


■Verbal Recognition in ''Public'

The verbal recondition in public group of four

participants showed no increases in either internal work

motivation' (pre = 5/post =5) or feedback from agents

(pre = 3.25/post = 3.75). Group PPA shows a slight

increase in sales fifth week, the week that recognition

was given.

Figure 30. .Recognition in Public Group Per Person 
Average - Sales

Participant -RPU2 did not answer section 3 #2 of.the

preJDS but all other related questions for internal work

motivation were answered. The experimenter made the

average of the remaining 5 answers as the answer for
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section 3 #2 question. This gave RPU2 an internal work

motivation score of 4 (neutral). This showed three of

the four participants (RPU2, RPU1, and RPU4) having no

change between preJDS scores in internal work motivation 

and postJDS scores. Participant RPU3 showed a drop in

IWM score from 6 (satisfied) to 5 (slightly satisfied).

Participant RPU2 showed a slight jump in postjds feedback

from agents score, going from a preJDS score of 1 (very

dissatisfied) to a postJDS score of 2 (slightly

dissatisfied). RPu2 was not present for week 4, which

explains the absence of sales data for week 4.

Recognition was given to the participant in week 5.

Participant RPU1 showed slight increase in feedback from 

agents scoring 4 (neutral) in the pretest and scoring a 5 

(slightly satisfied) in the posttest. RPU4 showed no 

change in pre and post scores on feedback from agents.

Participant RPU3 showed a marked increase in PPA 

during week five. PPA jumped from a previous high of 

17.89 in week 1 to 20.80 in week 5. PPA dropped back to 

previous performance in weeks 6 and 7.
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Recognition in Public Group Internal Work Motivation

Figure 31. Recognition in Public Group Internal Work 
Motivation

Recognition in Public Group Feedback From Agents

8 ------- ------------------------------------
7 . ■ - __

RPul 6 -
5 .recognition 4 -in private 3 . --------- ...........

participant 1 2 -
1 . T.............

0 ■ ■ ,

PreJDS PstJDS
—«-- RPul 4 5
—«—RPu2 ■ ‘ 1 , 2

X RPu3 4 4
- X- PRu4 4 4

Figure 32. Recognition in Public Group Feedback From 
•■Agents '
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Figure 33. Recognition in Public Group Individual Per 
Person Average

Figure 34. Recognition in Public Participant 1 Job 
Diagnostic Survey Data
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Recognition in Public Participant 1 Per Person
Average Sales Data

Figure 35. Recognition in Public Participant 1 Per 
Person Average Sales Data

Recognition in Public Participant 2 Job 
Diagnostic Survey Data

□ Pre JDS SPostJDS

Figure 36. Recognition in Public Participant 2 Job
Diagnostic Survey Data
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Recognition in Public Participant 2 Per Person
Average Sales Data

Figure 37. Recognition in Public Participant 2 Per 
Person Average Sales Data

Recognition in Public Participant. 3 Job 
Diagnostic Survey Data

□ Pre JDS 

■ Post JDS

Figure 38. Recognition in Public Participant 3 Job
Diagnostic Survey Data
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Recognition in Public Participant 3 Per Person
Average Sales Data

Figure 39. Recognition in Public Participant 3 Per 
Person Average Sales Data

Recognition in Public 4 Job Diagnostic Survey- 
Data

□ Pre JDS 

HPostJDS

Figure 40. Recognition in Public Participant 4 Job
Diagnostic Survey Data
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Recognition in Public Participant 4 Per Person
Average Sales Data

Figure 41. Recognition in Public Participant 4 Per 
Person Average Sales Data

Unfortunately out of 320 possible participants I

received 22 volunteers. Of those that participated eight

were removed from the study due to not working the full

length of the experiment. This was due to separation

from the company, accidents, maternity leave, and

vacation. The lack of participants in this study

required a change in the planned statistical analysis.

The planned nested ANCOVA design was abandoned to use a

multiple baseline of behaviors.
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CHAPTER FIVE

DISCUSSION

Because of the need to conduct a multiple baseline

study the use of inferential statistics could not be used

to test the hypotheses. In a multiple baseline study the

researcher examines trends in data over time through

graphs. The hypothesis that recognition given in public

would show a more positive change in intrinsic motivation

and sales performance than recognition that is done in

private was not supported by the findings in this study.

