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1. [bookmark: _Toc200268423]Introduction 

This work-based research paper will develop a framework to carry out an employee satisfaction survey for staff members of Tribus – TSG. Tribus is a social enterprise dedicated to fostering sustainable value across four pivotal business verticals: Facilities Management (FM) Services, EdTech & Specialist Training, Technical Services and Manufacturing. Tribus was formed in June 2017, with zero startup capital it has grown into a multi-million dollar company operating across 3 continents. 

Tribus – TSG would like to improve employee satisfaction across all four of their business verticals. According to the Herzberg’s Two - Factor Theory, employee satisfaction and dissatisfaction arise from two different sets of factors: motivators and hygiene factors. Motivators like recognition and achievement, lead to higher satisfaction and motivation. Hygiene factors, such as salary and working conditions, prevent dissatisfaction but don’t necessarily motivate. (Herzberg,1959)

The Tribus survey will adopt an applied research approach. Tribus intends to analyse the findings and then apply those findings to improve the work environment. By using Herzberg’s Two-Factor Theory as a guiding framework, Tribus will be able to distinguish between factors that genuinely enhance employee satisfaction (motivators) and those that prevent dissatisfaction (hygiene factors). 

The survey approach will follow a sequential mixed method approach leveraging the strengths of both methodologies by using quantitative findings as a foundation to guide qualitative inquiry. 

The survey methodology will be quantitative when assessing the findings, however consideration to the qualitative approach has been given especially when assessing the post data collection phase. This mixed approach has been adopted due to the philosophical background of the staff members. Tribus has a fusion of staff and skillsets ranging from cleaners through to software engineers and executive level employees, with this in mind and to ensure actionable data, the four verticals will be treated in segregation when evaluating the findings and bench marked against their respective industries. Tribus will look at the ontology and epistemology knowledge.

The method for this research will be an online survey due to the size and location of their staff. The Tribus survey will be based on the Likert Scale, developed by Rensis Likert (1932), this method provides a structured and reliable approach to measuring attitudes and perceptions in a quantifiable manner. In addition, they will have three binary questions and three semi-structured free text questions at the conclusion stage of the survey. (see appendix A).

This approach will be one of deductive, looking for the cause and effect of any positive and negatives within their employees. Alan Bryman in his book Social Research methods describes deductive approach as a method that begins with a general theory or hypothesis—such as Herzberg’s Two-Factor Theory—and then examines whether the empirical data supports or contradicts it. The survey will also allow Tribus to test their theories and assumptions around their internal communication standards. (Bryman, 2016).
[bookmark: _Toc200268424]2.   Main Findings 
The survey will be adopting an action research approach / cycle. Stemming from the work of Kurt Lewin in the 1940s, action research is widely used as a methodology for practitioner and collaborative research as it provides a straightforward way of taking a researching approach to practice or change. (Lewin, 1946).

What - Employee satisfaction survey.
Who – Staff members across the 4 verticals (610 employees).
How – A quantitative online survey.
Where - Country wide (Kenya).
When – July 2025.

Action research according to McNiff and Whitehead is a way for organisations to improve their own practice. It is underpinned by three core elements: commitment to systematic questioning, commitment and skills to study, concern to question and test theory. This will allow Tribus to justify organisational Improvement / change, through evidence based findings that aim at improving the work life of the company employees. (McNiff and Whitehead, 2011).

A critical tool in this process is the employee satisfaction survey, which provides empirical data about the experiences, perceptions, and needs of staff. There are several academically recognised types of employee satisfaction surveys, including:

1. Job Descriptive Index (JDI) – This is one of the most widely used and validated instruments, focusing on key dimensions such as work, pay, promotion, supervision, and co-workers (Smith, Kendall & Hulin, 1969).
2. Minnesota Satisfaction Questionnaire (MSQ) – This survey assesses intrinsic and extrinsic job satisfaction and is useful for diagnosing specific areas of improvement (Weiss et al., 1967).
3. Custom Organisational Surveys – Many organisations develop bespoke surveys tailored to their culture and objectives. These allow alignment with strategic priorities and can be integrated into action research cycles for ongoing improvement (DeNisi & Pritchard, 2006).

