error.
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The researcher chose not to select more than 300 participants because of time and
financial constraints. For each participant, the researcher assigned identification number
from 001 -300. The researcher then wrote the identification number on questionnaire
packets sent to the participants as a method to track survey returns. All names of the
chosen participants remained in strict confidence while the research was underway.
The sample size was (N= 300) 4 1 .4% of the SAEOPP population. Gay and
Airasian (2000) indicated that the use of a large sample renders it more generalizable to
the population than does a small sample. Undersampling could result in sample means
that are not approximate to the population. In addition, the central limit theorem states
that as sample size increases, the means of the sample become normal regardless whether
or not the population is normal (Lehman, 1 995).
Procedures

After the sample had been chosen and recorded, the researcher employed methods
outlined by Dillman (2000) to collect data from the sample. Dillman outlined specific
strategies for researchers to use when sending surveys that shm_1ld harvest good response
rates. The methods of data collection are desc�bed in the following section.
Data Collection

According to Dillman (2000) multiple contacts with participants are an effective
· way to maximize their response to surveys. Therefore, he advised that each participant
receive an introductory letter prior to receiving the surveys. The introductory letter
explains that the person was chosen to be a part of the project, provides a brief
description of the project, and records appreciation for their participation. Howeve�,
because of time and cost restraints, this procedure was not utilized for this research.
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Instead, the coded questionnaire packet was mailed to each participant at the
outset. The packet consisted ofa detailed cover letter explaining (a) the purpose ofthe
project, (b) why the individual's response was highly regarded, and (c) that all answers
would be held in the strictest confidence. The cover letter was also personalized to each
participant as Dillman (2000) suggested that personalization may encourage higher
response rates. A copy ofthe cover let�er is located in Appendix B.
A questionnaire cover sheet separated the cover letter from the questionnaires.
Using directions provided by Dillman (2000), the front cover page· was memorable to the
reader by (a) the use ofcolored paper, (b) using a title ofthe project that was easy to
identify, (c) using a simple, neutral graphic design, and (d) supplying the name and
address ofthe sponsor. A copy ofthe cover sheet also is provided in Appendix C.
The demographic questionnaire was placed after the cover sheet. The JSS was
placed after the demographic questionnaire, and the SPS placed last. Following the
ordering principles offered by Dillman (2000), a questionnaire back cover completed the
questionnaire packet. The back cover was a simple sheet ofwhite paper that thanked the
participant for their participation and allowed room for additional comments. Copies of
the demographic questionnaire and back cover page are located in the Appendix C.
In addition to the questionnaire packet, each participant received a self-addressed
return envelope with a first-class stamp affixed. Dillman (2000) suggested that the use of
a postage stamp rather than a postal meter discourages the participant from throwing the
questionnaire packet away. As an additional incentive to complete and return the
questionnaires, the participants were entered into a drawing to win a new DVD player by
simply returning the questionnaire packet by a given date.
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The researcher created an electronic spreadsheet to track responses. The
spreadsheet listed participants' survey code and their respective responses to the
instrument questions. The paper questionnaires were filed in a locked cabinet until the
data analysis was complete. Then, the researcher destroyed the paper questionnaires and
only kept the electronic spreadsheet.
A month after the questionnaire packets were sent, the researcher mailed follow
up letters to participants who had not responded. The nonrespondents received a second
letter and a replacement questionnaire packet with a self-addressed stamped return
envelope. The letter voiced that the participant had yet to return the questionnaires,
reiterated why a response was so valued, and urged the participant to return the
questionnaires. Although Dillman (2000) recommended the use of more than one follow
up method, this study employed only one method because of time and financial
constraints. A copy of the follow-up letter is located in Appendix B.
After collection of all possible questionnaires from participants, the researcher
took the completed electronic spreadsheet via floppy disk to the Statistical Computing
Center located on university campus. The data from the spreadsheet was then imported
by a statistical consultant into the SPSS computer program. Statistical analysis of the data
was utilized to determine whether or not a significant relationship exists between (a) age,
(b) ethnicity, (c) gender, and (d) length of employment with respect to the dependent
variables of social support and job satisfaction. An additional analysis determined
whether or not social support and job satisfaction were correlated. Finally, an analysis
was utilized to determine the demographics of the sample as well as the means and
standard deviations of the JSS and the SPS. A description of the data analysis is included
in the following section.
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Data Analysis
Analyses of the data consisted of descriptive and inferential statistics. The data
analyses answered the follow null hypotheses:
Ho 1 :

There was no significant difference between gender and social support
among student support services personnel in the SAEOPP association.

H0 2:

There was no significant difference between gender and job satisfaction
among student support services personnel in the SAEOPP association.

H03 :

There was a significant difference between ethnicity and social support
among student support services personnel in the SAEOPP association.

H04:

There was no significant difference between ethnicity and job satisfaction
among student support services personnel in the SAEOPP association.

H0 5 :

There was no significant difference between age and social support among
student support services personnel in the SAEOPP association.

H0 6:

There was no signi icant difference between age and job satisfaction
among student support services personnel in the SAEOPP association.

Ho 7 :

There was no significant difference between length of employment and
social support among student support services personnel in the SAEOPP
association.

H0 8 :

There was no significant difference between length of employment and
job satisfaction among student support services personnel in the SAEOPP
association.

H09:

There was no significant relationship between social support and job
satisfaction among student support services personnel in the SAEOPP
association.

f

Frequencies and percentages were used to describe the demographic
characteristics of the participants. Also, means and standard deviations were used to
illustrate subscale scores on the JSS and the SPS. To answer null hypotheses one through
eight, multivariate analyses of variance (MANOVA) were used as the omnibus test to
discern whether or not the data were meaningful at the .05 level of significance (p = .05).
An omnibus test gives a general indication about the means of the variables (Lehman,
1 995). If the MANOVA did not reveal significance differences in the means, the
researcher did not perform a post hoc test. A post hoc test is performed after the omnibus
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test to locate where the differences are in the means (Lehman, 1995). If the MANOVA
revealed significance (p < .05), then an analysis of variance (ANOVA) was utilized to
determine which of the independent variables was significant with the dependent
variable. Finally, Pearson product moment correlation coefficient (r) was used to address
research question nine.
Descriptive Statistics. The researcher used descriptive statistics to depict the

profile of the participants. The information collected from the demographic questionnaire
reflected a nominal level of measurement. The nominal level categorizes data that can be
counted for frequency. As previously mentioned, the researcher calculated the means and
standard deviations for the SPS and the JSS. These descriptive statistics illustrate overall
group tendencies but a researcher cannon decide whether to accept or reject the null
hypothesis using descriptive statistics: Inferential statistics are used to make a decision
concerning the rejection or acceptance of the null hypothesis.
Significance. To determine whether a significance is a true significant or one

attributed to chance because of sampling error, a researcher selects a confidence
(significance) level. The confidence levels are usually between p = .05_ and p = .01.
Typically, p = .05 is the level of choice for social researchers {Taylor, 1972). The
confidence level ofp = .05 is the level at which researchers are willing to reject the null
hypothesis if sample differences occur by chance only five out of one hundred times. A
researcher can make a conclusion or prediction with 95% accuracy. The researcher used
the .05 level of confidence for the statistical tests of this study.
Pearson Product Moment Correlation Coefficient. The Pearson product moment

correlational coefficient is a parametric test. It is appropriate for use when the variables
are interval or ratio and the sample size is larger than 30. It is also appropriate to use
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when the data are normal distributed. In addition, Gay and Airasian (2000) suggest that
the Pearson r is the most precise and preferred tool used to measure correlation. Since the
variables in this study were interval, the Pearson r was the best test to use to determine
whether or not there are significant correlations between variables ofjob satisfaction and
social support. The researcher used confidence levels ofp = .05 to decided significant
relationships between the variables.
ANOVA. The ANOVA is utilized to decide whether or not there is a significant

difference between two or more means at a selected probability level. The ANOVA is
preferred over the independent samples t test because the ANOVA can make a single
overall decision as to whether a significant relationship is present among three or more
sample means (Iman, 1994). The t test is used for comparison oftwo means from
independent samples or single samples in a before and after research design (Iman).
Therefore, the ANOVA was the most_ appropriate inferential test to use because the data
were normally distributed, interval, and more than three means were compared. The
researcher used a confidence level ofp = .05 to decide ifthere were significant
differences among the means.
MANOVA. The MANOVA is analogous to the ANOVA. The difference between

the two is that the MANOVA compares groups ofmultiple independent and dependent
variables simultaneously while keeping the confidence level constant whereas the
ANOVA compares multiple independent variables and one dependent variable (Iman,
1994). The advantage ofthe MANOV A is reduced probability of obtained a Type I error.
When a researcher conducts many statistical tests for one group, the chances ofrejecting
true null hypothesis increase; the findings could be significant because ofsampling error
(Iman). For this study, the F statistic was compared with the Wilks' Lambda (A) value
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for the .05 confidence level and the appropriate degrees of freedom. If the MANOVA
revealed that the means were si gnificantly different at p = .05, then the ANOVA was
performed to decide which specific variables were significant
Summary of Methodology

