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Abstract: Employee satisfaction is one of the main indicators of attitudes assessment in organizations and is one of the factors which can be used to assess the status of an 
organization. This is important because of the role that this construct plays in improvement of the organization and the workforce. Organizationally, a high level of job satisfaction 
reflects a highly desirable organizational climate which leads to recruitment and retention of employees and increases efficiency and effectiveness. Accordingly, this study tended 
to identify and prioritize employee satisfaction strategies in Tehran's Regional Water Company using analytic hierarchy process (AHP). The data was analyzed using AHP method 
by Expert Choice software. The statistical population included 16 experts in human sciences and in management science working in the Tehran Regional Water Company. Due 
to the limited number of statistical population, sampling was not used and census method was used; that is, all people in the statistical population participated in the study. 
Prioritization of the criteria showed that organizational strategies are the most important, followed by organizational policies and organizational achievements. Sub-criteria of these 
criteria were also prioritized. 
 
Keywords: analytic hierarchy process; employee satisfaction; organizational policy; organizational strategies   
 
 
1 INTRODUCTION  
 

In the present era, movement towards specialization of 
works has become increasingly evident due to complexity of 
human life. This has led to actions by scholars and 
intellectuals of various societies in order to solve problems 
of the modern man. Solving these problems in any society is 
possible through dynamic, strong and progressive 
organizations that can take effective steps in dividing social 
functions into specific goals to meet social needs. Speaking 
of the organization and working groups formally and 
informally to meet social needs, management and leadership 
are the focus of its activities, because the necessary material, 
human and functional resources will not be used properly 
until there are professional human resources and qualified 
effective managers. Among these resources, human 
resources are the most important factor in survival of 
organizations. Studying and reviewing the history of 
industrial development shows that the skilled, committed and 
highly satisfied human resources have had an undeniable 
effect in transformation of traditional society into industrial 
society, so that human resources have been considered as the 
most important and main factor for development of societies 
and organizations [1]. Undoubtedly, committed employees 
can bring future organizational success. By concentrating on 
commitment, these forces move towards organizational 
strategic goals and pave the way for organizational 
excellence. The study of job satisfaction is important from 
two dimensions: first, the human aspect in which employees 
deserve to be treated equitably and with respect; second, the 
behavioral aspect in which attention to job satisfaction can 
direct employee behavior to influence their function and 
organizational tasks and lead to positive and negative 
behaviors [2]. Job satisfaction refers to all feelings of a 
person about their job. Job satisfaction depends on the nature 
and expectations of the jobs. Therefore, job satisfaction is the 
emotional orientation that employees have about their job [3, 

4]. Job satisfaction leads to functional outcomes in the 
organization. Scholars argue that job satisfaction leads to 
productivity and organizational commitment [5]. In addition 
to examining the consequences of job satisfaction, 
recognizing effective factors on job satisfaction also helps 
managers improve their work and achieve organizational 
goals, so that mutual benefits of the employees and the 
organization are provided [6,7]. Accordingly, it is important 
to study employee satisfaction strategies; given the fact that 
this has been investigated rarely by scholars in the Tehran 
Regional Water Company, the resulting gap is explicitly 
evident. Therefore, this study tends to help fill this research 
gap. In this research, we have proposed a methodology based 
on AHP. Furthermore, experts’ judgment is used for 
prioritizing the global weights of employee satisfaction 
strategies.  
 
2 LITERATURE REVIEW 
 

Job satisfaction: job satisfaction is a set of feelings and 
beliefs that people have about their current occupations. Job 
satisfaction is one of the important factors in job success, 
which increases efficiency and individual satisfaction [8]. 

Organizational strategies: Decision on policies related 
to organizational goals and changes in those goals, the 
resources used in them, the characteristics of these resources 
and their distribution and application, and in a shorter 
definition in the same sense, the strategy is a complete set of 
certain policies and goals of an organization [9]. 

Organizational policy: Policy is the principle that 
determines the scope of decision-making for managers of an 
organization or board of directors. Planning and 
implementation managers in each organization always take 
into account the scope determined by the policy and make 
decisions which are consistent with the policy [10].  

Organizational achievement: In a brief definition, each 
organization brings along a set of practices and procedures 
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and employees are exposed to these achievements and 
outcomes [11]. 