The verbal recognition given in private condition found

no substantial increases in internal work motivation for

any of the participants. The same is true of the

recognition given in public, no substantial increases

were found in the post JDS intrinsic work motivation 

scores after the recognition was given. Recognition given 

in private did find one participant (RPr2) that reported 

an increase in post JDS intrinsic work motivation scores, 

this participant also had a sustained increase in PPA

through the 7th week.

Recognition seems to have been effective at

increasing sales behaviors as 8 of 10 participants saw
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increases in PPA after the recognition was given. RPr3

had a substantial unexplained'increase in PPA in week 7

this was after the post JDS was given and showed a

decrease in intrinsic work motivation. Only

distinguishing factors are that the participant was the

youngest male in the study 3 years younger than the next 

youngest participant. Three of the participants in the 

private recognition group RPr5, RPr6, and RPr2 did,

however, show slight increases in sales performance. In

the public recognition group participant RPU3 showed a

marked increase in PPA during week five. PPA jumped from

a previous high of 17.89 in week 1 to 20.80. No other

increases were noted in this group.

The second hypothesis, that those who observe the

recognition will increase their PPA due to the

observational aspects of SCT and OB MOD was also not

supported. Weekly store per person sales averages that

were calculated show no substantial change in sales

performance for the store as a whole. Store performance

is calculated by adding all waitstaff's sales and

dividing by the total number of guests, i.e. weekly sales 

of 78,000/ 3120 recorded customers = $25 average sales to

each customer. The implications derived from the data
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from this study do not support the idea that verbal 

recognition has any substantial effect on waitstaff's 

sales performance or intrinsic motivation scores.

There is the possibility that non-sales feedback had

an effect on the outcome of intrinsic motivation. Only

one participant in either of the experimental groups

showed even a slight increase in intrinsic work

motivation (RPr2) so any extraneous effect that possibly

occurred would have been counter productive in relation

to the hypotheses. Only documented recognition that was

included in a participants file could be tracked and

management indicated that no documented recognition for

the participants of this study was given during week four

through seven.

Problems with this study were the same as any field

experiment. Very little, to no control over extraneous

variables makes any results difficult to interpret. The

way to overcome this obstacle is by including a

significant portion of the population in your study.

The question of why this study had such a low number

of participants is a significant one. It is possible

that the participants are unique in this population in

some way. These individuals may be more company or team
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oriented which was not an aspect that was measured in

this study. It is also possible that there was not the

management support required for this study at the store

level. This may have resulted in half-hearted attempts

at recruitment and may have also effected the "quality"

of the recognition that was given to the participants of

the study (i.e. nonverbal cues). It is also possible

that there was a backlash effect due to the recent

discontinuance of the prior recognition system which had

been in place for over twenty years.

Further studies should strive to gain larger

portions of the target population. Three things could

have been done differently in this study in regards to

achieving larger subject participation. First, the 

abbreviated JDS questionnaire of 12 questions that was 

used in the posttest portion should be used for the

pretest as well. It is quite possible that the 55-

question pretest survey was the reason for some of the 

waitstaffs' lack of participation. The management could

be ensured that the extra information that could be

gathered by the JDS would be given in a follow up survey 

after the study was done. In this way they would have
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the information they were looking for without interfering

with the study.

The second possibility would be to use a different

population instead of the waitstaff, perhaps retail

sales. Retail sales would still have sales tracking, use

of specific sales behaviors, and frequent independent

customer engagement. However the waitstaff work in

relative autonomy, have individually measured results,

and those results are quantifiable as sales so there are

definite advantages to using this population. There are

certain drawbacks that could make using this population

problematic. This population is unique in that they

receive performance feedback at the end of each

individual customer engagement (this can translate to 20

or 30 times a day as much as 5 days a week) in the form

of cash tips. This continual reinforcement of behavior

with a monetary reward may undermine the effectiveness of

the verbal recognition creating a "show me the money" 

mentality. In other words the frequent monetary feedback

could make the population more desirous of a more

tangible type of performance feedback than verbal

recognition. Another unique aspect of this population is 

that the continual monetary feedback comes not from a
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supervisor or company employee but the customer

themselves. This may lead to a lack of effectiveness

when it comes to management being able to motivate

waitstaff.

