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4 DATA ANALYSIS & INTERPRETATION 
 

4.1 Introduction 
 
 
In this chapter, the author has described how the collected data are analyzed in various 

methods. The collected data for a period of time has been fed into SPSS which is known 

as a data analyzing software or a tool that is used in order to analyze data accurately. 

After feeding all collected data into SPSS, as the first step, the author has performed the 

frequency test or the descriptive analysis and then tested the goodness of data to verify 

the reliability and validity of the collected data. To test the goodness of data the author 

has performed a Cronbach’s Alpha test. The tests were successful and hence the actual 

data analysis was carried out for further findings and for testing hypothesis. Since there 

are many variables to be tested as explained in the previous chapter, the author has 

explained each variable under a separate heading to be clearer for the readers. 

 

The steps followed by the author in the analysis from the beginning till the final outcome 

is explained in detail in this chapter. 

 

4.2 Data Analysis 
 
In data analysis, in general there are three main objectives to achieve. They are, getting 

the feel for data, testing the goodness of data and finally when both the previously 

mentioned objectives are successful the researcher has to perform the hypothesis testing 

which will result in the final outcome of the analysis. Getting the feel for data in this 

study is done by using the frequency distribution for the variables which is explained 

further with figures of the result in SPSS in this chapter. The second objective, which is 

testing the goodness of the collected data, is also performed through SPSS with the use of 

the test known as Cronbach’s Alpha test. Finally the third objective is accomplished by 

conducting the hypothesis testing which is explained in detail in the following 

descriptions in this chapter. 
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Before the data analysis, the author has organized the collected data in such a way that it 

is easy to be analyzed. As explained in chapter three, there are many variables that are to 

be tested such as awareness, recognition, shift work, salary or the remuneration for 

working on shift basis or for the extra work performed and also the title of the job is 

considered as one of the independent variables that supports the analysis. These variables 

are tested against two other variables which are the dependant variables according to this 

research. One main dependant variable which is perception towards support is analyzed 

with the use of the responses or data that were collected from the support engineers and 

other IT professionals who are involved with software engineering and quality assurance 

in the IT industry. The second main dependant variable which is job satisfaction is 

analyzed only from the feedback or the data received from the support engineers as the 

author believes that it is more accurate to analyze how the IT professionals who are 

involved in Support feel regarding the job rather than considering other IT professionals 

as they are not the people who have hand on experience in working in support. It is the 

support engineer who feels for the work done in support and the importance of the job 

and they are the people who in real life has experienced the difficulties or the benefits of 

the job and the people who can give the author valid feedback which will ultimately 

make the research a valid study that is conducted. The author initially included questions 

related to job satisfaction in the questionnaire prepared for the data collection from other 

IT professionals. However, later the author realized that it would be better to only 

understand the job satisfaction in support engineers’ perspective. Since the author 

strongly believes that collecting data from other IT professionals regarding the job 

satisfaction of support can have a negative impact to the quality of the result, the author 

has eliminated the unwanted questions from the questionnaire which focused on job 

satisfaction in the questionnaire prepared for the other IT professionals.  

 

After organizing the data in the order where all the responses of each variable is put 

together in the SPSS, the author has performed the below tests as explained in this 

chapter. 
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4.3 Getting the Feel for the Collected Data 
 
 
As mentioned above, getting the feed for the data collected in a research is important 

before proceeding with the analysis. The author in this research has acquired a feel for the 

data with the help of descriptive statistics. How the selected sample of the research has 

responded to the questions can be seen through a frequency distribution graph. Through 

the frequency distribution analysis, the author can identify whether the respondents were 

biased to a particular answer or whether they have not properly replied to the questions. If 

the distribution is in a normal curve then the responses are not biased. Below you can see 

the results of the frequency distribution test performed for each variable in this research. 

 

Since there are similar variables under each questionnaire, the author has computed and 

studied them separately which you will see as you read this chapter. 

 

4.3.1 Getting the Feel for Variable ‘Awareness’ 
 

In this research, the author has identified ‘awareness’ as one of the independent variables 

that is suspected as a cause for dearth of support engineers in the Sri Lanka. According to 

the research, ‘awareness’ is analyzed in respect to the non-support Engineers as the 

support engineers’ awareness regarding the job is not questionable.  