Through these instruments, action research will allow Tribus to use structured feedback to drive meaningful change, increase engagement, and promote a healthier, more productive workplace for their staff.
[bookmark: _Toc200268425]2.1 Methodological Approaches
[bookmark: _Toc200268426]2.1.1 Quantitative 
Quantitative; According to Creswell in his work Research Design: Qualitative, Quantitative, and Mixed Methods Approaches quantitative research is underpinned by the belief that knowledge is best gained through empirical observation and statistical explanation. (Creswell,2014).
[bookmark: _Toc200268427]2.1.2 Qualitative 
Qualitative; According to Patton (2015), qualitative research is underpinned by a commitment to exploring meaning, context, and depth. It seeks to understand how and why people think, feel, or behave in certain ways by engaging them through interviews, focus groups, observations, and open-ended questionnaires. (Patton,2015)

Philosophical Background and Language Considerations in Mixed-Method Surveys

Due to the philosophical background of the company the survey will be in English and Swahili. Administering the survey in both English and Swahili reflects the linguistic diversity of the organisation’s workforce and aligns with the principles of inclusivity and equity. 

These approaches will ensure:

· Accessibility: Employees who are more comfortable in Swahili can fully understand and respond without language barriers, increasing the accuracy and completeness of responses (Kothari, 2004).
· Cultural Relevance: Language shapes how questions are interpreted and how meaning is constructed. Offering Swahili enhances cultural sensitivity and trust (Liamputtong, 2010).
· Data Quality: Multilingual surveys reduce the risk of response bias caused by misunderstandings or exclusion of non-English speakers. (Harzing, 2005).

Sequential Mixed Methods: From Quantitative to Qualitative
A sequential mixed method approach leverages the strengths of both methodologies by using quantitative findings as a foundation to guide qualitative inquiry. Once survey data is analysed, smaller target groups can be selected for deeper exploration to understand the why behind the numbers.

Qualitative methods that could be used post quantitative data has been analysed;
· Semi-structured Interviews: One-on-one discussions allow participants to elaborate on their personal perceptions and experiences.
· Focus Groups / Working Groups: Facilitated group discussions can encourage interaction and allow for shared perspectives.
· Case Studies: The examination of departments or teams allow companies to explore specific issues in context.
· Observation: Workplace observations, capture behaviours and interactions that may not emerge in raw or self-produced data.
· Document Analysis: The reviewing of internal reports, communications, or policies will allow for the triangulation of findings.

Combining these methods will provide a holistic picture for Tribus to enhance the organisation. 
[bookmark: _Toc200268428]2.2 Research Design​
When looking at research design, Christine Macintyre authored the book; The Art of Action Research in the Classroom. The book covers real-life experiences of teachers and although the book offers important cues to aid learning, it is aimed at smaller audiences compared to the diverse size and geographically spread workplace of Tribus-TSG. Macintyre. (2000) The Art of Action Research. The Macintyre book does offer valuable insights into the types and ways to construct survey questions; this research is highlight in appendix 1 – Survey Questionnaire. 

The survey will need to avoid the Hawthorne effect. The Hawthorne effect describes the tendency for people to modify their behaviour when they know they are being observed, often leading to changes in performance. This phenomenon was first observed during experiments at the Western Electric Company's Hawthorne plant in the 1920s and 1930s. (Mayo, 1933) It is key that the survey is designed to avoid this effect. (McCambridge, Witton and Elbourne, 2014).

Stages of an Action Research Cycle
[image: ]Action research involves a cyclical process with the aim of generating knowledge and learning from action. Having researched several action research cycles analysis and reviews such as Kurt Lewin’s Model (1946), Nelson 2014, Kemmis and McTaggart’s Spiral Model (1988), Susman’s Action Research Model (1983), Dickens & Watkins, (1999) and Piggot-Irvine’s Action Model. 

For this work-based project the Steps in Action Research, Ferrance, 2000 model has been chosen. The Ferrance selection is due to the repetition process, as the interpret data stages fit in well with the Tribus business model. 

The post interpret data; stages seem more aligned to an operational business compared to some of the other action cycles which aligned better towards an education and individual setting. 

Ferrance states that the cycle can be repeated as many times as needed until the desired change is achieved. Ferrance outlines 5 stages in an action research cycle. (Ferrance, 2000). That method of continuous repetition fits well with a company that champions continuous improvement, such as Tribus.

