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Abstract 
This paper will analyze the mediating influence of educational level on job related characteristics-job satisfac-
tion relationship. The main research questions are whether the level of education influences job satisfaction. In
order to answer this question, MANOVA was applied using the data obtained by the primary research on a
sample of 813 employees in the companies in Serbia. Results of the study showed that job satisfaction is ris-
ing with increasing the level of education, except in case of highest level of education. Also, all job related
characteristics (except contingent rewards) have significantly different influence on job satisfaction of employ-
ees with different levels of education. The results also showed that pay has greater influence on job satisfac-
tion of the lowest educated employees than it has on job satisfaction of others. For employees with secondary
education, communication and relationship with co-workers has such influence. For job satisfaction of em-
ployees with higher level of education, relationships with superiors and operating procedures have greater
influence, while for the highest educated employees those are fringe benefits and nature of work. 
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Introduction 
There is no doubt that human resources are the 
key organizational resource. They are the only 
resource that can create and use other resources 
which will otherwise be a bunch of useless things. 
The importance of human resources also lies in 
the fact that they can be the source of sustainable 
competitive advantage of organizations (Barney, 
1991; Wright, McMahan & McWilliams, 1993). 
However, many studies found that positive influ-
ence of human resources on organizational per-
formances and competitiveness depends on their 
attitudes (Cole & Cole, 2009). Particularly, it was 
found that human resources are the most produc-
tive and use their full potential towards achieving 
organizational goals when they are satisfied with 

their job (Gu & Chi, 2009; Latif et al., 2011; 
Kuzey, 2012).  

In many studies it was found that job satisfac-
tion influences numerous important outcomes in 
workplace, such as: turnover intentions (Saeed, 
Waseem, Sikander & Rizwan, 2014; Larkin, 
2015; Azeez, Jayeoba & Adeoye, 2016), organiza-
tional citizenship behavior (Foote & Li-Ping 
Tang, 2008; Vatsa, 2013; Swaminathan & 
Jawaha, 2013), organizational commitment 
(Azeem, 2010; Azeez et al. 2016), job perform-
ance (Gu & Chi, 2009; Chamundeswari, 2013; 
Bin, 2016) etc. Many studies also confirmed that 
job satisfaction of employees, as their attitude, has 
significant economical impact on organizational 
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performances (Gu & Chi, 2009; Latif et al., 2011; 
Kuzey, 2012).  

Job satisfaction can be defined as an attitude 
towards work that occurs as a result of cognitive, 
affective and evaluative individual reactions to a 
number of different job related characteristics 
(Judge, Thorensen, Bono, & Patton, 2001). It is an 
extremely complex phenomenon for many rea-
sons. Firstly, because there are a number of jobs 
related characteristics that can induce a sense of 
job satisfaction among the employees. Secondly, 
there are a number of different individual factors 
(age of the employees, level of education, stage in 
career development, gender etc.) that may affect 
that certain job related characteristics could be 
more important for some groups of employees 
than for others. The influence of these (individual) 
factors on employees’ job satisfaction has been in 
the focus of many studies (Wharton, Rotolo, & 
Bird, 2000; Azeem, 2010; Azeez et al. 2016). This 
paper will examine the influence of education on 
job related characteristics – job satisfaction rela-
tionship, since we believe that influence of this 
mediating variable is insufficiently investigated, 
especially in domestic literature.  

The main research problems of this paper are 
to examine whether the level of employees’ edu-
cation influences their job satisfaction and to iden-
tify those job related characteristics that have the 
greatest influence on job satisfaction of employ-
ees with different levels of education in the or-
ganizations in Serbia. The aim of the paper is to 
propose the set of human resource management 
(HRM) practices that will result in more satisfied 
employees with all educational levels. 

The paper is organized as follows. Firstly, it 
will give an overview of the literature on the con-
cept of job satisfaction and education and presents 
the hypothesis. The second part will explain the 
methodology, present the results and discussion. 
The final part of the paper will present conclusion 
and recommendations for HRM.  

 
1. Literature review 
Job satisfaction is one of the most frequently stud-
ied topics in management and industrial psychol-
ogy from the moment when Hoppock (1937) in-
troduced the notion of this concept. The reason for 
that is significance of this topic, but also its com-
plexity since the final answers on many questions 
in this area are still missing. 