The third possibility is to change the amount of

researcher involvement in the recruitment of subjects.

In this study recruitment was done mainly by management

whose motivation to take on this added responsibility is

suspect. One possibility would be to give management

some incentive to emphasize the importance of

participation in the study. Perhaps a reward to the

manager of the store that gets the most participants

would have encouraged more managers to endorse the study

and encourage their employees to participate.

While not feasible in regards to this project

another possible way to gain a clearer picture of the

effect of verbal recognition would be to employ a secret 

shopper. This rater would catalog specific suggestive 

sales behaviors, both quantity and quality of delivery, 

during the course of the study. This would replicate the 

Komaki, Waddell, and Pearce (1977) study more closely 

except the participants would be waitstaff.
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Ito

I Sex : (circle one) 

Age: ■

male / female

Education Level:

Some High School
Graduated High School/GED 
Some College
College Graduate

(circle one) Technical Degree
Masters Degree
PhD.

4 .Ethnicity I Race: ( circle one)
Hispanic
African American 
Asian 
Caucasian 
Native American 
Other:

5. How long have you been employed by Main & Main! T.G.I. Fridays?___yrs
___mo

6. How many hours a week do you work? ( circle one) 1-10 hrs
11-20 hrs 
21 - 30hrs 
31 - 40 hrs 
40 + hrs

7. Do you feel that your department is adequately staffed? Yes /No

8. Do you consider your employment to be just a job (temporary) or a career?
( circle one): job / career

77



APPENDIX C

PRETEST JOB DIAGNOSTIC SURVEY
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Job Diagnostic Survey

On the following pages you will find questions about your job. Specific instructions 
are given at the start of each section. Please read them carefully. It should take no 
more than 30 minutes to complete the entire survey.
Your individual answers will be kept completely confidential. Your management does not 
see your individual responses.
Please respond to every question. Each response provides data for a number of job 
diagnostic indicators.
Thank you for your cooperation.

Section 1
This part of the survey asks you to describe your job, as objectively as you
can.
Please do not use this part of the survey to express whether you like or dislike 
your job. Questions about that will come later. Instead, try to make your descriptions 
as accurate and as objective as you possibly can.

A sample question is given below.
Sample Question: To what extent does your job require you to work with mechanical 
equipment?

1 2 3 4 5 6 7

Very little; Moderately Very much;
the
the job requires 
almost
almost no contact 
with
with mechanical

job require

constant work

mechanical
equipment
equipment of any kind

If, for example, your job requires you to work with mechanical equipment a good deal 
of the time - but also requires some paperwork - you might check the number 6.

Select the number which is the most accurate description of your job on the scale 
provided under each question. , ■

l.How much autonomy is there in your job? That is, to what extent does your job permit 
you to decide on your own how to go about doing the work?

1
Very little; the 
job
job gives me almost 
almost
no personal say 
about how and when 
for

4
Moderate autonomy

many things are

standardized and 
not under my control

6
Very much; the

gives me

complete
responsibility

2 3 5 7

79



the work is done. but I can make some deciding how
and

decisions about the work. when work is
done

2. To what extent does your job involve doing a whole and identifiable piece of work? 
That is, is the job a complete piece of work that has an obvious beginning and end? Or 
is it only a small part of the overall piece of work, which is finished by other 
people or by automatic machines?

0 1: My job is only a tiny part of the overall piece of work; the results of my
activities cannot be seen in the final product or service.

0 2.
0 3
0 4: My job is a moderate-sized chunk own contribution can be seen in the overall

piece of work; my own contribution can be seen in the final outcome.
0 5
0 . 6
0 7: My job involves doing the whole piece' of work, from start to finish; the

results of my activities are easily seen in the final product or service.

3. How much variety is there in your job? That is, to what extent does the job require 
you to do many different things at work, using a variety of your skills and talents?

0 1: Very little; the job requires me to do the same routine things over and over
again.
0 2 
0 3
0 4: Moderate variety.
0 5
0 6
0 7: Very much; the job requires me to do many different things, using a number of
different skills and talents.