Identify A Problem (The What). At the moment there is an assumption that the company has a poor internal communication approach and the survey will test that theory and also allow for opportunities of wider workplace improvements. 

The Who, How and Where. Tribus wants to carry out an online employee satisfaction survey for all staff members, current manning numbers sit at 610 across 4 different business verticals. The survey is scheduled to be conducted throughout July 2025.

Gather Data. The online survey will allow for an easier collection of data, with only a few regions of the country being envisioned to require greater connectivity options, due to lack of staff members with smart phones. 

Interpret Data. On the quantitative front it is projected that the survey will highlight poor internal communication. The survey will have a free text box at the end of the survey, which will allow employees to express potential areas of improvements. The questionnaire will ultimately support the company in creating an improved work environment for all. 

Act on Evidence. This stage is arguably the most exciting one for the company and its staff members. 

Evaluate Results. On evaluation of the results Tribus will be able to assess whether the intervention has been successful. If the employee environment has improved, has there been any business impact regarding increased performance. If it has been unsuccessful and the company has not seen an increase in employee satisfaction, then by evaluating the results and analysing the data further, potentially a problem could be identified and next step actions could be carried out. 

Next Steps. On reflection of the evaluated results, the company could if the survey generated positive results implement a quarterly or bi-annual employee satisfaction survey process. If unsuccessful then the next steps would be directed towards any identified problems. 
[bookmark: _Toc200268429]2.3 Research methods ​
Types of Employee Surveys: Academic Underpinning, Advantages, and Disadvantages

1. Likert-Scale Surveys
Likert-scale surveys are among the most widely used tools for measuring employee satisfaction. These surveys are grounded in psychometric theory, particularly the work of Rensis Likert and others who developed reliable scales to measure latent variables like attitudes and satisfaction (Joshi et al., 2015).

Advantages: Likert surveys are easy to administer and analyse statistically. They provide clear quantitative data that can be compared across time, departments, or organisations.
Disadvantages: They limit the respondent’s ability to explain their reasoning and may produce biased results due to central tendency bias. 

2. Gallup Q12 Survey
This is a proprietary survey developed by Gallup, consisting of 12 items aimed at measuring employee engagement and linking it to performance outcomes. Q12 draws on Maslow’s hierarchy of needs and Herzberg’s two-factor theory, focusing on workplace elements that drive motivation and productivity (Harter, Schmidt & Hayes, 2002).

Advantages: It is based on extensive empirical research and has been validated through meta-analyses. The questions are directly linked to actions that managers can take to improve engagement.
Disadvantages: The tool is proprietary, which limits flexibility. It may also miss context-specific issues not covered in the 12 standard items.

3. Net Promoter Score (eNPS)
Adapted from customer satisfaction research, the Employee Net Promoter Score asks employees how likely they are to recommend their workplace to others.
eNPS stems from loyalty metrics developed by Reichheld (2003), but its application to employees has been widely critiqued. Its worthing noting Tribus tried an eNPS approach some years ago, but it was deemed too complicated across their staff.

Advantages: It is simple, easy to implement, and useful for tracking overall sentiment over time.
Disadvantages: It is overly simplistic and lacks diagnostic power. Researchers like Keiningham et al. (2007) argue it doesn’t account for complex motivations behind employee loyalty and may not be reliable across different workplace cultures.
 
4. Open-Ended (Qualitative) Surveys
These involve unstructured or semi-structured questions that allow employees to express opinions, experiences, and suggestions in their own words.
Rooted in interpretivist and constructivist research traditions, these surveys provide deep insights into lived experiences (Denzin & Lincoln, 2018).

Advantages: They reveal nuanced perspectives, uncover issues not anticipated by structured tools, and give employees a sense of being truly heard.
Disadvantages: Data analysis is time-consuming and requires qualitative expertise. Responses may vary in relevance and clarity, making comparison and generalisation difficult.

Common Constraints and Opportunities
The survey will require an online access; this creates two areas of concern for Tribus; Cost to the employee to take part in the survey as well as a lack of internet access. 90% of the staff will be able to access free Wi-Fi in their workplace but not all, as such and with a view of encouraging a higher survey participation every staff member will be given KES (Kenyan Shillings) 100 to cover their cost and as a reward for taking part. The incentive will have a specific code issued on accessing and completing the survey, cost to the individual is estimated to be below KES 20 and as such the remaining balance will be seen as a small token of appreciation. 