 

In this section, the author explains the results obtained by the frequency distribution test 

performed for the ‘awareness’ related questions in the second questionnaire given to non-

support engineers. 

 

Table 4.1: Descriptive Statistics of Variable ‘Awareness’ – Non-Support Engineers 

Variable N 
(Responses) Minimum Maximu

m Mean Std. 
Deviation 

Awareness 91 1.00 5.00 3.1758 .91704 
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According to the result obtained by table 4.1, from the descriptive analysis of the 

variables the mean of the awareness related responses is 3.18. This is a moderate value 

and is interesting to know that even non-support engineers are aware of the job to a 

certain extent. 

 

The author has also performed a frequency distribution test for the averaged values of 

awareness which is displayed in table 4.2. 

 

Table 4.2: Frequency of Variable 'Awareness' – Non-Support Engineers 

Averaged 
Awareness Frequency Percent Valid Percent Cumulative 

Percent 
Valid 1.00 1 1.1 1.1 1.1 

1.50 3 3.3 3.3 4.4 
2.00 15 16.5 16.5 20.9 
2.50 11 12.1 12.1 33.0 
3.00 17 18.7 18.7 51.6 
3.50 14 15.4 15.4 67.0 
4.00 21 23.1 23.1 90.1 
4.50 6 6.6 6.6 96.7 
5.00 3 3.3 3.3 100.0 
Total 91 100.0 100.0  

 
 
 
In the second questionnaire that was used to collect data from the non-support engineers, 

there were two questions related to the awareness of the job role. The author has 

computed the average of the responses received for the two questions and conducted the 

frequency distribution test for the averaged values of the awareness related responses. 

Hence the new variable ‘Averaged Awareness’ consists of decimal values. 

 

In the figure 4.1, the author displays the result obtained from SPSS with the distribution 

curve for the responses collected related to Awareness.  
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Figure 4.1: Frequency Distribution of Variable ‘Awareness ' - Non-Support Engineers 

 

 

As displayed in figure 4.1, the distribution of the responses received for the questions 

focusing on the awareness of the non-support engineers is normally distributed resulting a 

non-biased sample data set. Therefore the author has continued the analysis with the 

responses received. According to the figure 4.1, the awareness is balanced as the mean of 

the awareness related responses is 3.18. 

 

4.3.2 Getting the Feel for Variable ‘Recognition’ 
 
 
The variable ‘Recognition’ is analyzed through both the questionnaires given for support 

engineers and other IT professionals in Sri Lanka. Under this section 4.3.2, you will be 

able to see the results of the frequency distribution of the responses for the variable 

‘recognition’ in both the samples.  



 40 
 

As mentioned in Chapter Three, in the first questionnaire prepared by the author for 

support engineers has nine questions focusing on how the support engineers feel 

regarding the job recognition through their own experience in working as support 

engineers in the IT industry in Sri Lanka. The averaged values of the responses received 

for the nine questions that are related to Recognition are used for the frequency 

distribution below. This is an important variable for this research as there can be a direct 

relationship with this variable to the main dependant variable ‘perception’ for which the 

same test is performed and explained in the next section 4.3.3.  

 

Whether the frequency distribution of recognition felt by the support engineers is normal 

or biased can be seen from the below test results in table 4.3 and 4.4. 

 

Table 4.3: Descriptive Statistics of Variable ‘Recognition’ – Support Engineers 

Variable N 
(Responses) Minimum Maximum Mean Std. 

Deviation 

Recognition 59 3 4 3.74 .388 
 

 

Table 4.4: Frequency of Variable 'Recognition' – Support Engineers 

Averaged 
Recognition Frequency Percent Valid Percent Cumulative 

Percent 

Valid 2.67 1 1.7 1.7 1.7 
2.89 4 6.8 6.8 8.5 
3.22 1 1.7 1.7 10.2 
3.33 4 6.8 6.8 16.9 
3.44 5 8.5 8.5 25.4 
3.56 3 5.1 5.1 30.5 
3.67 7 11.9 11.9 42.4 
3.78 5 8.5 8.5 50.8 
3.89 5 8.5 8.5 59.3 
4.00 10 16.9 16.9 76.3 
4.11 9 15.3 15.3 91.5 
4.22 5 8.5 8.5 100.0 

Total 59 100.0 100.0   
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The ‘Averaged Recognition’ in table 4.4 is computed by getting the mean or the average 

of all the responses for each question. Even though the author has used likert scale 

responses in the questionnaire, after averaging the response values, the new variable 

‘Averaged Recognition’ has floating point values. However, in support engineers’ 

perspective, if the averaged value is closer to 5 then the recognition towards the job 

support is bad and if the averaged value is closer to 1 then the recognition of the job 

support is high or in other words recognition is good. 