To summarize, this study determined whether or not social' support significantly
correlated with job satisfaction and if there were differences in age, ethnicity, gender, and
length of employment with respect to social support and job satisfaction. The population
for this study was student support services program personnel who are members of the
SAEOPP .association. The researcher chose a random sample of 300 student support
services personnel from the 2002-2003 Directory ofSoutheastern Association of
Educational Opportunity Program Personnel, and sent each participant a survey
questionnaire packet.
The MANOVA statistical test was utilized to address null hypotheses two
. through eight. The Pearson product moment was utilized to address null hypothesis nine.
Frequencies and percentages were utilized to describe the demographics.of the
participants, and means and standard deviations illustrated the .overall scores of the JSS
and the SPS. Data are presented and analyzed in Chapter IV as they relate to the .
instruments used in this study. In addition, nine null hypotheses are addressed.
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CHAPTER IV
FINDINGS AND RESULTS
The purpose of this study was to find any significant correlations between job
satisfaction and social support among student support services personnel in the SAEOPP
association. A secondary purpose was to find any differences between (a) age, (b) gender,
(c) ethnicity, (d) length of employment and the dependent variables of job satisfaction
and social support. Chapter III addressed the population, sample, instruments,
procedures, and data analysis. In this chapter, the results of data analysis pertaining to
each null hypothesis are addressed.
Response Rate
The researcher selected 300 student support services personnel from a population
of 73 1 SAEOPP association members. The researcher initially mailed a packet containing
a (a) personalized letter explaining the purpose of the study, (b) the demographic
questionnaire, (c) the Job Satisfaction Survey, and (d) the Social Provisions Scale. After a
follow-up mailing, a total of 1 50 usable questionnaires were returned, yielding an overall
response rate of 50.3%. Two surveys were returned marked undeliverable, and four
surveys were returned incomplete.
Description of Sample
The demographic data describing this study' s participants are presented in Table 2
as frequencies and percentages. One hundred and five (70.0%) participants were women
and 45 participants (30.0%) were men. All of the participants answered this item on the
demographic questionnaire.
The analysis of the demographic questionnaire revealed that 28.0% of the
participants were 41 to 50 years of age, 32.7% were 5 1 years of age and over, and 24.7%
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were between the ages of 31 and 40. Approximately 1 5% of the participants were
between the ages of 2 1 and 30. Again, all the participants answered this item.
With respect to ethnicity, 72 participants (48.0%) described themselves as African
American. Whites represented the second largest category of participants at a frequency
of 69 (46.0%). Nine (6.0%) described themselves as Other (Hispanic, Native American,
Asian-Pacific Islander, and Other). Al] participants answered this item.
Of all participants, 1 49 participants answered the marital status item on the
demographic questionnaire. Eighty-nine participants were married (59.3%), and 60
participants (40.0%) were not married As noted in Table 2, one value is missing (0.7%).
One hundred forty-five (145) participants answered the employment status item.
With respect to employment status, 1 44 participants (96.0%) worked full-time for student
support services. One participant (0.7%) worked part-time. As noted in Table 2, five
values are missing for this item (3.3%).
All participants answered the employment position item. Category I represented
program directors and administrative positions. With respect to employment, 66
participants described themselves as Category i (44.0%). Category II represented
program coordinators, counselors, teachers, and all other positions. Seventy-six (76)
participants described themselves as Category II (50.7%).
The last question on the demographic questionnaire assessed participants' length
of employment with student support services. Eighteen (1 8) participants ( 1 2.0%) have
worked 2 years or less. Fifty-three (53) participants (35.3%) have worked 2 to 5 years for
student support services, 3 1 participants (20. 7%) have worked 6 to 1 0 years, and 28
participants (1 8.7%) have worked 1 1 to 1 5 years. Twenty participants ( 13.3%) have
worked 1 6 or more years.
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Table 2
Demographic Data of Participants
Variable
Age

2 1 to 30
31 to 40
41 to 50
51 +
Total

Gender

Male
Female
Total

Ethnicity

African American
White
Other
Total

Marital Status

Married
Not Married
Missing Values
Total

Employment Position

Category I
Category II
Missing Values
Total

Length of Employment

2 Years or Less
2-5 Years
6-1 0 Years
1 1- 1 5 Years
1 6 Years or More
Total

Employment Status

Full-time
Part-time
Missing Values
Total

Cumulative
Percent

Frequency

Percent

22
37
42
49
1 50

14.7
24.7
28.0
32.7
1 00.0

14.7
39.3
67.3
100.0

45
105
150

30.0
70.0
1 00.0

30.0
100.0

72
69
9
1 50

48.0
46.0
6.0
1 00.0

48.0
94.0
100.0

89
60
1
1 50

59.3
40.0
0.7
1 00.0

59.7
100.0

66
76
8
150

44.0
50.7
5.3
1 00.0

46.5
1 00.0

18
53
31
28
20
1 50

1 2.0
35.3
20.7
1 8.7
13.3
1 00.0

12.0
47.3
68.0
86.7
100.0

144
1
5
1 50

96.0
0.7
3.3
1 00.0

99.3
1 00.0
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Because the distribution of frequencies was not equal for (a) age, (b) marital
status, (c) employment position, and (d) length of employment, data were compressed
into fewer categories for these independent variables. This was done to avoid skewing
data and not obtaining an accurate statistical figure. Marital status was categorized as
either married or not married. Employment position was separated into two categories,
Category I and Category II. Category I represented administrative positions and program
directors. Category II represented (a) program coordinators, (b) counselors, (c) teachers,
and ( d) all other positions. The categories for age were (a) 2 1 -30 years of age, (b) 3 1 -40
years of age, (c) 41 -50 years of age, and (d) 5 1 +. The compressed categories for length of
employment were (a) 2 years or less, (b) 2-5 years, (c) 6- 1 0 years, (d) 1 1 - 1 5 years, and
(d) 1 6 years or more.
Table 2 illustrates the frequencies and percentages of the participants'
demographics. The independent variables of age, marital status, employment position,
and length of employment reflect the compressed data used for analysis. The following
sections discuss data relevant to the null hypotheses for this study.
Null Hypothesis One

Ho 1 : There was no significant difference between gender and social support
among student support services personnel in the SAEOPP association.
To determine if differences existed between men and women in their reported
levels of social support, a MANOVA was utilized to test null hypothesis one. This test
was the most appropriate statistical test to use because the MANOVA is used when there
are two or more independent variables. The MANOVA is similar to the t test: Both tests
measure the distance between the means (Lehman, 1 995). The ANOVA was another
appropriate test to use. However by using the one-way ANOV A, many tests would have
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been required for all variables of this hypothesis, thus increasing a risk of Type I error
(Lehman). To avoid gaining a Type I error, a one-way MANOV A was used before the
ANOVA to test for significant differences among the means. Wilks' Lambda value was
used to test the hypothesis, and a confidence level of less than .05 (p < .05) was needed
· for a significant difference. A small Wilks' Lambda value compared to the mean value
indicates a significant difference (Lehman). Since there is no table of critical values for
Wilks' Lambda, the value is transformed into an F value (Lehman). The MANOVA
revealed that the F statistic was .643 with 6 and 1 43 degrees of freedom and a
significance of .696. The researcher concluded that the sample means were not
significantly different from one another at the .05 confidence level.
With 95% confidence, there were no significant differences in gender with respect
to the dependent variables of (a) guidance, (b) reassurance of worth, ( c) social
integration, (d) attachment, (e) nurturance, and (f) reliable alliance. Therefore, an
ANOVA was not warranted to pursue the differences further, and the researcher failed to
reject null hypothesis one. Table 3 depicts the Wilks' Lambda, the F statistic, and the
significance for gender and the dependent variables of social support.
Table 3

Multivariate Test ofMeans for Gender and Social Support Variables

Gender
*p = .05

Wilks' Lambda

F

df

Level of
Significance*

.974

.643

6, 143

.696
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Null Hypothesis Two
H02: There was no significant difference between gender and job satisfaction
among student support services personnel in the SAEOPP association.
To determine if differences existed between men and women in their reported
levels of job satisfaction, a MANOVA was utilized to test null hypothesis two. Similar to
null hypothesis one, the MANOVA was the most appropriate test to use because the
researcher desired to know if there were .significant differences between the means for
more than two variables (Lehman, 1995). To avoid a Type I error, the MANOVA was
used before the ANOVA analysis to test for significant differences. A confidence level of
less than .05 (p < .05) was needed for the differences to be significant. The MANOV A
revealed that the F statistic was 1.617 with 9 and 140 degrees of freedom and .a
significance level of .116. The researcher concluded that the sample means were not
significantly different from one another at the .05 confidence level.
With 95% confidence, there were no significant differences in gender with respect
to the dependent variables of (a} pay, (b) promotion, (c) supervision, (d) fringe benefits,
(e) contingent rewards, (f) operating conditions, (g) coworkers, (h) nature of work, and (i)
communication. Therefore, the ANOVA was not warranted to pursue differences further,
and the researcher failed to reject null hypothesis two. Table 4 depicts the Wilks'
Lambda, the F statistic, and the significance for gender and the dependent variables of
job satisfaction.
Null Hypothesis Three
H03: There was a significant difference between ethnicity and social support
among student support services personnel in the SAEOPP association.
To determine if differences existed between African Americans in their reported
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Table 4
Multivariate Test ofMeans for Gender and Job Satisfaction Variables

Gender

Wilks' Lambda

F

df

.906

1 .6 1 7

9, 1 40

Level of
Significance*
.1 16

*p = .05

levels o f social support, a MANOVA was u_tilized to test null hypothesis three. Once
again, the best test for calculating the difference between means for more than two
variables is the one-way MANOVA. An advantage of using the MANOVA is that this
test keeps the probability level constant (Lehman, 1995). To reduce the potential for Type
I error, the MANOVA was used before the ANOVA analysis to test for significant
differences among the means. A confidence level of less than .05 (p < .05) was needed
for the means to be significantly different. The MANOVA revealed that the F statistic
was 3 . 1 65 with 6 and 1 34 degrees of freedom and a significance of .006. This result
proved significant at the .05 confidence level. Therefore, the ANOVA analysis was
employed to further test the significance of these variables.
The ANOVA is similar to the independent samples t test except the ANOVA can
test for significant difference between means for multiple variables of interval or ratio
data (Iman, 1 994). The ANOVA is also preferred over other statistical tests such as
multiple regression or the Chi square test. Multiple regression measures correlation
between predictor and criterion variables (Lehman, 1 995) and is used for predictive
purposes in research. The Chi square test (also called goodness-of-fit) is a nonparametric
test that can be used with ordinal data. This test is used for calculating whether a
significant difference exists between an observed variable and an expected variable.
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Table 5
Analysis of Variance Test of Means for Ethnicity and Social Support