Job satisfaction is often defined as “a pleasur-
able or positive emotional state resulting from the 
appraisal of one`s job or job experiences” (Locke, 

1976, p. 1304). Spector (1997) further states that 
job satisfaction can be viewed either as a global 
feeling arising from a particular job or, as a con-
stellation of different attitudes about different job 
related characteristics. Such perceptions of job 
satisfaction are quite clearly delineated in the lit-
erature. In that line, for example, Wright et al. 
(1993) points out that job satisfaction is the gen-
eral attitude of the individual to the job, while 
other authors state that job satisfaction is a multi-
dimensional concept affected by various job re-
lated characteristics, such as: pay, working condi-
tions, relationships with colleagues and superiors, 
and the like (Spector, 1997; Oshagbemi, 1999; 
Giri & Kumar, 2010). Spector (1997), however, 
states that in the observation and analysis of job 
satisfaction it is much more useful if the second, 
analytical approach is used (facet approach) be-
cause in that case it is easier to identify job related 
characteristics that do not produce satisfaction of 
employees, or not sufficiently. Based on this find-
ing management may create solutions for im-
provement of each job related characteristic 
(Spector, 1997). 

There are different opinions about the factors 
which can influence job satisfaction. According to 
Judge and Klinger (2008) all studies that so far 
have investigated causality of job satisfaction in 
its essence were based on three types of assump-
tions which produced three models of job satisfac-
tion. Those models are (Judge & Klinger, 2008): 

 

▪ Situational model, 
▪ Dispositional model, and 
▪ Interactional model. 
 
The situational model of job satisfaction is 

based on the premise that job satisfaction stems 
from the job characteristics or other aspects of the 
environment. This model is also based on the as-
sumption that all people have similar needs and 
that they can be met by the same job characteris-
tics and, hence, produce job satisfaction (Hack-
man & Oldham, 1980; Hauff, Richter, & Tressin, 
T. 2015). 

The dispositional model of job satisfaction 
states that certain relatively stable personal char-
acteristics influence job satisfaction regardless of 
the job characteristics and situation (Judge, 
Heller, & Mount., 2002). The factors whose influ-
ence has been investigated according to disposi-
tional model are: psychological characteristics of 
employees, demographic characteristics, etc. 
There are many studies that examined the impact 
of psychological personality traits on job satisfac-
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tion (Judge et al., 2002). Five-dimensional per-
sonality model known as Big Five model was 
usually used in these studies. Based on this model 
individuals distinguish upon following dimen-
sions: extraversion, openness to experiences, con-
scientiousness, agreeableness and neuroticism 
(McCrae & Costa, 1991). Most of the papers con-
firm the strong correlation between these traits 
and job satisfaction. For example, based on the 
meta analysis that included all studies from the 
1930s to the end of the 20th century, Judge and 
his colleagues (2002) have shown that there is a 
statistically significant correlation between job 
satisfaction and emotional stability of employees, 
as well as that there is a significant correlation 
between job satisfaction, on the one side, and neu-
roticism, conscientiousness and extraversion, on 
the other (Judge, Heller & Mount, 2002). 

Finally, the interactional model of job satisfac-
tion is based on the assumptions that when there is 
congruence between the organization and the em-
ployee in terms of the values and norms of behav-
iour, many positive outcomes, such as organiza-
tional citizenship behaviour, low fluctuation, job 
satisfaction, etc., arise (Chatman, 1989). Gener-
ally speaking, this model relies on the postulate of 
the theory of person-environment fit according to 
which when there is congruence in this relation-
ship, positive attitudes, feelings and behaviour of 
employees emerge. 

The study we conducted is based on the as-
sumption that job satisfaction is influenced by job 
related characteristics (situational model). There 
are different explanations of the key job related 
characteristics that cause employees’ satisfaction. 
Among traditional explanations, the most famous 
are Herzberg`s (1965) and Locke`s (Locke,  
Smith, Kendall, Hulin, & Miller, 1964). Hercberg 
(1965) explains that there are whole groups of 
factors that affect satisfaction / dissatisfaction 
with the job. According to him, job dissatisfaction 
is related to working conditions such as: control, 
salary, company policies, physical working condi-
tions, job security, etc., while job satisfaction is 
conditioned by the work results, such as: promo-
tion, recognition, personal development, success 
at work and the like (Herzberg, 1965). Lock et al. 
(1964) explains that there are a huge number of 
factors that can affect employees’ satisfaction 
which occurs if the actual outcome of work is in 
line with the desired one (Lock et al., 1964). Job 
related characteristics that we analyzed are speci-
fied in Spector`s Job Satisfaction Survey (Spector, 
1985). According to this author, all job related 

characteristics that might influence job satisfac-
tion of the employees are divided into nine 
groups, such as: pay, promotion, fringe benefits, 
contingent reward, relationship with supervision, 
relationship with co-workers, operating proce-
dures, nature of work and communication.  