Hojat Panah and Heidarnattaj [12] studied the effective 
factors on job satisfaction in the administrative workplace. 
According to overviews carried out in this study, it was 
concluded that physical conditions in workplaces play a 
major role in satisfaction, comfort, welfare, effectiveness, or 
even mental health of people. Therefore, physical 
environment of the departments should be planned, designed 
and managed more carefully; otherwise, the physical 
environment would have a negative effect on health and well-
being of people and cause occupational anxiety in 
employees. Zare Mehrjordi [13] studied organizational, 
occupational and individual effective factors on job 
satisfaction through a case study on Meybod Industrial Town 
workers. The results of the hypothesis testing show that 
women, married people and those with formal employment 
have higher job satisfaction. Older workers with more 
dependents and lower monthly household expenses have 
higher job satisfaction. In other words, workers with more 
difficult living conditions are more satisfied. Munir and 
Abdul Rahman [14] determined the dimensions of job 
satisfaction using factor analysis. The findings showed that 
many respondents in the survey suffer from dissatisfaction in 
the workplace. For this reason, remarks and suggestions were 
proposed to raise the level of employee satisfaction. Ayranci 
[15] studied factors of job satisfaction among private 
entrepreneurs through a case study in an industrial town. The 
results show that business owners can raise productivity in 
their company by employing motivational factors and 
providing conditions for employee satisfaction. Ledimo and 
Martins [16] tended to validate employee satisfaction 
through a structural equation with model approach. This 
study validated a model of employee satisfaction using 
structural equation modeling (SEM). The results of this study 
showed that the identified variables were effective on 
employee satisfaction. Neog and Barua [17] studied effective 
factors on employee job satisfaction through an experimental 
study in employees of auto service workshops in Assam. The 
results showed that salary and wages present the most 
important effective factor on employee job satisfaction. With 
the exception of salary and wages, it was determined that the 
effect of supervisor support, healthy working environment, 
proper balance between work and life, job opportunities and 
promotion, proper education and development opportunities 
are also important factors in determining job satisfaction of 
employees. Hong et al. [18] studied effective factors on job 
satisfaction among factory workers in Seremban, Malaysia. 
The results show that the work environment, payment and 
salaries, and promotion criteria had a significant effect on the 
level of employee satisfaction, while it was concluded that 
justice had no effect on employee satisfaction.  
 
3 MATERIALS AND METHODS 
 

In terms of objective, this was an applied research and 
the results can be directly used in Tehran Regional Water 

Company. In terms of control of variables and data collection 
method, this was a descriptive survey. Through archival 
studies, data was collected from relevant resources, including 
data collection instruments and literature review. After 
collecting the necessary data and sampling from the 
statistical population, the questionnaire was distributed 
among the statistical sample and its results were analyzed. 

 
3.1 Population, Sampling and Sample Size 

 
The statistical population of this study included 16 

experts in human sciences and management science in 
Tehran Regional Water Company. It should be noted that 
since AHP was used in this study, a limited statistical 
population was required. Considering the limited number of 
statistical population, sampling was not used and the census 
method was used. In other words, the number of samples was 
equal to the number of people in the statistical population and 
included 16 experts in human sciences and management 
working in the Tehran Regional Water Company. One of the 
necessities of any study is availability of reliable information 
and the speed and ease of access to it [19]. 

 
3.2 Data Collection Instrument 

 
The data collection instrument in this study was a Likert-

type questionnaire as well as a researcher made questionnaire 
using AHP. In the Likert-type questionnaire, the effect of 
criteria and sub-criteria were measured on satisfaction of 
Tehran Regional Water Company employees. The Likert-
type questionnaire consisted of 13 items; items 1 to 3 
measured organizational strategies, items 4 to 10 measured 
policies, and items 11 to 13 measured organizational 
achievements. In fact, the instrument used was evaluative and 
it evaluated the criteria and sub-criteria of employee 
satisfaction for prioritization. This section consisted of four 
questionnaires which prioritized the strategies and sub-
criteria. In the first questionnaire, organizational strategies, 
organizational policies, and organizational achievements 
were evaluated. In the second questionnaire, priority sub-
criteria of the organizational strategies (vision and mission, 
values and leadership) were prioritized. The third 
questionnaire prioritized sub-criteria of organizational 
policies (change management, health and security, 
organizational communications, equity, job diversity, human 
resources management, and education and development). In 
the fourth questionnaire, sub-criteria of achievements 
including working relations, group work and job satisfaction 
were prioritized. 

 
3.3 Model of Variables 

 
The model of the variables studied is shown in Fig. 1. 

These criteria, which are in fact employee satisfaction 
strategies, are the most important identified criteria, derived 
from Ledimo and Martins [16]. 
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Figure 1 Model of variables 

 
3.4 Data Analysis 

 
 Analytic hierarchy process (AHP) is one of the most 

popular multivariate decision-making techniques first 
developed by Saaty in 1980 [17]. This method can be used 
when decision-making has multiple choice alternatives and 
decision criteria. The proposed criteria can be quantitative 
and qualitative. The choice of criteria is the first part of AHP. 
Based on the identified criteria, candidates are evaluated. The 
term alternatives or candidates are used interchangeably. 
This method is one of the most widely used methods for 
ranking and determining the importance of factors, which 
uses a paired comparison of alternatives to prioritize each 
criterion. AHP has been applied widely for investigating 
different decision-making problems such as selecting 
simulation software package [18], information systems 
outsourcing decisions [19], cloud adoption in healthcare [21], 
sector risk managements [21, 22], and etc. 
 