 

Below you can see the frequency distribution curve or the normal curve obtained by the 

results in the nine questions regarding recognition in the questionnaire for support 

engineers. 

 
 

 

 

Figure 4.2: Frequency Distribution of Variable ‘Recognition' - Support Engineers 
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In the above Figure 4.2, you can see that the responses for the variable ‘recognition’ in 

the support engineers perspective is distributed in a normal curve and not biased. Hence 

the results are considered as valid by the author.  

 

There are many responses closer to 4 or in other words closer to low or bad recognition 

for support. However there is no support engineer who feels that there is no recognition at 

all for the job. It is interesting to see that certain people feel that support is a somewhat 

recognized job. 

 

Since ‘recognition’ is a common variable for both the questionnaires, the author has 

performed the frequency distribution test for the responses received by other IT 

professionals regarding the job recognition of support.  

 

In the second questionnaire prepared for the non-support engineers that includes the 

responses from software engineers and quality assurance engineers, there are nine 

questions focusing on the job recognition as persuaded by them.  

 

In table 4.5 and 4.6, you will find the results of the frequency distribution test conducted 

for the variable ‘recognition’ for the collected data from the other IT professionals in the 

IT industry in Sri Lanka. 

 

Table 4.5: Descriptive Statistics of Variable ‘Recognition’ – Non-Support Engineers 

Variable N 
(Responses) Minimum Maximum Mean Std. 

Deviation 

Recognition 91 2.33 4.44 3.6520 .49225 
 
 

Table 4.6 is the result obtained by the author through SPSS. The ‘Averaged Recognition’ 

is computed by getting the mean or in other words the average of all the responses for 

each question in relation to the recognition. Even in the questionnaire for other IT 

professionals, the author has used likert scale responses, but after averaging the response 

values, the new variable ‘Averaged Recognition’ has decimal values. 
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According to the results obtained from Other IT Professionals’ perspective, if the 

averaged value is closer to 5 then the recognition towards the support is low and if the 

averaged value is closer to 1 then the job recognition of support is high. 

 

Table 4.6: Frequency of Variable 'Recognition' – Non-Support Engineers 

Averaged 
Recognition Frequency Percent Valid Percent Cumulative 

Percent 
Valid 
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

2.33 1 1.1 1.1 1.1 
2.44 1 1.1 1.1 2.2 
2.56 1 1.1 1.1 3.3 
2.78 1 1.1 1.1 4.4 
2.89 1 1.1 1.1 5.5 
3.00 5 5.5 5.5 11.0 
3.11 7 7.7 7.7 18.7 
3.22 5 5.5 5.5 24.2 
3.33 7 7.7 7.7 31.9 
3.44 7 7.7 7.7 39.6 
3.56 7 7.7 7.7 47.3 
3.67 4 4.4 4.4 51.6 
3.78 8 8.8 8.8 60.4 
3.89 2 2.2 2.2 62.6 
4.00 11 12.1 12.1 74.7 
4.11 12 13.2 13.2 87.9 
4.22 1 1.1 1.1 89.0 
4.33 5 5.5 5.5 94.5 
4.44 5 5.5 5.5 100.0 

  Total 91 100.0 100.0   
 
 
 

As displayed in table 4.6, the averaged recognition values vary from the actual response 

in the other IT professionals’ questionnaire between 1 and 5 by having decimal values. 

 

These averaged recognition values are used in figure 4.3 to display the frequency 

distribution curve. 
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Figure 4.3: Frequency Distribution of Variable ‘Recognition' - Non-Support Engineers 

 

In the above figure 4.3, the responses for the variable ‘recognition’ in the non-support 

engineer perspective is distributed in a normal curve and not biased or skewed. Hence the 

results are considered as valid for this study by the author.  