The significance of each job related character-
istic for job satisfaction can be different for partial 
groups of employees (for younger and older em-
ployees, for men and women, for highly educated 
and low educated personnel etc.). So, different 
mediating variables can influence job related 
characteristics – job satisfaction relationship. In 
this paper, we will examine the mediating influ-
ence of level of education on job related charac-
teristics – job satisfaction relationship. 

 Although there are a certain number of studies 
that examined this relationship in the literature, 
the level of education was mainly examined 
within one-dimensional models of job satisfac-
tion. Empirical studies that examined mediating 
influence of level of education on job related 
characteristics – job satisfaction relationship are 
rare, especially in the countries in transition. For 
this reason, we will examine whether the level of 
education has a significant influence on job re-
lated characteristics – job satisfaction relationship 
of employees in the organizations in Serbia. We 
will observe job related characteristics in accor-
dance with Spector`s nine-dimensional model. 

 
2. Hypothesis 
Most of the previous research shows that job sat-
isfaction is rising with increasing the level of edu-
cation. This can be explained by the fact that more 
educated people generally earn more, progress 
faster, have a better job, and consequently their 
job satisfaction is higher (Clark, 1996; Wharton et 
al. 2000). However, there are claims that the in-
crease in the level of education leads to increased 
expectations of employees that may not always be 
accompanied by the growth of wages and a faster 
progression, which can cause their dissatisfaction 
(Allen, 2001; Ilies & Judge, 2003). But neverthe-
less, people with higher levels of education gener-
ally have higher expectations, which motivate 
them to further learn and grow. Consequently, a 
higher degree of informal education leads to fur-
ther improvement of their knowledge and skills, 
which enable them to progress more quickly and 
become more satisfied with the job. Starting from 
the above our first hypothesis is: 
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H1: Job satisfaction is higher among employ-
ees of a higher education level compared to lower 
educated employees. 

 
In addition to the investigation of the relation-

ship between education levels and job satisfaction 
in general, the mediating influence of level of 
education on partial job related characteristics – 
job satisfaction relationship is also important. Ac-
cording to Maslow’s theory of hierarchy of needs, 
different needs in humans occur depending on 
their lifestyle. However, the core message of 
Maslow’s theory is fulfil the needs of low-level 
influences the development needs of higher rank. 
Having in mind that employees of different levels 
of education are at a different level of needs, our 
second hypothesis and its sub-hypothesis are: 

 

H2: Different job related characteristics have 
different influence on job satisfaction of employ-
ees with different level of education.  

 

H2a: The pay and contingent reward have 
greater influence on job satisfaction of employees 
with the lowest levels of education (primary edu-
cation) compared to more educated employees. 

 

H2b: The communication and relationship 
with co-workers have a greater impact on job 
satisfaction of employees with secondary level of 
education compared to other employees. 

 

H2c: The relationships with superiors and op-
erating procedures have a greater impact on job 
satisfaction of employees with higher level of edu-
cation compare to other employees. 

 

H2d: The promotion, fringe benefits and na-
ture of work are dimensions that have greater 
impact on job satisfaction for employees of the 
highest level of education compared to less edu-
cated employees. 

 
3. Sample and procedure 
In order to test previously mentioned hypothesis, 
the primary research was conducted. We were 
investigating influence of job related characteris-
tics on job satisfaction of employees with differ-
ent levels of education, based on the attitudes of 
employees in organizations in Serbia. The re-
search was carried out in the period from June to 
September 2016. The whole procedure of 
sampling was realized in two phases. In the first 
phase we used convenient sampling that inclueded 
students at the final year of economics study who 
in the period of the research were on internship all 