Sum of
Squares

F value

Level of
Significance*

Variable

df

Guidance

1

.340

1 .009

.3 1 7

Reassurance o f Worth

1

1 .359

5 .0 1 1

.027

Social Integration

1

.247

.732

.394

Attachment

1

.01 9

.06 1

.806

Nurturance

1

.033

. 1 04

.748

Reliable Alliance

1

.466

1 .873

. 1 73

*p = .05

The ANOVA revealed a significant difference of the means for reassurance of worth and
ethnicity. The mean of squares (MS) was 1 .359 with a significance of .027 (p < .05). The
means (M) of (a) guidance, (b) social integration, ( c) attachment, (d) nurturance, and ( e)
reliable alliance were not significantly different with respect to ethnicity. As a result, the
researcher rejected null hypothesis three. Table 5 depicts the F value and means of the
ANOVA for ethnicity and social support.
Null Hypothesis Four

H04: There was no significant difference between ethnicity and job satisfaction
among student support services personnel in the SAEOPP association.
To determine if differences existed between African Americans and Whites in
their reported levels ofjob satisfaction, a MANOVA was utilized to test null hypothesis
four. Concurrent with previous analyses, the MANOVA was used before the ANOVA
analysis to test for significant differences among the means. A confidence level of less
than .05 (p < .05) was needed for the differences to be significant. The MANOVA
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Table 6
Multivariate Test ofMeans for Ethnicity and Job Satisfaction Variables

Ethnicity

Wilks' Lambda

F

df

.940

.932

9, 1 3 1

Level of
Significance
.500

*p = .05
revealed that the F statistic was .932 wi_th 9 and 1 3 1 degrees of freedom and a
significance of .50.
Therefore, the researcher concluded that the sample means were not significantly
different at the .05 confidence level. With 95% confidence, there were no significant
differences between African Americans and Whites with respect to the dependent
variables of ( a) pay, (b) promotion, (c) supervision, (d) fringe benefits, ( e) contingent
rewards, (f) operating conditions, (g) coworkers, (h) nature of work, and (i)
communication. As a result, the ANOVA was not warranted to pursue the differences
further, and the researcher failed to rej ect null hypothesis four. Table 6 depicts the Wil�s'
Lambda, the F statistic, and the significance of ethnicity and the dependent variables.
Null Hypothesis Five

H0 5: There was no significant difference between age and social support among
student support services personnel in the SAEOPP association.
To determine if differences existed between ages in their reported levels of social
support, a MANOVA was utilized to test null hypothesis five. The researcher selected the
one-way MANOVA to use because the MANOV A can analyze multiple variables at one
time while keeping the probability level constant. By using one procedure to test to
significant differences, the risk of gaining a Type I error is reduced.
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Similar to statistical analyses for the previous hypotheses, the MANOVA was
used before the ANOVA to test for si gnificant differences among the means. A
confidence level of less than .05 (p < .05) was needed for the means to be si gnificantly
different. The MANOVA revealed that the F statistic was .694 with 1 8 and 399 degrees
of freedom and a significance of .8 1 8 .
Therefore, the researcher concluded that the sample means were not si gnificantly
different from one another at the .05 confidence level. Specifically, there were no
significant differences in age with respect to the dependent variables of (a) guidance, (b)
reassurance of worth, (c) social integration, (d) attachment, (e) nurturance, and (f) reliable
alliance. Consequently, an ANOVA was not warranted to pursue the significance of
differences further, and the researcher failed to rej ect null hypothesis five.
However, one interesting trend surfaced in the data analysis. The researcher
discovered a slight decreasing trend for age and the dependent variables (a) reassurance
of worth, (b) social integration, and (c) attachment. As age increased, these three social
support variables decreased. Table 7 depicts the Wilks' Lambda, the F statistic, and the
significance for age and the dependent variables.
Null Hypothesis Six

H06: There was no si gnificant difference between age and job satisfaction among
student support services personnel in the SAEOPP association.
To determine if differences existed between ages in their reported levels of job
satisfaction, a MANOVA was utilized to test null hypothesis six. The MANOVA was
used before the ANOVA analysis to test for si gnificant differences among the means. A
confidence level of less than .05 (p < .05) was needed for the means to be significantly
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Table 7

Multivariate Test ofMeans for Age and Social Support Variables

Wilks' Lambda

F

df

.9 1 7

.694

1 8, 399

Age

Level of
Significance*
.818

*p = .05
Means for Comparison
Dependent Variable
Reassurance of Worth

Social Integration

Attachment

Standard Error (SE)

Age

Mean

2 1 -30

3.602

.1 1 1

3 1 -40

3.5 1 4

.086

41 -50

3.446

.080

51 +

3.449

.074

2 1 -30

3.580

. 1 27

3 1 -40

3.453

.098

4 1 -50

3.41 1

.092

51 +

3.444

.085

2 1 -30

3.7 1 6

.117

3 1 -40

3.5 14

.090

4 1 -50

3.5 1 8

.084

51 +

3.5 1 5

.078
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different. The MANOVA revealed that the F statistic was 1 .23 8 with 27 and 403 degrees
of freedom and a si gnificance of . 1 94.
Therefore, the researcher concluded that the sample means were not significantly
different from one another at the .05 confidence level. Specifically, there were no
significant differences between the four age categories with respect to the dependent
variables of (a) pay, (b) promotion, (c) supervision, (d) fringe benefits, (e) contingent
rewards, (f) operating conditions, (g) coworkers, (h) nature of work, and (i)
communication. As a result, the researcher failed to reject null hypothesis six. Table 8
depicts the Wilks' Lambda, the F statistic, and significance for age and the dependent
variables.
Null Hypothesis Seven

Ho 7: There was no significant difference between length of employment and
social support among student support services personnel in the SAEOPP association.
To determine if differences existed between lengths of employment and reported
social support levels, a MANOVA was utilized to test null hypothesis seven. Consistent
with the previous analyses, the MANOVA was used before the ANOVA analysis to test
for significant differences among the means. A confidence level of less than· .05 (p < .05)
was needed for the means to be significantly different. The MANOVA revealed that the
F statistic was 1 .2 1 3 with 24 and 489 degrees of freedom and a significance of .223 .
Therefore, the researcher concluded that the sample means were not si gnificantly
different at the .05 level of confidence. Specifically, there were no si gnificant differences
in age with respect to the dependent variables of (a) guidance, (b) reassurance of worth,
(c) social integration, (d) attachment, (e) nurturance, and (f) reliable alliance. An
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Table 8

Multivariate Test ofMeans for Age and Job Satisfaction

F

df

1 .238

27, 403

Wilks' Lambda
.793

Age

Level of
Significance*
. 1 94

*p = .05
ANOVA was not warranted to pursue the significance of differences, and the researcher
failed to reject null hypothesis seven.
However, another interesting trend surfaced in the data analysis. The research
discovered a slight decreasing trend of means for length of employment and the
dependent _variables of guidance and reassurance of wort};l. As length of employment
increased, guidance and reassurance of worth decreased. Table 9 depicts the Wilks'
· Lambda, the F statistic, and the significance for length of employment and the dependent
variables.
Null Hypothesis Eight

H0 8: There was no significant difference between length of employment and job
satisfaction among student support services personnel in the SAEOPP association.
To determine if differences existed between length of employment and reported
job satisfaction levels, a MANOVA was utilized to test null hypothesis eight. Once again,
the MANOVA was used before the ANOVA to test for significant differences among the
means. A confidence level of less than .05 (p < .05) was needed for the rrieans to be
significantly different. The MANOVA revealed that the F statistic was 1 .091 with 36 and
5 1 5 degrees of freedom and a significance of .333. Therefore, the researcher concluded
that the sample means were !}Ot significantly different at the .05 confidence level.
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Table 9
Multivariate Test for Length ofEmployment and Social Support

Wilks' Lambda
Length of
Employment
*p = .05

.817

F

df

1 .2 1 3

24, 489

Level of
Significance*
.223

Means for Comparison

Dependent Variable
Guidance

Reassurance of Worth

Length

Mean

Standard Error (SE)

2 or less

3 .68 1

. 1 35

2-5

3.637

.079

6-1 0

3.500

. 1 03

1 1-15

3.554

. 1 08

16 +

3.325

. 1 28

2 or less
2-5

3 .569

. 1 22

3.547

.07 1

6-1 0

3.524

.093

1 1-15
16 +

3.366
3.363

.098
.1 1 6
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With 95% confidence, there were no significant differences between length of
employment with respect to the dependent variables of (a) pay, (b) promotion, (c)
supervision, (d) fringe benefits, (e) contingent rewards, (f) operating conditions, (g)
coworkers, (h) nature of work,. and (i) communication. As a result, the ANOVA was not
warranted to pursue the significance of differences further, and the researcher failed to
reject null hypothesis eight. Table 1 0 depicts the Wilks' Lambda, the F statistic, and the
significance for length of employment and the dependent variables.
Null Hypothesis Nine