Those sites or individuals who do not have access to a smart phone, will be assigned access to the work computer stations based in their locations, on review this approach will allow all staff members to have access to the survey. 

Language challenges, although the majority of staff speak English and Swahili, to ensure complete language inclusivity the survey will be created in both languages. 

The questions will need to be clear and not ambiguous, if the questions are not clear then the results and data could be drastically impacted. To avoid this potential risk, the Tribus Employee Relationship Council (ERC) will review and sign off the questionnaire prior to dissemination. 
[bookmark: _Toc200268430]2.4 Ethical Considerations​
The survey will be done in collaboration with the MD, the Head of HR, Head of Compliance and the General Managers (GMs). This collaboration will ensure ethical considerations are catered for and that company and statutory requirements are adhered to.

A key ethical consideration is the Kenyan Data Protection Act of 2019. The act provides the legal framework for protecting personal data within Kenya. (Republic of Kenya, 2019).

Tribus – TSG is a certified Data Processor, as awarded by the Office of Data Protection Commissioner. See Appendix 2 for their certificate. 

According to the European social and research council (ESRC) there are six key principles of ethical research. (ESRC, 2023). These principles can be seen in appendix 3.

It is noted that Tribus has excellent governance and standards in place, they currently have 18 different national and international awards and standards in place such as ISO 9001:2015, ISO 45001:2018, BS 7858:2019, BS 10800:2020. See appendix 4, for the full overview. 

Tribus also has in place a company HR Manual which all staff members must read and sign, which covers areas such as code of practice and confidentiality, as well as conduct in the workplace. 

When looking at the insider research considerations, the survey approach has considered confidentiality and anonymity with a view of protecting participant identities. As well as ensuring the survey is anonymous and to reduce backend data the director of technical services will restrict access so that only individuals the MD has assigned can review the raw data and even those individuals will not be able to view; access points, phone or computer IP addresses of responders to the survey. 

To avoid unintentional bias, as well as conflicting loyalties, the Tribus ERC will be used as an Institutional Review Board (IRB). This approach will ensure transparency, wider communication opportunities post survey and address potential biases through self-reflection, triangulation of data sources, and a fair review of the raw data. The ERC has representatives from all verticals and levels within Tribus, they are also supported by the company Head of Compliance. 
3. [bookmark: _Toc200268431]Conclusion 

The overall approach of this work-based project, will be based on an Action Research Cycle. The aim of the work-based project is to improve employee satisfaction across all four of the business verticals. 

The survey will follow a sequential mixed method approach leveraging on the strengths of both methodologies by using quantitative findings as a foundation to guide qualitative inquiry. Once the quantitative large data analysis has been completed, the qualitative inquiry process will begin. At this stage, it is envisioned that one on one interviews and small workshop group sessions will be arranged to allow for further research.

The web-based survey, will have a fixed of Likert, Binary and Semi-structured questions. (see appendix A).
Due to the Tribus staff being spread across Kenya, the survey has to be web-based. To ensure the staff are encouraged to complete the survey and to cover any costs they may incur the staff will be given a KES 100 financial reward for participating in the survey. 

The language of the survey will be in both English and Swahili and will have clear and simplified wording. This dual language approach will increase survey engagement and inclusion. 

Data protection and protection of staff will be two key areas championed throughout the survey process and Tribus has robust governance and standards in place to support the needs of the survey and its staff. 
4. [bookmark: _Toc200268432]Recommendations 

The recommendations for Post-Survey Impact. Conducting the survey sits within the early stages of the action research cycle and it is critical that post survey tracking is carried out so that meaningful improvements can be enjoyed by Tribus. The three key recommendations of tracking post survey can be seen below;

1. Action Research and Continuous Improvement
“Without a clear follow-through process, the value of an employee survey is diminished. Action and reflection complete the learning cycle” (Reason & Bradbury, 2001). With that in mind following the Steps in Action Research model, Tribus will ensure a continuous improvement cycle is adopted. 

2. Organisational Learning and Feedback Loops
“Learning organisations use surveys not as a one-off event but as part of a broader feedback system to evaluate organisational health and adaptation” (Senge, 1990). Tribus can leverage on its ERC and its monthly news letters to create feedback loops.