across Serbia. In this way we obtained the data. 
One part of the questionnaire included questions 
related to general information about the respon-
dents: gender, age, years of service, level of edu-
cation, and position in the organizational struc-
ture. The second part of the questionnaire in-
cluded questions related to job characteristics 
which influence their job satisfaction. We used 
Spector`s Job Satisfaction Survey (JSS) (Spector, 
1985). This questionnaire is designed to assess 
employee attitudes towards nine aspects of job 
that could influence job satisfaction, such as: pay, 
promotion, fringe benefits, contingent rewards, 
supervision, co-workers, operating procedures, 
nature of work and communication. Each aspect 
of job is assessed with four items (Spector, 1985) 
by using five-point Likert scale, ranging from 1 – 
strongly disagree, to 5 – strongly agree. An an-
swer of 4 or more points expresses satisfaction, 
while answers of 3 points express neutral opinion 
and below 3 points express dissatisfaction. 

The study initially included 1000 respondents, 
employed in 28 organizations operating on the 
territory of the Republic of Serbia (mainly south-
east of Serbia). Out of 1000 distributed question-
naires, 813 were usable, while 187 questionnaires 
were rejected due to inaccurate or incomplete an-
swers. In the structure of the sample, females ac-
counted for 42.8%, while the share of men was 
57.2%. Regarding the age structure, the situation 
was as follows: 4.9% of respondents were under 
25, 9.5% were between 26 and 30, 32.8% were 
between 31 and 45 year, 38.6% were between 46 
and 60, and 14.2% were over 60. The sample 
structure by level of education is given in Table 1. 

 
Table 1   Structure of employees according  

to the level of education 
 

Level of 
education 

Number of  
employees Percentage (%) 

Primary 30 3.7 
Secondary 432 53.1 
Higher 102 12.5 

The highest 249 30.6 

Total 813 100.0 
 

Source: The authors 

 
According to the data from Table 1, 53.1% of 

employees have secondary education, 30.6% have 
highest education, while 12.5% have high educa-
tion and only 3.7% have primary education. 
Originally, in the questionnaire, respondents were 
offered a somewhat broader range of education 
levels. Namely, in addition to primary education 
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(II-degree), three degrees of professional qualifi-
cations (II, III and IV degrees), are included in the 
category "Secondary education". The category 
“Higher education” includes employees with all 
variations of VI degrees, while the category 
“highest education” includes all variants of degree 
VII. In the “Highest Education”" category, we 
included respondents who answered that they had 
MSc and PhD as well. In Table 4, “primary edu-
cation” is numbered as 1, “secondary education” 
is number 2, “higher education” - number 3 and 
“highest education” – number 4. 

 
4. Results and discussion 
In order to check the consistency of the questions 
in the questionnaire, Cronbach’s Alpha was first 
calculated. The values of Cronbach’s Alpha of 
0.906 indicate very good reliability and internal 
agreement of the scales in the sample. Compli-
ance of individual items with total results is 
shown in Table 2. 

According to the data in Table 2, for column 
Total Correlation of Questions, there is a high 
degree of correlation of each item with total re-
sults. Since all values in the Cronbach’s Alpha 
column in case of deleting questions are less than 
the final alpha value (0.906), it is advisable for all 
items in the existing scale to remain, and that this 
scale is comparable to research based on such a 
scale. Also, the mean correlation between the 
items is 0.513, and the correlation of the pairs of 
items is from 0.384 to 0.767, which indicates that 
the correlation between the items is strong. 

 
Table 2   Measuring scale compliance 

 

Questions 
Total  

correlation of 
questions 

Cronbach’s 
Alpha in case of 

questions  
exclusion 

Pay .809 .886 
Promotion .795 .886 
Fringe benefits .721 .892 
Contingent rewards .641 .899 
Supervision .621 .900 
Co-workers .809 .886 
Operating proce-
dures 

.440 .905 

Nature of work .558 .901 
Communication .748 .891 
Crnbach’s Alpha .906  
Sample size 813  

 

Source: The authors 

 
 

Descriptive statistics and multivariate analysis 
of variance were applied to verify the validity of 
the hypothesis. After checking the assumptions 
related to the implementation of MANOVA - the 
size of the sample, the normality of distribution, 
the linearity, the homogeneity of the matrix of 
variance and covariance, the multicollinearity sin-
gularity, we conclude that all the conditions for 
the implementation of the multivariate analysis of 
variance have been met. 