 

According to figure 4.3, many of the responses from non-support engineers are closer to 

response 4 which indicates that recognition given to support by the other IT professionals 

is low. It is also interesting to see that none of the IT professionals feel that support is not 

recognized at all.  

 

In the next sub section 4.3.3, the author has explained the results of the variable 

‘perception’ which is one of the dependant variables in this research.  
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4.3.3 Getting the Feel for Variable ‘Perception’ 
 
 
It is important to understand what level of perception does the support engineers and 

other IT professionals pursue regarding the importance of the job role support compared 

to software engineering and QA engineering. Hence, the author has considered the 

perception IT professionals have regarding the importance and requirement of the 

existence of the job which can ultimately have an impact to the attrition rate of support 

engineers in Sri Lanka. 

 

‘Perception’ is one of the main dependant variables in this research as explained by the 

author in the previous chapter. This variable is analyzed in both the questionnaires given 

for support engineers and other IT professionals in Sri Lanka.  

 

Under the section 4.3.3, you will be able to see the results of the frequency distribution of 

the responses for the variable ‘perception’ in both the sample data set collected via the 

two questionnaires. 

 

It was revealed in the previous chapter, that there were four questions in the first 

questionnaire or the final questionnaire prepared for the support engineers’ data 

collection. These four questions were utilized by the author to identify the perception 

support engineers have regarding their job and how important they feel support is for an 

IT organization that provides support to their customers.  

 

With the help of SPSS, the author has calculated the average of the responses received in 

relation to support engineers’ perception towards the job. The averages of the four 

questions were captured into a new variable in SPSS and the resulted values were then 

analyzed to get a feeling for the data collected regarding the job perception. 

 

In this section, you will see the results of the test conducted for the averaged job 

perception variable. 
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Table 4.7: Descriptive Statistics of Variable ‘Perception’ – Support Engineers 

Variable N 
(Responses) Minimum Maximum Mean Std. 

Deviation 

Perception 59 2.50 4.75 3.9788 .45317 
 
 
As displayed in table 4.8, the author has described the results obtained by the frequency 

distribution test that was perception for the variable Job Perception of support engineers. 

 

Table 4.8: Frequency of Variable 'Perception' – Support Engineers 

Averaged  
Job-Perception Frequency Percent Valid Percent Cumulative 

Percent 
Valid 2.50 1 1.7 1.7 1.7 

3.00 1 1.7 1.7 3.4 
3.25 5 8.5 8.5 11.9 
3.50 7 11.9 11.9 23.7 
3.75 1 1.7 1.7 25.4 
4.00 22 37.3 37.3 62.7 
4.25 11 18.6 18.6 81.4 
4.50 9 15.3 15.3 96.6 
4.75 2 3.4 3.4 100.0 

Total 59 100.0 100.0  
 
 
Similarly to the previous variable ‘recognition’, even in this variable the average of all 

four questions were considered and hence as displayed in table 4.8, the final averaged 

variable contains decimal values.  

 

The original responses are in the likert scale from 1 to 5 where 1 being the highest or the 

best perception towards the job Application Support and 5 being the lowest perception of 

the support engineers’ towards their job. 
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The result of the frequency distribution test is shown the form of a graph through figure 

4.4 which is also knows as the normal distribution or the bell curve.  

 

 

Figure 4.4: Frequency Distribution of Variable ‘Perception' - Support Engineers 

 

As shown in the figure 4.4, the responses for the variable ‘perception’, from the 

perspective of support engineers are distributed in a normal curve. Hence the data can be 

considered as not biased or skewed. The results are considered as valid for this study by 

the author. 

 

Many of the responses from support engineers are above the response 3 which is 

moderate and also the responses are more towards the response 4 which indicates that job 

perception persuaded by support engineers in the IT Industry in Sri Lanka is considerably 

low. It is not all that interesting to see that the perception support engineers have 

regarding the importance of the job compared to other IT job roles. 
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As mentioned previously in this chapter, the author has collected data in relation to the 

perception the other IT professionals pursue regarding the job role support.  