4. In general how significant or important, is your job? That is, are the results of 
your work likely to significantly affect the lives or well-being of other people?

0 1: Not very significant; the outcomes of my work-are not likely to have important
effects on other people.
0 2
0 3
0 4: Moderately significant,
0 5
0 6
0 7: Highly significant; the outcomes of my work can affect other people in very
important ways.

5. To what extent do managers or co-workers let you know how well you are doing on 
your job?
0 1: Very little; people almost never let me know how well I am doing.
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0 2
0 3
0 4: Moderately; sometimes people may give me feedback; other times they may not.
0 5
0 6
0 7: Very much; managers or co-workers provide me with almost constant feedback
about how well I am doing.
6. To what extent does doing the job itself provide you with information about your 
work performance? That is, does the actual work itself provide the clues about how 
well you are doing - aside from any feedback co-workers or supervisors may provide?

0 1: Very little; the job itself is set up so I could work forever without finding
out how well I am doing.
0 2
0 3
0 4: Moderately; sometimes doing the job provides feedback to me; sometimes it does
not.
0 5
0 6
0 7: Very much; the job is set up so that I get almost constant feedback as I work
about how well I am doing.

Section 2
Listed below are a number of statements which could be used to describe a job. Please 
indicate whether each statement is an accurate or an inaccurate description of your 
job.

Once again, please try to be as objective as you can in deciding how accurately each 
statement describes your job -regardless of whether you like or dislike your job.
How accurate is each of the following statements in describing your job?

1
Very

Inaccurate

2
Mostly
Inaccurate

3
Slightly
Inaccurate

4
Uncertain

5

Slightly
Accurate

6

Mostly
Accurate

7
Very
Accurate

____ l.The job requires me-to use a number of complex or high-level skills

_____  2.The job is arranged so that I do not have the chance to do an entire piece of
work from beginning to end

_____  3.Just doing the work required by the job provides many chances for me to figure
out how well I am doing

____  4.The job is quite simple and repetitive

____ 5.The supervisors and co-workers on this job almost never give me any feedback
about how well I am doing in my work

____ 6.This job is one where a lot of other people can be affected by how well the
work gets done

____  7.The job denies me any chance to use my personal initiative or judgment
carrying out the work
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8.Supervisors often let me know how well they think I am performing the job

____  9.The job provides me the chance to completely finish the pieces of work I begin

_____  10.The job itself provides very few clues about whether or not I am performing
well

_____ 11. The job gives me considerable opportunity for independence and freedom in
how 1 do the work

____ 12.The job itself is not very significant or important in the broader scheme of
things 
Section 3
Now please indicate how you personally feel about your job.
Each of the statements below is something that a person might say about his or her 
job. Please indicate your own personal feelings about your job by indicating how much 
you agree with each of the statements.
How much do you agree with each of the following statements about your job?

1. My opinion of myself goes up when I do this job well

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

2.Generally speaking,, 1 am very satisfied with this job

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

3.1 feel a great sense of personal siltisfaction when 1 do this job ' ell

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

4.1 frequently think of quitting this job

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

5.1 feel bad and Unhappy when X discover that 1 have performed poorly on this

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly
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6. I am generally satisfied with the kind of work I do in this job

0 0 0 . 0 0 0 -
Disagree Disagree Disagree Neutral Agree ' ’ ’ ■ Agree
Strongly Slightly Slightly

are not affected much one way or the

0
Agree
Strongly

7. My own feelings 
this job

other by how well I do on

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly
Section 4
Now please indicate how satisfied you are with each aspect of your job listed below

l.The degree of respect and fair treatment I receive from my boss

0 0 0 0 
Extremely Dissatisfied Slightly Neutral 
Dissatisfied Dissatisfied

0 0 
Slightly Satisfied 
Satisfied

0
Extremely
Satisfied

2.The amount of support and guidance I receive from my supervisor

0 0 0 0 
Extremely Dissatisfied Slightly Neutral 
Dissatisfied Dissatisfied

0
Slightly
Satisfied

0
Satisfied

0
Extremely
Satisfied

3.The overall quality of the supervision I receive in my work

0 0 0 0 
Extremely Dissatisfied Slightly Neutral 
Dissatisfied Dissatisfied

0
Slightly
Satisfied

0
Satisfied

0
Extremely
Satisfied

Section 5
Now please think of the other people in your organization who hold the same job you 
do. If no one has exactly the same job as you, think of the job which is most similar 
to yours.
Please think about how accurately each of the statements describes the feelings of 
those people about the job.
It is quite all right if your answers here are different from when you described your 
own reactions to the job. Often different people feel quite differently about the same 
job.
How much do you agree with each of the following statements?