4 RESULTS 
4.1 Demographic Characteristics of Respondents and 

Population 
 

Tab. 1 shows demographic characteristics of experts. 
 

Table 1 Demographic characteristics of respondents 
 % N, % 

Gender Male 14 88 
Female 2 12 

Age 
<40 years 1 6 

40-50 years 12 75 
>50 years 3 19 

Education 
Bachelor 2 12 
Master 11 69 
PhD 3 19 

Experience 
5-10 years 0 0 
10-20 years 4 24 
>20 years 12 76 

 

4.2 Inferential Data Analysis 
 

Factor Analysis of Questions: Before performing any 
analysis on the collected data and statistical inference, 
reliability and validity of the measuring instrument must be 
ensured first. Reliability of the questionnaire was measured 
by Cronbach's alpha test and the test results indicated that the 
questionnaires used were reliable and accurate. In order to 
evaluate the validity based on the fact that the variables 
consisted of several dimensions (criteria), confirmatory 
factor analysis was used. In conducting factor analysis, it 
should be ensured whether existing data can be used for 
analysis. For this purpose, KMO index and the Bartlett test 
were used [23]. Based on these two tests, the data are suitable 
for factor analysis if KMO>0.6 and close to one and Sig<0.05 
for the Bartlett's test. The outputs of these tests are presented 
in the following tables. 

 
Table 2  KMO and Bartlett’s test for questions of the questionnaire 

KMO 0.662 

Bartlett’s test 
χ2 192.119 
Df 78 
Sig 0.000 

 
According to this table, KMO=0.62 (>0.6) indicates that 

the sample number (number of respondents) is sufficient for 
factor analysis. Moreover, Sig<0.05 indicates that the factor 
analysis is suitable for identifying the structure of the factor 
model and rejects the assumption that the correlation matrix 
is known. 

 
4.3 Prioritization 
  

The second question stated that how employee 
satisfaction strategies can be prioritized in Tehran regional 
water company? To answer this question, AHP was used. 

AHP Results for Criteria: Three criteria and a number 
of sub-criteria were identified to prioritize factors of 
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employee satisfaction strategies in Tehran Regional Water 
Company based on AHP. The matrix of paired comparisons 
integrated of 16 decision makers is as follows. 

 
Table 3 Matrix of paired comparisons of criteria 

Criteria Strategies Policies Achievements 
Strategies 1   
Policies  1  
Achievements   1 

 
By modelling by the Expert Choice software and 

inserting the matrix of paired comparisons, the weights of 
criteria and sub-criteria were obtained as shown below. 
Organizational strategies (relative weight 699) was the most 
important factor, followed by policy (0.156) and 
organizational achievements (0.145). Inconsistency rate of 
paired comparisons was 0.02; because IR<0.10, comparisons 
are acceptable. 

 
Table 4  Prioritization of criteria of employee satisfaction strategies 

Priority Weight Criteria 
1 0.699 Strategies 
2 0.156 Policies 
3 0.145 Achievements 

 
Relative weight of criteria of organizational 

strategies: Using the literature and relevant experts, 7 
criteria and a number of sub-criteria were identified in order 
to prioritize factors of organizational strategies based on 
integration of decision-making methods using AHP. The 
matrix of paired comparisons integrated of the decision 
makers are shown in the tables below. The paired 
comparisons of each criterion with respect to economic factor 
are presented in Table 5. According to the table, it is indicated 
that the relationship between all sub-criteria is bilateral. 

 
Table 5  Prioritization of criteria based on organizational strategies 

Priority Weight Criterion 
1 0.706 Mission and vision 
2 0.172 Values 
3 0.123 Leadership 

 
Considering the main weight obtained, the most 

important criterion is mission and vision, followed by values 
and leadership. Given that the inconsistency rate obtained is 
0.01, which is less than the standard level of 0.1, the 
questionnaire was completed with high precision by the 
respondents. 

Relative weight of criteria of organizational policies  
Using the literature and relevant experts, seven criteria 

and a number of sub-criteria were identified in order to 
prioritize factors of organizational policies based on 
integration of decision-making methods using AHP. The 
matrix of paired comparisons integrated of the decision 
makers are shown in the tables below. The paired 
comparisons of each criterion with respect to economic factor 
are presented in Table 6. According to the table, it is indicated 
that the relationship between all sub-criteria is bilateral. 

Considering the main weight obtained, the most 
important criterion is education and development, followed 
by communications, change management, HR management, 

health and security, job diversity and equity. Given that the 
inconsistency rate obtained is 0.09, which is less than the 
standard level of 0.1, the questionnaire was completed with 
high precision by the respondents. 

