
ABSTRACT 

 

 

  The present work paper emphasises the direct, linear and signifiant relationship that exists 

between job satisfaction and job performance of the employees who are responsible of selling 

travel packages through romanian travel agencies.  

  This work paper brings new and inovative elements because such a relationship has been 

studied a little in the field of travel agencies. This was possible by measuring first the level of job 

satisfaction and job performance of travel agents in Romanian travel agencies. 342 travel agents 

and 39 travel agency managers participated in this study. The data used for measuring travel 

agents' performances were collected from the questionnaires, which were elaborated by the 

author. The questionnaires were designated to both managers and employees. In order to gather 

the data used for measuring the job satisfaction a JDI questionnaire was used. Also, a 

questionnaire for gathering data regarding the present methods used nowadays for measuring the 

travel agents' job satisfaction, has been used in this study.  

  Based on the results of the field researches, it was elaborated a managerial strategy, which 

could be implemented inside a travel agency in order to increase job satisfaction and job 

performance of travel agents.   
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THE CONTENT OF THE MAIN PARTS OF THE PHD THESIS 

 

The main purpose of this paper was to point out the way in which the process of job 

satisfaction and job performance of travel agents is done in the Romanian travel agencies. The 

author emphasized the importance played by the human resources in a travel agency and the 

need of implementing strategies for increasing the job satisfaction and job performance of the 

employees. Hereby, the results of the quantitative research made in the Romanian travel agencies 

showed that 93% of the travel agents declared that they went through an assessment process of 

job performance inside the company. The majority of the travel agencies evaluates their 

employees from the point of view of work performance, once or twice a year, and in 60% cases 

the results are used to implement training and development programmes, in order to increase the 

skills and abilities of the employees. When a travel agent is evaluated, some criteria are taken 

into consideration, which are considered to be crucial for a person who works as a travel agent. 

The most important criterion is the sales accomplished by a travel agent in a certain period of 

time. The results of the research showed that travel agents obtained very good results, due to the 

management practices and to the importance given by the managers of the travel agencies to the 

internal clients of the organization. 

In the majority of travel agencies who participated in this research at national level,  the 

assessment of job satisfaction generally takes place once or twice a year, and the persons who are 

responsible for this action are the direct manager and the general manager. It has been noticed 

that the travel agencies managers don’t pay much attention to the assessment of their employees’ 

job satisfaction, only 66% of the travel agents who participated in the study declared that in their 

companies processes that evaluates job satisfaction are implemented. The managers do not 

understand the importance they should give to the assessment of job satisfaction, and that is the 

reason why managers are not interested in evaluating it. The research in which 172 travel agents 

participated, showed that travel agents are less satisfied of the manner in which they are 

rewarded, the promotion opportunities and of the direct supervision. In return, they are very 

satisfied of the work group, the relationships between coworkers and of the work content. It has 

been noticed that at the same job, inside the same  travel agency that offers the same work 

conditions, an employee could be very satisfied and another less satisfied, and this happens 

because of the way in which work is perceived depends on the particular feelings of every 



employee (personality traits and genetics factors). The research made is useful because 

emphasizes the root causes of job dissatisfaction of travel agents and based on the results found it 

was possible to elaborate some strategic directions of increasing job satisfaction and job 

performance of the employees.  

A statistical analysis was conducted using the regression method and the correlation 

method and the results showed that the two analyzed variables, job satisfaction and the 

employees’ performance influence each other and between them there is a linear, direct and 

strong correlation; this outcome doesn't appear in the research and studies of the predecessors.  

It is indicated that in the study of the relationship between job satisfaction and job 

performance to be included other variables such as motivation, organizational culture, leadership 

and to study the role and the connection of these variables on the relationship between the two 

organizational variables.  

The proposed managerial strategy for increasing the job satisfaction and job performance 

of travel agents focuses on three strategic directions: one shall relate to the manager's action in 

aspects such as work climate, communication, the manager's ability to work with people, the 

second refers to increases in job satisfaction and job performance due to wages, rewards and 

recognition, and the third refers to the correlation between the manager, the image of the travel 

agency and the attitude toward work and performance.  

If the manager understands and gives importance to this type of strategy, this could 

represent a way to gain loyal employees, with a positive behavior, focused mainly on the quality 

of the provided service and could also be a method of reducing the turnover, of gaining both the 

customers’ and the employees’ loyalty, of obtaining success on the market of travel agencies by 

raising the profit and increasing the prestige of the travel agency.  

 

 

 

 

 