Ho9: There was a significant relationship between social support .and job
satisfaction among student support services personnel in the SAEOPP association.
To assess the significance of the relationship between the dependent variables
social support and job satisfaction, Pearson's product moment (r) was employed to test
null hypothesis nine. Other tests available to test correlation were Spearman's Rho and
Kendall's Tau. Multiple regression also tests correlation but is only used to predictive
purposes (Iman, 1 994). Spearman's Rho is a nonparametric test and ranks nominal or
ordinal data. Kendall's Tau is appropriate to use when one varia�le is ordinal and the
other is interval or ration (hp.an). Pearson's product moment is a parametric test and is
appropriate to use when assessing the correlation for interval o,:- ratio d�ta (Iman).
The nine dependent variables ofjob satisfaction were correlated with each
dependent variable of social support. Table 1 1 illustrates the correlational coefficients for
the dependent variables of job satisfaction and social support. Figure 4 illustrates the
linear relationship of the scores for job satisfaction and social support. The correlations
that were significant at p < .05 are as follows:
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Table 10

Multivariate Test for Length of Employment and Job Satisfaction

Wilks' Lambda
.759

Length of

Employment

F

df

Level of
Significance*

1 . 09 1

36, 5 1 5

.333

*p = .05

Table 1 1

Pearson Product Moment Correlations

Variables

Guidance

Reassurance
of Worth

Social
Integration

Attachment

Nurturance

Reliable
Alliance

Pay

.079

.012

.053

.047

-.005

. 1 57

Promotion

.057

.151

. 1 33

.053

.003

. 1 63 *

Supervision

.30 1 **

.322**

.239**

.276**

.074

.327**

Fringe Benefits

. 1 06

.079

. 1 49

.054

-.007

. 1 23

Contingent
Rewards

. 1 77*

.250**

. 1 98*

. 1 63*

.044

.29 1 **

Operating
Conditions

.0 17

-.002

.038

.000

.0 1 0

. 1 68 *

Coworkers

.070

. 1 75*

. 1 00

.063

-.084

. 1 55

Nature ofWork

.305**

.4 1 1 **

.301 **

.297**

. 1 65 *

.296**

Communication

.258**

.245**

.223 **

.264**

.060

.348**

** Correlation is significant at the .01 level (2-tailed)
* Correlation is significant at the .05 level (2-tailed)
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Figure 4. Scatter Plot of Job Satisfaction and Social Support Scores.
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1. The job satisfaction variable contingent rewards correlated positively with
the social support variables guidance (.177), social integration (.198),
attachment (.163), reassurance of worth (.250), and reliable alliance (.291).
2. The job satisfaction variable coworkers correlated positively with the social
support variable reassurance of worth (.175).
3. The job satisfaction variable supervision correlated positively with the social
support variables of guidance (.301), reassurance of worth (.322), social
integration (.239), attachment (.276), and reliable alliance (.327).
4. The job satisfaction variable contingent rewards correlated positively with the
social support variables pf reassurance of worth (.250) and reliable alliance
(.291).
5. The job satisfaction variable nature of work correlated positively with the
social support variables guidance (.305), reassurance of worth (.411), social
integration (.301), attachment (.297), reliable alliance (.296), and nurturance
(.165).
6. The job satisfaction variable communication correlated positively with the
social support variable guidance (.258), reassurance of worth (.245), social
integration (.233), attachment (.264), and reliable alliance (348).
7. The job satisfaction variable operating conditions correlated positively with
the social support variable reliable alliance (.168).
8. The job satisfaction variable pay did not correlate with any of the six social
support variables.
As a result of these findings, the researcher rejected null hypothesis nine.
Findings Not Related to Hypotheses
The demographic variable of marital status was not included in this study's
research questions and null hypotheses. However, the researcher discovered that marital
status and social support may have a significance difference. The MANOVA revealed the

F statistic to be 2.076 with 6 and 142 degrees of freedom and a significance of .060. Even
though the significance was slightly greater than .05, the researcher conducted an
ANOVA to determine which subscales were significant with marital status.
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For nurturance, the ANOVA revealed a Mean Square of 2.2 1 2, an F value of
7.568, and a significance of .007 (p < .05.). Participants who were married had a mean of
3.486, and non-married participants had a mean of 3 .23 8. For reliable alliance, the
ANOVA revealed a Mean Square of 1 .269, an F value of 5 .073 , and a significance of
.026 (p < .05). Married participants had a mean of 3 .688, and non-married participants
had a mean of 3 .500.
Means and Standard Deviations

Means and standard deviations were computed for each subscale of the Social
Provisions Scale and the Job Satisfaction Survey. Table 1 2 depicts the means and
standard deviations (rounded to the third decimal point) _for the social support and job
satisfaction subscales. The mean for the job satisfaction subscale, nature of work, was
5.297 with a standard deviation of .848. This indicated that student support services
personnel rated themselves highest in this subscale compared with the other subscales.
The mean for the job satisfaction subscale, promotion, was 2.868 with a standard
deviation of 1 . 1 69. This figure indicated that student support services personnel rated
themselves lowest in this subscale compared with the other subscales. The means and
standard deviation for the remaining subscales include (a) a mean of 3 . 1 75 and standard
deviation of 1 .250 for pay, (b) a mean of 4. 777 and a standard deviation of 1 . 1 67 for
supervision, (c) a mean of 4.032 and a standard deviation of 1 . 1 80 for fringe benefits, (d)
a mean of 3. 7 5 5 and a standard deviation of 1 .224 for contingent rewards, ( e) a mean of
3.620 and a standard deviation of .826 for operating conditions, (f) a mean of 4.78 1 and a
standard deviation of 1 .068 for coworkers, and (g) a mean of 4.433 and a standard
deviation of 1 . 1 06 for communication.
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Table 12

Means and Standard Deviations for Job Satisfaction and Social Support
Means

Standard Deviations

Nature of Work

5 .297

.848

Coworkers

4.78 1

1 .068

Supervision

4.777

1 . 1 67

Communication

4.433

1 . 1 06

Fringe Benefits

4.032

1 . 1 80

Contingent Rewards

3.755

1 .224

Operating Conditions

3.620

.826

Pay

3. 1 75

1 .250

Promotion

2.868

1 . 1 69

Means

Standard Deviations

Reliable Alliance

3.600

.508

Guidance

3.557

.576

Attachment

3.545

.547

Reassurance of Worth

3.487

.5 1 9

Social Integration

3.457

.593

Nurturance

3.382

.553

Job Satisfaction Instrument Subscales

Social Support Instrument Subscales
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The social support subscale, reliable alliance, had the highest mean (M = 3. 6 1 0,
SD = .508), which indicates that the participants rated themselves the highest on reliable
alliance compared to the other subscales. The social support subscale, nurturance, had the
lowest mean (M = 3.382, SD = .553), which indicates that the participants rated
themselves the lowest on nurturance compared to the other subscales. The means and
standard deviation for the remaining subscales include (a) a mean of .3.557 and standard
deviation of .576 for guidance, (b) a mean of 3.487 and a standard deviation of .5 1 9 for
reassurance of worth, (c) a mean of 3.457 and a standard deviation of .593 for social
. integration, and (d) a mean of 3 .545 and a standard deviation of .547 for attachment.
Summary of Findings and Results

Chapter N described the statistical procedures used to test.the nine null
. hypotheses of this study. The researcher used frequencies and percentages to describe the
common characteristics of the participants. The MANOVA was the procedure of choice
for null hypotheses one through eight because there were multiple variables to test. The
MANOVA found no significant difference for null hypotheses 1 , 2, 4, 5, 6, 7, and 8.
However, the MANOVA found a significant difference between ethnicity and
social support. The�efore, an ANOVA was executed to pinpoint the exact location of
difference for these variables. The ANOVA revealed significance for reassurance of
worth and African Americans but not for Whites. Pearson product moment correlation
coefficient was used to test null hypothesis nine. This test revealed that there were
multiple correl'1:tions at the p < .05 confidence level between variables of job satisfaction
and variables of social support. Promotion and operating conditions correlated with
reliable alliance, nature of work correlated with nurturance, contingent rewards correlated
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with guidance, coworkers and contingent rewards correlated with reassurance of worth,
and contingent rewards also correlated with social integration and attachment.
Also, at the .05 confidence level, reliable alliance correlated with contingent
rewards, supervision, nature of work, and communication. The social support variable
guidance correlated with supervision, nature of work, and communication. Reassurance
of worth correlated with supervision, nature of work, and communication. Finally, social
integration and attachment correlated with the job satisfaction variables of supervision,
nature of work, and communication.
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CHAPTER V
FINDINGS, CONCLUSIONS,
RECOMMENDATIONS, AND IMPLICATIONS
The previous chapter listed the results obtained by statistical analysis for the nine
null hypotheses formulated for this study. Data were presented in Chapter IV as they
related to the Job Satisfaction Survey, the Social Provisions Scale, and the demographic
questionnaire, and the results for each hypothesis were addressed. Findings and
conclusions are discussed in this chapter. In addition, implications for practitioners and
recommendations for further research are expressed.
Summary
The purpose of this study was to measure the degree to which job satisfaction and
social support were related among student support services personnel. A seco�dary
purpose of the study was to determine if differences existed_ between (a) age, (b)
ethnicity, (c) gender, and (d) length of employment and the dependent variables measured
by the Job Satisfaction Survey (JSS) and the Social Provisions Scales (SPS). The
researcher developed nine research questions and null hypotheses to test the relationships
among the variables. This study yielded a contribution to the literature that suggested a
significant relationship exits between social support and job _satisfaction.
The population of this study consisted of 73 1 student support services personnel
who are members of the SAEOPP association for 2002-2003. The researcher chose the
sample from the 2002-2003 Directory ofSoutheastern Association ofEducational