1. Most people on this job feel a great sense of personal satisfaction when they do 
the job well

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly
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2. Most people on this job are very satisfied with the job

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

3 People on this job often think of quitting

0 0 0 0 0 0 0
Disagree Disagree Disagree 
Strongly Slightly 
4. Most people on this job feel 
the work poorly .

Neutral Agree
Slightly

bad or unhappy when

Agree

they find

Agree
Strongly
that they have performed

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

Section 6
Listed below are a number of characteristics which could be present on any job. People 
differ about how much they would like to have each one present in their own jobs. We 
are interested in learning how much you personally would like to have each one present 
in your job.
Please indicate the degree to which you would like to have each characteristic present 
in your job:

1 2
Would like 
having this

only a moderate
much
amount (or less)

3 4
Would like 
having this 
very much

5 6 7
Would like 
having this

extremely

1. High respect and fair treatment from my supervisor

2. Stimulating and challenging work

3. Chances to exercise independent thought and action in my job

4. Great job security

5. Very friendly co-workers

6. Opportunities to learn new things from my work

7. High salary and good fringe benefits

8. Opportunities to be creative and imaginative in my work
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9. Quick promotions

10. Opportunities for personal growth and development in my job

11. A sense of worthwhile accomplishment in my work

Section 7
People differ in the kinds of jobs they would most like to hold. The questions in this 
section give you a chance to say just what it is about a job that is most important to 
you.
For each question, two different kinds of jobs are briefly described. Please indicate 
which of the jobs you personally would prefer - if you had to make a 
choice between them.
In answering each question, assume that everything else about the job is the same. Pay 
attention only to the characteristics actually listed.

Two examples 
Example

are given below.
1. Job A: A job requiring work with mechanical equipment most of the day. 
Job B: A job requiring work with other people most of the day.

0
Strongly 
Prefer A

0
Slightly 
Prefer A

0
Neutral

0
Slightly 
Prefer B

0
Strongly 
Prefer B

If you like working with people and 
check 'Neutral' as your answer.

working with equipment equally well. you would

Here is another example. This one asks for a harder choice - between two jobs which 
both have some undesirable features.

Example 2.Job A:A job requiring you to expose yourself to considerable physical 
danger.

Job B:A job located 200 miles from your home and family

0 0 0 0 0
Strongly Slightly Neutral Slightly Strongly
Prefer A Prefer A Prefer B Prefer B

If you would slightly prefer risking physical danger to working far from your home, 
you would check 'Slightly Prefer A' as your answer.

Please check which of the 
1. Job A.

Job B.

jobs you personally would prefer - and by how much. 
A job where the pay is very good.
A job where there is considerable opportunity to be 
creative and innovative.

0
Strongly 
Prefer A

0
Slightly 
Prefer A

0
Neutral

0
Slightly 
Prefer B

0
Strongly 
Prefer B

2. Job A A job where you are often required to make important decisions.
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Job B. A job with many pleasant people to work with.

0 0 0 0
Strongly Slightly Neutral Slightly
Prefer A Prefer A Prefer B

0
Strongly 
Prefer B

3 . Job A. A job in which greater responsibility is given to those who 
do the best work.

Job B. A job in which greater responsibility is given to loyal 
employees who have the most seniority.

0 0 0 0
Strongly Slightly Neutral Slightly
Prefer A Prefer A Prefer B

0
Strongly 
Prefer B

4. Job A. A job in an organization which is in financial trouble - and might have to 
close down within the year.

Job. B. A job in which you are not allowed to have any say whatever in how your 
work is scheduled, or in the procedures to be used in carrying it out.