 
Table 3   Multivariate tests 
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Pillai’s 
Trace .338 10.42 27 .000 .158 

Wilks’ 
Lambda .763 11.85 27 .000 .132 

Hotelling’s 
Trace 

.338 12.52 27 .000 .145 

Roy’s 
Largest 
Root 

.351 20.96 9 .000 .222 

 

Source: The authors 

 
Table 3 provides a set of multivariate tests that 

indicate that there is a statistically significant im-
pact of the level of education on the level of job 
satisfaction. The results of multivariate analysis 
are shown in Table 4.  

As Table 4 shows, job satisfaction differs 
among employees with different level of educa-
tion. Also, job satisfaction is rising with increas-
ing the level of education, except in case of high-
est level of education. So, our first hypothesis 
(H1) is partially confirmed. 

More precisely, the least job satisfaction is 
found among the least educated employees (pri-
mary level of education-3.69). Somewhat higher 
average job satisfaction is characteristic for em-
ployees with secondary level of education (3.91). 
The highest level of job satisfaction is found 
among employees with higher education (3.96). 
However, job satisfaction of the most educated 
employees (highest level of education) is slightly 
lower compared to the previous level of education 
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(3.93). This can be explained by specific circum-
stances in Serbia. Serbia is characterized by a high 
level of unemployment and it is very common that 
people with the highest level of education accept 
low paid jobs (because they do not have the pos-
sibility of choosing), so their job satisfaction is 
lower than expected. 

 
Table 4   MANOVA test 

 

 
 

*NS – Non sigificant 

 
Table 4 also shows that contingent rewards are 

the only job related characteristic which has no 
statistically significant different influence on job 
satisfaction of employees with different levels of 
education. The mean values of this job related 
characteristic (between 3.87 and 4.84) are above 
the average job satisfaction (3.87). So we may 
conclude that contingent rewards are very signifi-
cantly for job satisfaction of all employees regard-
less of a level of education. All other job related 
characteristics (pay, promotion, fringe benefits, 
operating procedures, communication, relation-
ship with supervision and co-workers) have sig-
nificantly different influence on job satisfaction of 
employees with different levels of education (in-
formation of statistically significant differences 
between career stages in all characteristics can be 
found in Table 4 in the column p-value and Bon-
ferroni column). So, our second hypothesis (H2) 
that different job related characteristics have dif-
ferent influence on job satisfaction of employees 
with different levels of education is partially con-
firmed (with the exception of contingent rewards). 
The highest variability in the job related charac-
teristic – job satisfaction relationship conditioned 
by level of education are in the following job re-
lated characteristic: pay (Partial Eta Squa-0.144, 
There is no difference between 1-2 level of educa-
tion as well as 3-4 level of education – Bon-
ferroni) and promotion (Partial Eta Squa-0.086, 
There is no difference between 2-3 level of educa-
tion as well as 3-4 level of education – Bon-
ferroni).  

Regarding the sub-hypothesis H2a, we as-
sumed that pay and contingent reward have 
greater influence on job satisfaction of employees 
with the lowest levels of education (primary edu-
cation) compared to more educated employees. 
The results in Table 4 indicate that employees’ 
satisfaction with pay is the highest among the 
most uneducated employees, and it decreases with 
increasing levels of education. But this is not the 
case with contingent rewards. As noted above, 
this job related characteristic has approximately 
the same impact on the job satisfaction of em-
ployees with all education levels. Having in mind 
previously presented results we may conclude that 
sub-hypothesis H2a is not confirmed. 

Sub-hypothesis H2b was that communication 
and relationship with co-workers have a greater 
impact on job satisfaction of employees with sec-
ondary level of education compared to other em-
ployees. The results we obtained show that em-
ployees’ satisfaction with communication (3,81) 
is higher among employees with secondary level 
of education compared to other employees as well 
as compared to average job satisfaction with this 
job characteristic for all employees (3,81 /3,61 
average). A similar situation is with the other job 
related characteristics. Satisfaction with relation-
ship with co-workers (3,91) is higher among em-
ployees with secondary level of education com-
pared to other employees as well as compared to 
average job satisfaction with this job characteris-
tics for all employees (3,91 /3,76 average). We 
may conclude that hypothesis H2b is confirmed. 