Opportunity Program Personnel, which lists each member' s name, title, contact
information, institutional affiliation, and program of employment (Educational Talent
Search, Upward Bound, Student Support Services.). Approximately 4 1 .4% of the
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population, or 300 participants, were selected by systematic random sampling to receive a
questionnaire packet containing the JSS, the SPS, and the demographic questionnaire. In
addition, on the back page of the questionnaire packet, the researcher thanked the
participants for completing the surveys and asked for any comments about the study.
Because some participants chose to write comments on this page, a summary of their
comments is located in Appendix D. All names and institutional affiliation have been left
out of the copy for confidentiality concerns. Most of the comments involved issues of the
nature of student support services, pay and benefits, and coworkers. The researcher
received 1 50 surveys after the initial mailing and a follow-up mailing, ·yielding a response
rate of 50.3%.
Developed by Russell and Cutrona (1 984), the SPS measured the extent to which
social relationships fulfilled six specific social provisions, which are fundamental needs
in life. The fulfillment of social provisions contributes to feeling satisfied and content
with life. The SPS was comprised of 24 items, which yield six subscale scores and an
overall score. The scale is valid and the reliability is acceptable. The internal reliabilities
of the subscales range from a low of .653 (reliable alliance) to a high of 2.02 (reassurance
of worth).
Overall, participants reported a strong sense of social support (M = 3.5 1 2) with
little variance in mean scores (SD = .556). As indicated by a mean subscale score of
3.6 1 0 (SD = .508), the reliable alliance dimension had the greatest statistical influence
upon total SPS score. The nurturance dimension had the least statistical influence (M =
3.382, SD = .553) upon total SPS score. Essentially, student support services personnel
reported strong social relationships as indicated by the fulfillment of social provisions.
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The JSS measured dimensions that could promote or hinder feeling satisfied with
an occupation (Spector, 1 997). The JSS was comprised of 36 items that yield nine
subscale scores and an overall score. Spector noted that the scale was valid to use for
measuring job satisfaction in any occupation, and the reliabilities of the subscales ranged
from .60 (coworkers) to .82 (supervision). The overall reliability of the scale was .9 1 ,
which is an acceptable level.
The participants reported moderate job satisfaction as indicated by an overall mean
of 4.08 (SD = 1 .082). The dimension of nature of work contributed most to the overall
SPS score by a mean of 5.297 (SD = .848). Coworkers (M = 4.78 1 , SD = 1 .068) rated
second highest. The dimension of pay (M = 3 . 1 75, SD = 1 .250) and promotion (M =
2. 868, SD = 1 . 1 69) rated the lowest. Student support services personnel reported feeling
most satisfied with their coworkers and the nature of the work. However, the dimensions
of pay and promotion kept student support services personnel from reporting higher
levels ofjob satisfaction.
These findings seem reasonable because student support services personnel have
fulfilling and rewarding occupations. Socioeconomic factors could keep the clients
served by student support services from reaching their academic and vocational potential.
Much personal reward can be gained by helping disadvantaged students learn new
subjects, discover new careers, and plan for higher education. On the other hand, a
student support service program does not have the hierarchical levels that a traditional
organization has. For example, in a student support services program, the positions of
program director and assistant program director are a few of the management positions.
Moreover, student support services functions under a limited budget; a federal grant from
the U.S. Department of Education supplies fiscal support for student support services
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such as TRIO, and an institution is not guaranteed renewal of their grant. These are a few
of the possible reasons why the participants of this study did not report high satisfaction
with promotion and pay.
To describe the student support services personnel who participated in this study,
African Americans comprised 48% of the sample, and Whites comprised 46% of the
sample. Other minority groups such as Hispanics represented only a small portion of the
sample (5.0%). An interesting discovery was that the participants were mostly women
(70%). This finding is concurrent with social role theory that states more women than
men enter into the teaching and counseling fields because it is the cultural norm for
women to assume these roles (Mason, 1 995). According to socialization theory, women •
are satisfied with these jobs because the teaching and counseling professions offer
rewards that women value (Mason). Mason explained that women would be satisfied
with jobs because they can form a supportive, cooperative community with their
coworkers or clients the sample was African American (48%) and White (46% ).
The ages of the participants were distributed evenly across the categories. Most of
the participants were between the ages of 41 and 50 (28.0%) or the ages of 51 and 60
(27 .3%). The ages of 60 and over represented the least participants (5.3%). In addition,
over half of the participants were married (59.3). There were more single participants
(24.7%) than divorced participants ( 1 4.7%). There was only one widowed participant
(0.7%). The participants worked full-time for student support services, with the exception
of one participant who worked part-time.
Interestingly, program directors (36.7%) responded the most of the student
support services personnel. Counselors comprised 3 1 .3% of the participants. Only two
teachers responded to the questionnaire packet. Of all participants, 68 .0% have worked
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ten years or less for student support services. Only one participant had worked 26 or more
years for student support services.
For null hypotheses 1, 2, 4, 5, 6, 7, and 8, multivariate analyses ofvariance
(MANOVA) were utilized to test whether or not differences in the means existed for (a)
age, (b) ethnicity, (c) gender, and (d) length ofemployment and the dependent variables.
The MANOVA failed to find a significant difference between the means at the .05
confidence level (p = .05). Therefore, a post hoc test was not performed, and the
researcher failed to reject the null hypothesis.
The results ofthis study cast light on the ambiguity surrounding whether there are
differences in job satisfaction and social support according to age. In this study, job
. satisfaction and social support did not significantly differ for age. However, one
interesting trend emerged: as age increased, social support decreased. Also, as age
increased, the job satisfaction dimension, promotion, slightly decreased. This result
corroborates Finegold et al. (2002), in which participants aged 31 and under reported
satisfaction with pay. In addition, this result contradicts Bernal et al. ' s (1998) assertion
that the age-job satisfaction relationship is a positive linear relationship, meaning that job
satisfaction increases as a person ages. This study reported a negative linear relationship.
There were no differences in social support and job satisfaction for gender at the
.05 confidence level. In this case, women reported slightly higher satisfaction with nature
ofwork than men. Once more, this discovery supports Mason's (1995) socialization
theory, which states that women are satisfied with jobs that offer opportunities to form
communities. In addition, there were little differences in reported social support. This
result supports Lee and Robbins (2000) assertion that men and women equally share a
need for social support and connectedness.
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At the .05 confidence level, there were no differences in job satisfaction for
ethnicity among student support services personnel, and little variance occurred between
the means for each subscale of the JSS. This study confirms previous research in which
job satisfaction did not related to ethnicity (Omundson et al., 1 996). However, these
findings do not confirm Kaye et al.'s (1 999) study that discovered Whites reported less
job satisfaction than African Americans and Hispanics.
In addition, no significant differences (p = .05) existed for length of employment
and both job satisfaction and social support. Although, as length of employment
increased, satisfaction with guidance and reassurance of worth decreased. According to
Weiss' (1 974) social provisions theory, coworkers provide one with reassurance of
worth. Perhaps mentors who provided one with reassurance of worth either retired or
found different work, which could explain why social support did not relate to length of
employment. Or perhaps as length of employment increases, the rewards offered by
coworkers loose value. There has been little research examining the relationship between
social support and length of employment.
In this study, although there were no significant differences in length of
employment and job satisfaction (p = .05), a slight decreasing trend surfaced for length of
employment and the dimensions of supervision and nature of work. To explain this result,
perhaps the rewards for helping students lost value overtime for student support services
personnel or changing institutional and governmental regulations affected satisfaction.
Perchance noticing some students not succeeding in postsecondary education or
vocations affects a student support services personnel's satisfaction with work. Previous
research has contributed ambiguous conclusions for the relationship between job
satisfaction and length of employment. Whereas Traut et al. (2000) discovered that new
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employees felt more job satisfaction than long-term employees, Burke ( 1 996) found no
significant relationship between length of employment and job satisfaction.
To test null hypothesis 3 (there were no significant differences between ethnicity
and social support) the researcher utilized a MANOVA, which revealed a significant
difference between the means. To pinpoint the exact location of difference, the researcher
executed an ANOVA on the data. The analysis revealed that African Americans report
higher levels of reassurance of worth than Whites. According to the literature, African
Americans report higher levels of social connectedness than any other ethnic _group
(Snowden, 200 1 ). But this finding challenges Snowden's study: Snowden found that
home support was not a significant factor for reducing job tension among African
American women.
Finally, the researcher utilized Pearson's product moment correlational coefficient
(r) to test null hypothesis 9, which stated that there would be no relationship between
social support and job satisfaction. The analysis revealed several significant relationships
at the .05 and .01 confidence level. As a result, the researcher rejected the null
hypothesis.
At the .05 confidence level, promotion and operating conditions correlated with
reliable alliance, nature of work correlated with nurturance, contingent rewards correlated
with guidance, coworkers and contingent rewards correlated with reassurance of worth,
and contingent rewards also correlated with social integration and attachment.
Additionally, at p = .05, reliable alliance correlated with contingent rewards,
supervision, nature of work, and communication. The social support variable guidance
correlated with supervision, nature of work, and communication. Reassurance of worth
correlated with supervision, nature of work, and communication. Finally, social
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integration and attachment correlated with the job satisfaction variables of supervision,
nature of work, and communication.
Communication related to many social support variables in this study. From
Stamaman & Miller's (1 992) perspective, communication is considered a crucial variable
to combat burnout. Since the nature of the helping professions leaves one highly
susceptible to stress, a teacher or other helping profession may burnout and either leave
the job or continue working at low levels of commitment and productivity. Staniaman &
Miller discovered that social support lessened the impact of job stress among teachers.·
Communication played a crucial role in teachers' reported stress and satisfaction levels.
Interestingly, reliable alliance correlated with many job satisfaction variables.
Weiss (1 974) theorized that family m.embers would provide a sense of reliable alliance.
Without a sense of reliable alliance, one feels threatened and abandoned; the participants
in this study felt a strong sense of reliable alliance.
Perhaps in this study, participants have strong family relationships that afford
them opportunities to seek solace from job stress; the family members offer advice about
problems at work. Another plausible explanation for the correlation of reliable alliance
with job satisfaction variables is that the participants regard their coworkers as an
extended family and seek advice from them.
It is interesting that guidance correlated with the job satisfaction variables of (a)
contingent rewards, (b) supervision, (c) nature of work, and (d) communication.
According to the social provisions theory, providing guidance to people when they are in
stressful situations is important (Weiss, 1 974). People seek a trustworthy and
authoritative colleague who provides them with emotional support in times of high stress.
This colleague also helps develop a plan of action for reducing stress. A program director
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or coordinator would be an obvious trustworthy, authoritative colleague. The director or
coordinator can assist student support services personnel if they are having difficulty
teaching a class or counseling a student; moreover, the director or coordinator can offer
support about the benefits and other rewards of student support services or helping in
another stressful situation at work.
Reassurance of worth also strongly correlated with the job satisfaction variables
of supervision, nature of work, and communication. In addition, reassurance of worth
correlated with coworkers and contingent rewards, although not as strongly as the_
aforementioned variables. This finding strengthens Weiss' ( 1 974) suggesti?n that
· reassurance of worth is provided by coworkers and other colleagues who attest to an
individual's work capability. Reassurance of worth is a valuable provision student
support services personnel offer to each other, especially since their work is demanding.
Additionally, both social integration and attachment correlated strongly with
supervision, nature of work, and communication. Relationships that allow a person to
gain a sense of security and also give that person comfort contribute to the fulfillment of
attachment. Weiss (1 974) theorized that marriage or close friendships provide
attachment. Perhaps for this study, the participants have developed close friendships at
work, which provide security and comfort. These friendships allow for open
communication about job processes and issues.
A network of relationships, Weiss ( 1 974) theorized, provides social integration.
He described that
membership in a network of common-concern relationships permits the
development of pooled information and ideas and a shared interpretation
of experience. It provides, in addition, a source of companionship and
opportunities for exchange of services, especially in the area of common
interest. The network offers a base for social events and happenings, for
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social engagement and social activity. In the absence of such relationships
life becomes dull, perhaps painfully so. (p. 23 ).
Weiss' description of social integration explains why this variable was correlated with
supervision, nature of work, and communication. It is possible that student support
services personnel in this study have developed networks from the relationships at work.
Student support services personnel use this network share ideas, experiences, and
activities. Also, the nature of the work student support services personnel perform allows
them to develop networks of different kinds of relationships (e.g. teachers, parents,
community leaders). Possibly the breadth of the networks contributes to feeling a sense of
social integration.
Finally, it is interesting that opportunity for nurturance correlated with nature of
the work in this study. Opportunity for nurturance is provided by relationships in which
an adult cares for a child; therefore, a sense of being needed is developed by this
relationship. The role of parent usually contributes to opportunity for nurturance.
Nonetheless, in this study, perhaps meeting the academic and vocational needs of a
disadvantaged client fulfills this sense ofbeing needed.
In terms of mechanisms, it seems that social support acted as a buffer against job
stress to promote job satisfaction among the participants. The social support variables of
(a) guidance, (b) reassurance of worth, (c) social integration, and (d) attachment had the
strongest relationship with job satisfaction variables. But theoretical views differ about
the relative importance of social support and the degree to which this variable could be
related to job satisfaction. By finding significant relationships between social support and
job satisfaction, this study provided evidence to support the theory that social support
contributes to job satisfaction by buffering stress.
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Major Findings