0 0 0 0 0
Strongly Slightly Neutral Slightly Strongly
Prefer A Prefer A Prefer B Prefer B

5. Job A.
Job B.

A very routine job.
A job where your co-workers are not very friendly.

0 0 0 ’ 0 0
Strongly Slightly Neutral Slightly Strongly
Prefer A Prefer A Prefer B Prefer B

6. Job A. A job with a 
and your work in front of

Job B. A job which 
hard to develop.

supervisor who is often very critical of you
other people.
prevents you from using a number of skills that you worked

0 0 0 0
Strongly Slightly Neutral Slightly
Prefer A Prefer A Prefer B

0
Strongly 
Prefer B

7. Job A. A job with a supervisor who respects you and treats you fairly.
Job B. A job which provides constant opportunities for you to learn new and

interesting things.

0 0 0 0
Strongly Slightly Neutral Slightly
Prefer A Prefer A Prefer B

0
Strongly 
Prefer B

8. Job A. A job where there is a real chance you could be laid off.
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Job B. A job with very little chance to do challenging work.

0 0 0 0
Strongly Slightly Neutral Slightly
Prefer A Prefer A Prefer B

0
Strongly 
Prefer B

9. Job A. A job in which there is a real chance for you to develop new skills and 
advance in the organization.

Job B. A job which provides lots of vacation time and an excellent fringe benefit 
package.

0
Strongly 
Prefer A

0
Slightly 
Prefer A

0
Neutral

0
Slightly 
Prefer B

0
Strongly 
Prefer B

10. Job A 
think best

A job with little freedom and independence to do your work in the way you

Job B. A job where the working conditions are poor.

0
Strongly 
Prefer A

0
Slightly 
Prefer A

0
Neutral

0
Slightly 
Prefer B

0
Strongly 
Prefer B

11. Job A. 
Job B.

extent.

A job with very satisfying 
A job which allows you to

team-work.
use your skills and abilities to the fullest

0
Strongly 
Prefer A

0
Slightly 
Prefer A

0
Neutral

0
Slightly 
Prefer B

0
Strongly 
Prefer B

12. Job A 
Job B

A job which 
A job which

offers little 
requires you

or no challenge.
to be completely isolated from coworkers.

0
Strongly 
Prefer A

0
Slightly 
Prefer A

0
Neutral

0
Slightly 
Prefer B

0
Strongly 
Prefer B

Thank You
Thank you for taking the time to complete this survey.
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POSTTEST JOB DIAGNOSTIC SURVEY
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Server #

Circle the O that best describes how you feel about the aspects of your job that are 
mentioned below.

1. To what extent do managers or co-workers let you know how well you are doing 
on your job?
0 1: Very little; people almost never let me know how well I am doing.
0 2
0 3
0 4: Moderately; sometimes people may give me feedback; other times they may not.
0 5 
0 6
0 7: Very much; managers or co-workers provide me with almost constant feedback about 
how well I am doing.

2. My opinion of myself goes up when I do this job well

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

3. Generally speaking, I am very satisfied with this job

0 0 0 o £ 0 0
Disagree Disagree Disagree Neutral Agree Agree Aqree
Strongly Slightly Slightly Strongly

4. I feel a great sense of personal satisfaction when I do this job well

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

5. Most people on this job feel a great sense iof personal satisfaction when they do
the job well

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly
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6. I feel bad and unhappy when I discover that I have performed poorly on this job

0
Disagree
Strongly

0
Disagree

0
Disagree
Slightly

0
Neutral

0
Agree

Slightly

0
Agree

0
Agree

Strongly

7. Most people on this job are very satisfied with the j ob

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

8. My own 
this job

feelings are not affected much one way or the other by how well I do on

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly

A.
Slightly Slightly Strongly

9. Most people on this job 
performed the work poorly

feel bad or unhappy when they find out that they have

0 0 0 0 0 0 0
Disagree Disagree Disagree Neutral Agree Agree Agree
Strongly Slightly Slightly Strongly

Listed below are a number of statements which could be used to describe a job.
Please indicate whether each statement is an accurate or an inaccurate description, of 
your job.

Once again, please try to be as objective as you can in deciding how accurately each ' 
statement describes your job - regardless of whether you like or dislike your job.
How accurate is each of the following statements in describing your job?