 
Table 6  Prioritization of criteria based on organizational policies 

Priority Weight Criterion 
3 0.149 Change management 
5 0.130 Health and security 
2 0.161 Communications 
7 0.110 Equity 
6 0.130 Job diversity 
4 0.145 HR management 
1 0.175 Education and development 

 
Relative weight of criteria of organizational 

achievements: Using the literature and relevant experts, 7 
criteria and a number of sub-criteria were identified in order 
to prioritize factors of organizational achievements based on 
integration of decision-making methods using AHP. The 
matrix of paired comparisons integrated of the decision 
makers are shown in the tables below. The paired 
comparisons of each criterion with respect to economic factor 
are presented in Table 7. According to the table, it is indicated 
that the relationship between all sub-criteria is bilateral. 

 
Table 7  Prioritization of criteria based on organizational achievements 

Priority Weight Criterion 
1 0.623 Working relations 
2 0.234 Team work 
3 0.143 Job satisfaction 

 
Considering the main weight obtained, the most 

important criterion is working relations, followed by team 
work and job satisfaction. Given that the inconsistency rate 
obtained is 0.09, which is less than the standard level of 0.1, 
the questionnaire was completed with high precision by the 
respondents.  
 
5 DISCUSSION 
 

The participants in the study were 16 experts in human 
sciences and management working in the Tehran Regional 
Water Company; 14 of them were men and 2 of them were 
women. One of the participants was aged younger than 40 
years, 12 were between 40 and 50 years, and 3 were older 
than 50 years; 12% had bachelor’s degree, 69% had MA and 
9% had PhD. After identifying the number of participants, 
distribution of questions based on central indicators, 
dispersion and distribution was determined and inferential 
analysis of data was done. In this section, reliability and 
validity of the instrument were first measured. The reliability 
of the questionnaire was measured by Cronbach's alpha test 
and the results of the test showed that the questionnaires used 
had the required reliability and accuracy. To assess the 
validity, the confirmatory factor analysis test was used. For 
this purpose, the KMO index and the Bartlett test were used. 
According to this study, KMO=0.62 (>0.6) indicates that the 
number of samples (number of respondents) was sufficient 
for factor analysis. Moreover, the value of Sig of Bartlett's 
test was less than 0.05, which showed that the factor analysis 
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is suitable for identifying the structure of the factor model 
and the assumption that the correlation matrix is known is 
rejected. Subsequently, ranking of variables was performed 
using AHP. At the beginning of this study, criteria and then 
the sub-criteria were ranked. Tab. 8 summarizes the 
prioritization of criteria and their sub-criteria from top to 
bottom, respectively: 

 
Table 8 Prioritization of criteria and sub-criteria 

Prioritization 
of criteria Strategies Policies Achievements 

Strategies Vision and 
mission 

Education and 
development 

Working 
relations 

Policies Values Communications Teamwork 

Achievements Leadership Change 
management 

Job 
satisfaction 

  

HR management 

 
Health and 

security 
Job diversity 

Equity 
 
Neog and Barua [24] have shown that the level of job 

satisfaction is moderate, and it is imperative for managers to 
increase the level of job satisfaction of employees. One of the 
differences of this study with our study is the difference in 
statistical population and spatial scope. Moreover, the 
difference in effective factors and strategies is also 
significant. With these interpretations, it can be claimed that 
this study is almost consistent with our study. Hong et al. [25] 
found that the workplace, payment and salaries, and 
promotion criteria had a significant effect on the level of 
employee satisfaction, while the present study concluded that 
justice has no effect on employee satisfaction; therefore, our 
study is almost consistent with this study. Zadeh Tabari and 
Fallah [26] evaluated the effective factors on job satisfaction 
using fuzzy AHP through a case study on Iran-Zamin Bank. 
The results of both studies indicate the effect of the factors 
and strategies on employee satisfaction. In general, our study 
can be consistent with this study. 

 
6 CONCLUSION 

 
In this paper, for the first time, a methodology for 

identifying and prioritizing the employee satisfaction 
strategies in water sector based on AHP is proposed. Various 
criteria were considered such as Organizational strategies, 
Organizational policy, and Organizational achievement. 
These criteria were then structured hierarchically into 
different sub-criteria. Finally, a case study in water industry 
was conducted to apply this methodology in identifying and 
prioritizing as a case by using judgments of 16 experts who 
had worked in the human resource field and then the 
outcomes were represented. Ranking were as follows: 
organizational strategies in criteria, vision and mission in 
organizational strategies, education and development in 
organizational policies, working relations in organizational 
achievements. For the extension of this work, multi-criteria 
decision making methods or fuzzy methods for evaluation 
employee satisfaction strategies can be used. Also, other 
factors or strategies may be applied.  
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