As previously stated, the purpose of this study was to examine the relationships
between social support and job satisfaction. Three research questions discussed in
Chapter I guided the design and execution of the study. To answer research question one,
descriptive statistics of the demographics exposed common features of the participants.
The results revealed that (a) student support services personnel are predominantly female,
(b) have worked ten years or less, (c) are married, and (d) are either African American or
White.
Multivariate analyses of variance answered research questions two through nine
and Pearson product moment correlation coefficient answered research question ten.
Based on analyses, the researcher failed to reject null hypotheses 1 , 2, 4, 5, 6, 7, and 8 at
the p = .05 level of confidence. There were no significant differences among the means
for the independent variables and the dependent variables. Conversely, null hypotheses 3
and 9 were rejected at the p = .05 confidence level. A summary of the major findings is
presented in relation to each research question.
1 . The overall mean for the JSS was 4. 1 out of 6.0. This indicated that
participants felt moderately satisfied working for student support services.
Particularly, participants felt most satisfied with the nature of the work and
least satisfied with promotion. There was little deviation from the mean for
promotion (SD = 1 . 1 7), meaning that all the participants felt the same to�ards
promotion.
2. The overall mean for the SPS was 3 .5 out of 4.0, indicating that participants
felt a strong sense of social support. As measured by the SPS, the participants
have relationships that fulfill six social provisions. In addition, there was little
variance in the distribution of means.
3 . Age of student support services personnel was not related to social support as
measured by the SPS. However, a pattern emerged in the data: as age
increased, the sense of strong social support slightly decreased.
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4. Job satisfaction did not relate to age among student support services
personnel. In addition, personnel age 21 to 30 felt the most satisfaction with
each dimension of job satisfaction than any other age group.
5. The social support dimension, reassurance of worth, significantly related to
social support for African Americans but not for Whites. No other social
support dimension significantly related to ethnicity for student support
services personnel.
6. The ethnicity of student support services personnel did not significantly relate
to job satisfaction. However, Whites reported slightly higher satisfaction with
fringe benefits and coworkers.
7. Gender did not significantly relate to social support among student support
services personnel. In addition, a clear pattern for satisfaction with the
dimensions of social support did not emerge between men and women.
8. Gender also did not significantly relate to job satisfaction. Nevertheless,
females reported more satisfaction with nature of work than males.
9. Although a signifi cant difference did not emerge for length of employment
and social support, a slight decreasing trend did emerge in the data. As length
of employment increased for student support services personnel, satisfaction
with guidance and reassurance of worth decreased. Personnel who had worked
16 or more years for student support services reported the least satisfaction
with each dimension of social support than any other group.
10. Job satisfaction did not significantly relate to length of employment among
student support services personnel. Those who had worked for student support
services 16 or more years were as likely as other lengths to be satisfied with
(a) pay, (b) fringe benefits, (c) contingent rewards, (d) operating conditions,
and (e) communication. Conversely, satisfaction with coworkers was highest
among personnel who had worked .6 to 10 years for student support services.
For the dimensions of promotion, supervision, and nature of work, no clear
pattern of satisfaction emerged for length of employment.
1 1. For student support services personnel, social support positively correlated
with job satisfaction. The only job satisfaction variable that did not correlate
with the social support variables was pay.
Conclusions
This study was designed to evaluate further the proposition that moderate to high
levels of social support would be correlated with moderate to high levels of job
satisfaction. In addition, this study was designed also to evaluate further the ambiguity
102

surrounding the relationship of(a) age, (b) ethnicity, (c) gender, and (d) length of
employment to both social support and job satisfaction. The relationships were assessed
using the JSS and the SPS, which are both reliable and valid survey.
However, the conclusions for this study are colored by the limitations and
delimitations discussed in Chapter I. The limitations and delimitations restrict to a certain
degree the validity ofthe conclusions, and recommendations for avenues offuture
research are discussed in the next section. Nevertheless, this study provided evidence to
support the linkages suggested by literature, and the conclusions ofthis study are
presented in the current section.
1. Student support services personnel who participated in this study are mostly
female and are moderately satisfied with their jobs.
2. The participants are most satisfied with the nature ofthe work they do and
with their coworkers.
3. The participants are least satisfied with promotion opportunities in their
program and with their salary.
4. Age does not contribute to overall job satisfaction but younger participants
feel more satisfied with the variables oftheir work than any other age group.
Also, mature participants feel less satisfaction with promotion opportunities
than their younger colleagues.
5. Although gender also does not relate to job satisfaction among participants,
women report more satisfaction with the nature oft�e work than do men.
6. Likewise, ethnicity does not contribute to overall job satisfaction but White
participants feel more satisfaction with contingent rewards and coworkers
than their African American counterparts.
7. The length oftime participants work does not relate to how satisfied they are
with their jobs. But respondents who have worked for student support services
a long time feel less satisfaction with supervision and the nature ofthe work
than relatively new student support services personnel.
8. Overall, participants feel a strong sense ofsocial support. They feel a strong
sense ofreliable alliance in their relationships. To a lesser degree, they report
fulfillment ofnurturance in their relationships.
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9. Ethnicity does correlate with social support. Specifically, African Americans
feel a stronger sense of reassurance of worth in their relationships than White.
10. Length of employment does not relate to strength of social support. Although,
as length of employment increases, they feel least satisfied with guidance and
reassurance of worth.
1 1 . There are no differences in social support for men and women participants.
1 2. Older participants feel less social support than younger participants but age
does not relate to social support.
Because the limitations and delimitations of research can affect the outcomes of a
study, it is important to consider the avenues future research should address. Perhaps
different instruments, data collection methods, or research design could contribute a
strong conclusion about the relationship between social support and job satisfaction.
Some recommendations for future research are discussed in the following section.
Recommendations