1 2 3 4 5 6 7
Very Inaccurate Mostly Slightly Uncertain Slightly Mostly
Very
Accurate
Accurate

Inaccurate Inaccurate Accurate Accurate

____ 10.The supervisors and co-workers on this job almost never give me any
feedback about how well I am doing in my work
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11. Supervisors often let me know how well they think I am performing the job

_____  12.The job itself provides very few clues about whether or not I am performing
well

Thank You
Thank you for taking the time to complete this survey.
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APPENDIX E

Sales Log
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----------- 08 GUESTS07 CHbUKS
U06 SPLIT CHECKS
******************************************

*** SALES DETAIL ***
Per Person Aver $ 11.25
Guest Check Av $12.86
Wines $0.00
Sodas 08 $7.96
Add Soup\Salad $0.00
Appetizers $0.00
Desserts $0.00
NA Bevs 12 $15.92
JD Items 01 $12.99
Ultimates - $0.00 -
Accompaniments $0.00
Republic Teas $0.00
Fiji'Water $0.00
Hong Kong Steak $0.00
Dynasty Rice $0.00
Fresh Fish $0.00
Combo App $0.00
Gift Card Sales $0.00
Gift Certs $0.00
Ultimate Summer - $0.00
Water 0.00
Drink of Day $0.00
Firestone $0.00

. Sam Adams Light $0.00
■ Sam Seasonal $0.00

Sam Adams Draft $0.00
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APPENDIX F

DEBRIEFING STATEMENT

3
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Thank you for participating in this study. It was necessary for the integrity of the study to tell 
you that you would be reviewing a new recognition program. In fact, you were part of a trial 
recognition program but some elements of the program were not told to you. It was important that you 
be kept unaware of the nature of the study so that the information gathered would represent your natural 
reaction. However your comments on your observations of the recognition given over the 6-week 
period is important and will be part of the study given to T.G.I. Friday's management and HR 
department. Your comments will be anonymous, at no time will your name or server # be reported 
along with your responses. All data will be reported in-group form only.

Those participants who were recognized for PPA performance had their reactions to the 
manager's verbal recognition measured by tracking the PPA and using an intrinsic motivation scale 
from the Job Diagnostic Survey. The PPA feedback given to you was correct and the manager had full 
knowledge of your performance. For those of you who would like to develop ways to improve your 
PPA, we can take time now or make an appointment to give you that information later.

The only information that will be given to management will be in-group form.
The reason for this study was to determine the effects of different types of verbal and symbolic 

recognition on employee's behavior. Once again, any individual information you have provided will be 
held in the strictest of confidence by the researcher. At no time will your name or server # be reported 
along with your responses. All data will be reported in-group form only.

If you have any questions regarding this study or if you would like a report of the results, please 
contact Jan Kottke at (909) 880-5585 or Rodney Chalmers at IOPSYCH@AOL.COM

Thank you, your participation is greatly appreciated.
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APPENDIX G

INTERVIEW QUESTIONS FOR MANAGERS
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Interview Questions for Server Managers

1. What kind of recognition do you give most often (verbal 
only, pins, written incident reports, etc.)?

2. Do you give more recognition to the front of the house or 
the back of the house?

3. Would you say you give the most recognition compared with 
the other managers in your store?

4. Do you give your recognition to the employee in public, 
private, or a mixture of the two?

5. When was the last time you gave recognition for a good 
job to a W/W? What type of recognition was it (verbal, 
etc.)? Was it public or private?

6. Do you regularly give recognition for W/W sales? If so 
what kind?

7. Have you given recognition for P.P.A. in the last 6 
months?

Ontario- Denise
1. Verbal, pins, written
2. Front (just servers)
3. even
4. Verbal in shift meeting, some pins, private pin'
5. everyday
6. $1000 sales
7. No

Costa-mesa- Jose'
1. Mostly verbal
2. equal
3. Less than most
4. mixture of both
5. today - public
6. do not usually, prizes (app cards)
7. No

Brea - EJ
1. pins, verbal
2. both
3. yes
4. mix, but try to do in public
5. last week, pin, private
6. yes, mostly pins
7. No
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