Sub-hypothesis H2c was that the relationships 
with superiors and operating procedures have a 
greater impact on job satisfaction of employees 
with higher level of education compared to other 
employees. The results we obtained show that 
employees’ satisfaction with both job related 
characteristics among employees with higher level 
of education is higher compared to other employ-
ees as well as compared to average job satisfac-
tion with those job related characteristics for all 
employees (relationships with superiors 4.01/3.86 
average; operating procedures 3.96/3.79 average). 
Therefore, we may conclude that hypothesis H2c 
is confirmed.  

A similar situation is with sub-hypothesis H2d. 
The results we obtained show that employees` 
satisfaction with promotion, fringe benefits and 
nature of work among the highest educated em-
ployees is higher compared to other employees as 
well as compared to average job satisfaction with 
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that job related characteristics. We may conclude 
that hypothesis H2d is confirmed 

 
Conclusion 
Based on the above, it can be concluded that job 
satisfaction is a very important phenomenon in 
working place, which can be moderated by nu-
merous factors. In this paper we investigated in-
fluence of level of education on job related char-
acteristics – job satisfaction relationship of the 
employees in enterprises in Serbia. We examined 
whether education influences job satisfaction of 
employees in enterprises in Serbia as well as 
weather different job related characteristics 
(specified in Spector`s model) have different in-
fluence on job satisfaction for employees with 
different levels of education. 

It was found that job satisfaction is different 
among the employees with different levels of edu-
cation, and that it increases with the increase of 
the levels of education, except in the case of the 
highest educated employees. This finding can be 
explained by the specific circumstances in Serbia. 
Due to the high level of unemployment rate, em-
ployees with the highest level of education often 
accept the jobs that do not correspond to their 
competences. 

Research has also shown that the level of edu-
cation mediate the relationship between jobs re-
lated characteristics and job satisfaction. The only 
exception is contingent rewards. The satisfaction 
with contingent rewards is equally very high for 
all employees regardless of their level of educa-
tion. The research further showed that various 
forms of rewards (pay, contingent rewards, fringe 
benefits) the have greatest impact on job satisfac-
tion of employees with the lowest level of educa-
tion (primary education). This can be explained 
by the fact that in Serbia the average pay, al-
though not high, has a high significance. It en-
ables this category of employees to satisfy their 
basic existential needs which are the most impor-
tant for them. Based on the obtained results, we 
see possibility for increasing the job satisfaction 
of this group of employees in improving the 
communication, as well as in improving the rela-
tionship with co-workers. Communication can be 
improved by introducing the new channels of 
communication, such as „open doors” where 
higher level management will reserve a couple of 
hours of week or month for communication with 
employees. Also, in today’s digital era, when al-
most everyone has basic knowledge of using IT 
technology, introducing electronic channels of 

communication would be also a suitable measure. 
Enhancing relationship with co-workers could be 
achieved by introducing more team`s assignments 
and rewarding for teams` results. 

The communication and relationship with co-
workers are job related characteristics that have a 
higher influence on job satisfaction for employees 
with secondary education than for others. Based 
on the obtained results (low average satisfaction) 
we see possibility for increasing the job satisfac-
tion of this group of employees in improvement 
the possibility for promotion as well as in nature 
of work. Higher satisfaction with promotion could 
be achieved by strictly implementation of the 
principle that achieved results in the past should 
be the primary criteria for advancement and not 
other criteria (not, for example, political back-
ground or something else). Improvement in do-
main of nature of work could be achieved by in-
troducing job rotation, job enlargement, and job 
enrichment.  

Research has also shown that the relationships 
with superiors and operating procedures have a 
greater impact on job satisfaction of employees 
with higher level of education compared to other 
employees. We see possibility for improving the 
human resources management practices regarding 
this category of employees in their redeploying or 
in redesigning their job so that work tasks become 
more motivated and challenging. Job characterises 
model introduced by Hackman and Oldham 
(1980) would be a suitable solution.  

Finally, the research showed that employees 
with the highest level of education are the most 
satisfied with fringe benefits, promotion and na-
ture of work. Among these job related characteris-
tics they are the most satisfied with fringe bene-
fits. This can be explained by the fact that fringe 
benefits are usually the highest for this category 
of employees, and at the same time, the needs that 
can be met by them are highly ranked. We see 
opportunity for increasing the job satisfaction of 
this category of employees in improving the 
communication since this job related characteris-
tic is the most unfavourably assessed by them. As 
we said earlier, introducing new channels of 
communication and higher visibility of higher 
level of management would be useful measures. 
SM 
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