Based upon the limitations and delimitations of this study, future research should
consider the following recommendations for investigating social support and job
satisfaction. By no means is this a complete list of recommendations but the following
may improve upon the range and scope of this study.
1. The use of self-report methodology has been tainted as problematic (Fox &
Spector, 1 999). There is ongoing concern by scholars that the use of a single
source of data may result in an exaggeration of the relationships between the
variables. Possibly, a more creative research design could be utilized. Fox,
Spector, and Miles (2001 ) suggest using research designs that include
employee self-report measures and coworker reports of that employee.
2. A comparative study between student support services personnel and other
service organization personnel who help disadvantaged and at-risk students
prepare for their future would allow researchers to determine if there are any
similarities between these helping professions with respect to job satisfaction
and social support. Possibly, the satisfaction outcomes of one group could
assist in promoting positive outcomes of the other group.
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3 . A longitudinal study o f student support services personnel would allow
researchers to gain a comprehensive understanding of the issues that affect job
satisfaction and how- employee involvement impacts those issues. The
longitudinal study could also determine how important coworker relationships
are to student support services personnel.
4. A qualitative measure of satisfaction with social support may produce a
stronger, more reliable relationship with job satisfaction than the measure
used in this study.
5. Likewise, � qualitative measure ofjob satisfaction may produce a stronger
relationship to social support.
6. Future research should determine job satisfaction differences between student
support services at public universities or colleges, private universities or
colleges, and nonprofit organizations. Perhaps satisfaction outcomes are
largely based on the college administration that regulates a student support
service program.
7. A large, nationally representative, and randomly selected sample of student
support services personnel would broaden the generalizability of the results to
the student support services population.
8. Future research should also include more demographics of student support
services personnel than those considered for this study in the analysis of job · ·
satisfaction and social support. Possible demographics would include
educational level and salary.
9. Researchers should consider personality traits (anger, positive affect, negative
affect) when investigating satisfaction with social support and with student
support services employment.
10. Different statistical tests such as multiple regression would allow researchers
to decide if variables of social support (e.g. reassurance of worth) significantly
predict variables of job satisfaction ( e.g. supervision).
Implications

The following suggestions are for practitioners of student support services
programs to consider as ways to possibly improve their programs. These suggestions are
based upon the conclusions of this study, and the interpretation of the suggestions is at
the discretion of the reader.
1 . Because social support and job satisfaction were significantly related in this
study, program directors, assistant directors, and program coordinators should
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make every effort to communicate with their employees in a regular manner
and also should make every effort to encourage and verbally reward their
employees for a job well done.
2. One plausible explanation for the lack of significant differences in this study
may be the homogeneity ofthe sample. Directors of student support services
should recruit and hire more males and more underrepresented ethnic groups
such as Hispanics and Asian Americans.
3. Directors ofstudent support services should make efforts to retain employees
for a longer time since average tenure was 10 years or less. Perhaps promotion
from within could be awarded to qualified, long tenure employees rather than
hiring for a position from outside ofstudent support services. In addition,
rewards for longevity could be awarded to employees who stay for more than
10 years.
4. · Supportive relationships could provide a type ofemotion management for
student support services personnel. Emotional energy received in informal or
formal support groups could protect student support services personnel against
the stress and hassles ofworking with disadvantaged and at-risk students.
Support from experienced peers could build confidence and reaffirm one's
competence as a teacher, counselor, or helper.
5. Support groups could_ also help older student support services personnel .
develop quality relationships.· An opportunity to serve on a committee or
project such as grant writing may reaffirm the employ's sense ofworth and
promote interaction among other staff members. Perhaps personnel could
form special interest groups outside ofwork to meet at a designated time and
location close to the workplace to discuss topics ofinterest such as books.
Also, personnel may form a walking club or an exercise club and involve as
many staff members as possible.
6. Since student support services personnel work under a limited budget, pay
increases are. not always an option for program directors to use as a way to
increase job satisfaction. Perhaps career development and training could serve
as a tool to meet employees' vocational needs. One way to implement low
cost career development for student support services personnel would be to
establish a ·relationship with college career centers that the personnel could
use free ofcharge or for a small fee. Training for computer skills or grant
writing skills could be offered by college courses free ofcharge or for a small
fee.
7. Many businesses have established Employee Assistance Programs to help
employees cope with problems that afflict their vocational and personal lives.
These businesses have done so because ofthe convictions that personal
problems interfere with satisfactory job performance and vice versa. It may be
plausible for student support services to establish a relationship with college
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counseling centers. Student support services personnel could be able to use the
counseling services free of charge or for a small fee as an added benefit.
If future research adheres to the recommendations listed in the previous section,
researchers could accurately verify that social support does relate to job satisfaction,
which would enrich the existing literature about this subject. By enacting the
recommendations presented in this section, student support services personnel may
realize an improvement in job satisfaction thereby strengthening the motivation of
employees to successfully carry out the ideals and goals of student support services.
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APPENDIX A
PERMISSION TO USE THE SPS INSTRUMENT

1 22

>Dear Sir:
>
>My name is Lori Simpson and I am currently a Master's student at The
>University of Tennessee, Knoxville. Currently, I am studying the
>relationship between social provisions and job satisfaction among
>secondary education teachers in the East Tennessee region. For my thesis,
>I would like to use the Social Provisions Scale. I would like a copy of
>the scale as well data for the measure to use in my research. I would be
>glad to send a summary of my results; the research should be. complete by
>April, 2002.
>
>I also would like reprints of these papers:
>
>Cutrona, C. E. (1 990). Stress and social support- In search of optimal
>matching. Journal of Social and Clinical Psychology, 9, 3-14.
>
>Russell, D., Altmaier, E., & Van Velzen, D. (1 987). Job-related stress,
>social support, and burnout among classroom teachers. Journal of Applied
>Psychology, 72, 269-274.
>
>Cutrona, C. E., & Russell, D. ( 1 987) The provisions of social
>relationships and adaptation to stress. In W. H. Jones & D. Perlman
>(Eds.), Advances in personal relationships (Vol. 1 , pp. 37-67). Greenwich,
>Conn.: JAI Press.
>
>My mailing address is:
>
>Lori Simpson
>UT Federal Programs
> 1 9 1 4 Andy Holt Ave., 25 HPER Building
>Knoxville, TN 37996-2745
>(865)974-4466; Fax: (865)-974-396 1
>
>
>Thank you for your generous cooperation. Should you have any questions
>please contact my advisor: Dr. Ernest Brewer (865) 974-4466 or (865)
>974-8924. Dr. Brewer may also be reached at the above address.
>
>Again, thank you.
>
> Lori Simpson
> <mailto:lorisimpson@earthlink.net>lorisimpson@earthlink.net
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Lori:
Believe it or not, I just returned from a meeting at your university, with
Warren Jones and his graduate students in Psychology. You should talk with
Warren about your interests.
Attached to this message is a paper on the scale, that includes a copy of
the measure at the end. I will also arrange for the other papers to be
mailed to you; I am unable to e-mail them to you.
Dan
At 1 0:22 AM 1 0/ 1 9/0 1 -0400, you wrote:
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APPENDIX B
INITITAL AND FOLLOW UP LETTERS SENT TO PARTICIPANTS
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November 1 5, 2002
John Doe
1 234 West Street
Knoxville TN 3777 1
Dear Mr. Doe:
I am writing to ask your help in a study of social support and job satisfaction being
conducted among TRIO professionals in the southeast region. This study is part of an
effort to learn how satisfied TRIO professionals are with their jobs, and whether
coworker relationships contribute to feelings ofjob satisfaction.
It's my understanding that you are employed with TRIO and are working in the southeast
region. We are contacting a random sample of TRIO employees to ask how satisfied they
are with their jobs and how strong their relationships are with coworkers.
Results of this survey will be used to gain an in-depth comprehension of job satisfaction
among TRIO professionals, By determining whether supportive relationships contribute
to job satisfaction, we seek to understand the many facets of job satisfaction. The more
we know about job satisfaction, the more we can structure the job to improve satisfaction.
Your answers are completely CONFIDENTIAL and will only be recorded under a
numerical code. Your answers will only be released as a summary of responses. The
survey is voluntary. However, you can help us very much by taking a few minutes to tell
us about yourself and your satisfaction with your job and your relationships. If you prefer
not to respond, please return the blank survey in the stamped envelope provided.
We have enclosed a small token of appreciation as a way of saying thanks for your time
and help. Simply return the completed surveys and you will be registered to win a Sony
DVD player. Please return your surveys by December 1 6, 2002.
If you have any questions or comments about this study, we would be happy to speak
with you. Our number is 865-974-4466 or you can write to us at the address on the
letterhead. If you prefer email, please submit questions to lorisimpson@earthlink.net.
Thank you for your help regarding this important study.
Sincerely,

Lori Simpson Wilkerson
Masters Candidate- The University of Tennessee, Knoxville
Cc: Dr. Ernest W. Brewer, Professor and TRIO Director, University of Tennessee
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January 8, 2003
John Doe
University
123 South Street
Anywhere, TN 1 1 1 1 1
Dear Mr. Doe:
Awhile ago, I sent a questionnaire packet to you that asked how satisfied TRIO
professionals are with their jobs, and whether coworker relationships contribute to
feelings ofjob satisfaction. Your name was randomly drawn from the Southeastern
Association of Educational Opportunity Program Personnel (SAEOPP) directory.
If you have returned your completed surveys, please accept my sincere thanks. I
appreciate your time and your responses. If you have not returned-the surveys, please do
so today. For your convenience, I have included the surveys in this packet in case the
original surveys have been lost or misplaced.
To date, the comments from people who have already returned the surveys are honest and
thought-provoking. With your help, the study can gain an in-depth look at how satisfied
people are with their jobs and their TRIO coworkers. I believe the results are going to be
very interesting and useful to anyone involved in TRIO.
I hope that you will fill out and return the enclosed surveys. Please remember that your
responses are completely CONFIDENTIAL. If for any reason you prefer not to fill out
the surveys, simply return the blank surveys in the provided stamped envelope. Please
respond by February 1, 2003.
If you have any questions or comments about this study, we would be happy to speak
with you. Our number is 865-97 4-4466 or you can write to us at the address on the
letterhead. If you prefer email, please submit questions to lorisimpson@earthlink.net.
Thank you for your help regarding this important study.
Sincerely,