3. Return on Investment (ROI) in HR Interventions
From a business-oriented perspective, tracking survey impact will allow the Tribus HR department to demonstrate ROI of its people strategy. “Measuring outcomes of HR interventions validates the process and enhances accountability” (Phillips & Phillips, 2001).
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[bookmark: _Toc200268437]Appendix – 3 ESRC 6 Principles

European social and research council (ESRC) there are six key principles of ethical research

1. Research should be designed, reviewed and undertaken to ensure integrity and quality.
2. Research staff and subjects must be informed fully about the purpose, methods and intended possible uses of the research, what their participation in the research entails and what risks, if any, are involved.  Some variation is allowed in very specific an exceptional research contexts for which detailed guidance is provided in the policy Guidelines.
3. The confidentiality of information supplied by research subjects and the anonymity of respondents must be respected.
4. Research participants must participate in a voluntary way, free from any coercion.
5. Harm to research participants must be avoided.
6. The independence of research must be clear, and any conflicts of interest or partiality must be explicit.
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Tribus TSG Employee Survey

* Required

1. What vertical/department do you work
under? *

(O EdTech & Specialist Training
(O Facilties Management
(O Manufacturing

() Tribus Integrated Technologies

2. How long have you worked at Tribus TSG? *

O 1-12months
O 1-3years
O 3-5years
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3. What is your gender? *

O Male

O Female

(O Prefer not to say

4. How satisfied were you with the onboarding

process in helping you understand your role,
responsibilities, and company culture? *

O Very satisfied

(O slightly satisfied

(O Neither satisfied nor dissatisfied
O slightly dissatisfied

O Very dissatisfied

5. | feel my skills and strengths are well-utilized
in my current role. *
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8. | have the flexibility | need to maintain a
healthy work-life balance. *

O Yes

(O somewhat

O No

9. There are clear opportunities for career
advancement here. *

O Yes
O Neutral
O No

10. | feel motivated to do my best work at Tribus.
TSG. *

(O strongly agree

O Agree
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. Do you feel that Tribus TSG provides
adequate support and resources to help you
maintain your mental health and well-being
atwork? *

O Yes
O No
(O somehow

12. Have you received and signed your Job
Description and KPIs? *

O Yes
O No
13. Are you aware of the role and purpose of the

Employee Relations Council (ERC) at Tribus
TSG?

O Yes
O No
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6. | feel a strong sense of teamwork within my
team. *

O strongly agree
O saree

O Neutral

(O Dpisagree

(O strongly disagree

7. Internal communication at Tribus TSG is
clear and transparent. *

(O strongly agree
O Agree

O Neutral

(O Dpisagree

(O strongly disagree
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14. Do you feel the Employee Relations Council
(ERC) effectively represents employee
concerns and contributes to a positive work
environment? *

() strongly disagree
() Disagree
O Neutral
O Agree
(O strongly Agree
15. Do you feel your salary and benefits at

Tribus TSG comply with applicable labor
laws and regulations? *

O Yes
O No
O Notsure
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16. Have you ever been asked to pay a bribe for
a favour or promotion? *

O Yes

O No

17. | would recommend Tribus TSG as a great
place to work. *

O Most likely
O Likely
O Maybe
O unlikely
(© Most uniikely
18. What unique strengths, skills, or impact do

you bring that contribute to the success of
Tribus TSG? *

Enter your answer
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O unlikely

(O Most uniikely

18. What unique strengths, skills, or impact do
you bring that contribute to the success of
Tribus TSG? *

Enter your answer

19. What could we improve to make Tribus TSG
an even better workplace? *

Enter your answer

20. Any additional comments or feedback?

Enter your answer

Never give out your password. Report abuse
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OFFICE OF THE Serial NO.:
DATA PROTECTION
COMMISSIONER

REPUBLIC OF KENYA

CERTIFICATE OF REGISTRATION

This certificate is awarded to

TRIBUS-TSG LIMITED

|dentification
302-048B-E562 as a
Data Processor

for a period of two (2) years starting from the date
indicated below.

Data Commissioner

Place of Issuance: Kenya. Certificate Valid from 20th July 2023

*NOTE: This an online generated certificate
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