Lori Simpson Wilkerson
Masters Candidate- The University of Tennessee, Knoxville
Cc: Dr. Ernest W. Brewer, Professor and TRIO Director, University of Tennessee
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APPENDIX C
COVER PAGE, DEMOGRAPHIC QUESIONNAIRE,
AND BACK PAGE OF QUESTIONNARIE PACKET
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Job Satisfaction and

Social Support Survey

Contact Information
Lori Simpson Wilkerson
Dr. Ernest W. Brewer, Professor
The University of Tennessee
College of Education, Health, and Human Services
Department of Educational Admin & Policy Studies
1 9 1 4 Andy Holt Ave., 25 HPER Bldg.
Knoxville, TN 37996-2745
(865) 974-4466
lorisimpson@earthlink.net
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Federal TRIO Program Personnel Demographic Questionnaire
Please check the answers that are appropriate to your situation
Age

D 2 1 -30

Ethnicity

□

3 1 -40

African-American

□
D

w

□

White

□

41-50

□

Full-Time

□

5 1 -60

□

60+

Asian-Pacific Islander

□

Hispanic

Employment Status

□

Gender

□

Marital Status

Native American

□

Other

□

Part-Time

Employment Position

□

Administrative

□

Program Director

D

Program Coordinator

□

Teacher

□

Counselor

□

Other

Male

□

Female

□

Married

□

Separated

□

Divorced

□

Single

□

Widow

Length ofEmployment in TRIO

□

2 years or less

□

1 6-20 years

□

2-5 years

□

2 1 -25 years

□

6- 1 0 years

□

26 years or more

□

1 1 - 1 5 years

Thank you/or your participation!
Please feel free to write any additional comments on this page:

APPENDIX D
ACTUAL COMMENTS FROM PARTICIPANTS WRITTEN
ON BACK PAGE OF QUESTIONNAIRE PACET
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Comments

To protect the confidentiality of the participants, any references to actual people
or institutions that have student support service programs have been changed. Instead,
"ABC" refers to names of people and "DEF" refers to institutions. All comments have
been recorded exactly as they appeared on the back page of the questionnaire packet.
Most of the comments revolve around the nature of the work, supervisors and coworkers,
and pay and benefits.
Nature of the Work

1 . I enjoy my job because of the students I assist. I come from a low-income,
first generation home, so I realize the difficult struggles students face. And I
enjoy knowing they're comfortable coming to me for help. I also feel men
move up quicker (and who are less qualified or experienced) so my chances
for promotion are reduced. Furthermore, I have learned that TRIO (like other
places) is very political. And because of this we sometimes fall short of doing
as good of a job as we can for students.
2. I feel TRIO people are not respected outside of TRIO circles. I feel the U.S.
Department of Ed. causes undue stress and paranoia by not having more
standard procedures.
3 . I enjoy working fo r TRIO, but it i s economically challenging and frustrating
as far as dealing with "red-tape" and unfriendly host-institution relationships.
4. The Department of Education should become more instrumental in
determining how college administrations affect the policies and procedures of
TRIO programs. Often times administrators are not abreast of the rules and
policies of TRIO programs. Therefore, Directors are sometimes placed in
situations where it is difficult to do their jobs effectively based on lack of
information. This is crucial.
5. There are two things that bother me about my job. The first is that ETS has
too many students to serve. Sometimes I feel like we are an assembly line and
mass produce students. Most of my time is spent recruiting so my program
can reach its numbers. The second concern I have is that my director does not
allow the students to do fun activities on summer trips. Cultural activities are
wonderful, but I feel that amusement parks, baseball games, etc. are also vital
for student participation.
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6. My first introduction to TRIO was with EOC while working with this program
I became more aware of the services it offered as well as Upward Bound. I
began to learn more and more about Upward Bound and was able to get my
ABC accepted as a participant. I can't begin to say how his participation has ·
prepared him for the next level of his education after high school. I have been
fortunate to become Program Coordinator with the Educational Talent Search
Program and despite the large number of participants this program deals with I
have enjoyed the networking with other TRIO personnel, getting together and
sharing ideas. Unfortunately, there are those in TRIO who have often become
complacent with their jobs. I often feel that ETS is the step child of all of the
TRIO programs. In attending training seminars I feel more emphasis should
be placed on innovative way to create a renewed interest in the valuable
services ETS has to offer in the same manner as Upward Bound and Upward
Bound Math and Science.
7. Have any job openings? Very dissatisfied worker.
8. Gaining recognition at the institutional level for innovativeness continues to
be an on-going problem. The institutional climate places TRIO as a peripheral
entity!
9. I find the biggest problem with personnel lies in the position of administrative
assistant. All counselors are masters level educated while the administrative
assistant has an Associates degree, ABC is not well-suited to this position and
her inability to provide supportive services cause the counselors to spend
valuable time doing mailing and letters, etc. That position should also be on a
professional level. Salaries are low based on educational level. Many in our
institution have no idea what we do._ It would be nice to have same schedule as
faculty members since we are in local middle and high schools on a
weekly/daily basis. But because we are not college faculty members we are
omitted from off days between semesters, spring breaks, etc.
Supervisors and Coworkers

1 . I rely on God and my family for support ! On the job I get very little support
and that's okay. But I would like a supervisor who is fair and exhibits better
leadership skills. One who knows how to communicate with all staff members
and not just one or two individuals in the office. A supervisor should not be
petty or partial to certain individuals in an office setting.
2. There are a lot of good TRIO people out there who do wonders and get little
recognition. We must support and work with others to show them we care.
3 . I work for a wonderful Director that supports, motivates, and encourages me.
Working for this type of environment makes working here at DEF and in
TRIO truly a wonderful experience. Short of leaving my husband and son, I
look forward to coming to work as a TRIO professional and serving my
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students! It - i s a nice feeling to have and to know that I am acquiring great
leadership abilities from my Director . . . I hope one day I will be able to fill
ABC 's shoes!
Pay and Benefits

1 . I really feel that we are being mistreated when it comes to getting raises. I
don't think that our raises should be in line with state raises. We cannot get a
raise unless the state employees get one. We have not gotten a raise in the past
four (4) years because the state employees have not gotten one. We only got a
2% raise beginning in January 2002, which only put me in another income tax
bracket without seeing a difference in payroll. There are lots of time in the
past state employees have gotten raises and we were unable to because we did
not have the funds available. This is unfair to persons in TRIO working under
federal grants. WE NEED TO CHANGE THIS RULE/GUIDELINE. What
you have to realize is that our jobs, as federal grant recipient, could end at any
time; therefore, we should be able to get raises as our funds allow us to.
PLEASE LOOK INTO THIS MATIER. Help TRIO get out from under the
guidelines of state employees concerning pay raises. Also, our state insurance
is not worth a plug nickel. It is getting worse. We as federal employees should
be able to get . a better insurance plan for our workers/families. It is almost
impossible to continue with this state healthcare plan. It is hurting us more so
than helping us. Please help us! ! !
2. I really like my coworkers and enjoy coming to work. I like my job and the
students I get to work with. I feel that I am treated very fairly and that my
supervisor respects me and thanks me constantly. I feel very lucky to have a
job I love and feel that I do well. However, I feel an immense amount of stress
because I constantly have financial difficulties, but I consider myself to be a
very loyal employee and don't really want to leave. I keep telling myself that
if the program to afford to pay me more, they would. I just never imagined
that I would be this financially unstable after getting a college degree. To be
honest it is pretty embarrassing and can be really depressing at times. My
friends and family constantly hound me about looking for a better paying job.
The benefits package is·really good and I know it would be hard to find
elsewhere. The only thing I cold think to add to the benefits would be a
payback for college loans. I stay because I love the kids and the people.
3. Generally speaking, I really enjoy working in TRIO. While the likelihood of
either a raise or promotion is slim, the job is quite rewarding. It is frustrating,
however, to have a job that requires a Master's degree, but doesn't pay well.
Sometimes I wonder why I spent two years earning a Master's, just to make
less $$ than friends who quit postsecondary education to work in a factor.
Would you mind sharing the results of this survey with those to complete it?
This should be quite interesting.
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4. I've worked in TRIO 1 0 years. I really like the work, esp. working with
students. The staff + directors of my current program are wonderful. The only
drawback, when I look at my salary vs. how many years I work it is a little
discouraging. Still, I would not want to work most other places.
5. It is my opinion that the University is unfair when it comes to sal ary increases.
Their decision to give increases are often based on personalized issues and
favoritism. I believe that the salaries of TRIO personnel is lower than other
employees at the University with less years of experience and their credentials
are no higher than employees in TRIO. I think that the Dept. of Education
should not give the University administrators the sole power to approve sal ary
increases of TRIO personnel.
6. Overall, I enjoy working for TRIO here at my campus. I strongly support the
proposal for Loan Forgiveness for TRIO employees. The Loan Forgiveness
Program will increase recruitment for younger TRIO personnel. This program
will be a great incentive for TRIO.
7. I currently am employed with a private university. Therefore, some of the
benefits I receive are different from that of a state school. For instance, my
institution does not allow raises for further education. I'm about to complete
my Masters degree and will not receive a raise. This is just one example of
why I have some complaints about my job with a TRIO program. You may
want to consider this. Some of my answers might be different if I were
employed at a state school (as I know most TRIO programs are).
8. My sal ary is higher because I supervise additional programs other than TRIO.
My position at the college is still the lowest paid entry position for that title.
Politics rule. Doing a great job is not rewarded at my college. TRIO programs
and staff are very under-appreciated and supported.
Comments about the Surveys
1 . I didn't mind completing this survey because I understand its importance.
However, the questions in both surveys seemed redundant and repetitive.
Unless there is a particular reason for asking the same question in a different
way several times, this instrument should not be used. The redundancy is
annoying and could distract some participants.
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