In the second questionnaire that was prepared in order to collect data from the software 

engineers and QA engineers contains five questions related to job perception.  

 

Table 4.9: Descriptive Statistics of Variable ‘Perception’ – Non-Support Engineers 

Variable 
N 
(Responses) Minimum Maximum Mean Std. 

Deviation 

Perception 91 2.60 4.80 3.9341 .48447 
 
 

From the table 4.9 the author identified that the mean value of the perception of non-

support engineers is very much closer to bad perception which is 4 in the likert scale. The 

mean obtained by this analysis is 3.9. 

 

Table 4.10: Frequency of Variable 'Perception' – Non-Support Engineers 
 

Averaged 
Job-Perception Frequency Percent Valid Percent Cumulative 

Percent 
Valid 2.60 2 2.2 2.2 2.2 

2.80 1 1.1 1.1 3.3 
3.00 2 2.2 2.2 5.5 
3.20 3 3.3 3.3 8.8 
3.40 8 8.8 8.8 17.6 
3.60 13 14.3 14.3 31.9 
3.80 11 12.1 12.1 44.0 
4.00 14 15.4 15.4 59.3 
4.20 13 14.3 14.3 73.6 
4.40 13 14.3 14.3 87.9 
4.60 10 11.0 11.0 98.9 
4.80 1 1.1 1.1 100.0 
Total 91 100.0 100.0   
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Table 4.10 summarizes the frequencies of averaged perception. Even in this test the 

author has computed the average values of all the five questions in the second 

questionnaire focusing on the perception towards support. Since the averaged perception 

contains decimal values the results are not exactly the answers given in the questionnaire. 

However the final outcome of the mean is not affected by this and hence the author can 

carried out the analysis. 

 

Through the figure 4.5, the author identified that the responses in relation to the 

perception of IT professionals regarding support is valid as the distribution of the 

responses is normal and not biased to a specific answer. However, according to this 

result, the number of respondents with a low perception towards the job is high. 

 

 

Figure 4.5: Frequency Distribution of Variable ‘Perception' - Non-Support Engineers 

 

In figure 4.5, high numbers of responses are displayed closer to perception 4 which is low 

perception towards the job. However, since the distribution of the responses is normal 

and not biased the questions and the sample data set are considered as valid by the author. 
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4.3.4 Getting the Feel for Variable ‘Shift Basis’  
 
 
Shift work or working on roster basis is essential when providing support to customers in 

different zones or regions in the world. This can be disturbing to the people who work at 

different times of the day on different days of the week. Especially for the people with 

family commitments this can cause difficulties. However one of the limitations in this 

research is that the author has not analyzed the likeness to work on shift basis against 

whether the respondent is married. The questionnaire was prepared initially to collect 

personal data of the respondent in order to analyze the relationship of the personal 

statuses against the satisfaction of the job. This can be a future study in relation to the 

dearth of support engineers in Sri Lanka.  

 

The author has however, analyzed the collected data from the first questionnaire via six 

questions focusing on shift work, working on roster basis and working on holidays. All 

these questions are put together in the variable ‘shift basis’. 

 

In the table 4.11 the author has displayed the results obtained by the descriptive statistics 

test.  

 

Table 4.11: Descriptive Statistics of Variable ‘Shift Basis’ - Support Engineers 

Variable N 
(Responses) Minimum Maximum Mean Std. 

Deviation 
Shift Basis 59 1.67 4.17 3.0678 .62293 

 
 
 
According to the result in table 4.11, the mean of the shift basis variable is 3.07 which is 
moderate.  
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Table 4.12: Frequency of Variable 'Shift Basis' – Support Engineers 

Averaged  
Shift Basis Frequency Percent Valid Percent Cumulative 

Percent 
Valid 1.67 1 1.7 1.7 1.7 

1.83 2 3.4 3.4 5.1 
2.00 1 1.7 1.7 6.8 
2.17 3 5.1 5.1 11.9 
2.33 3 5.1 5.1 16.9 
2.50 6 10.2 10.2 27.1 
2.67 4 6.8 6.8 33.9 
2.83 4 6.8 6.8 40.7 
3.00 2 3.4 3.4 44.1 
3.17 3 5.1 5.1 49.2 
3.33 5 8.5 8.5 57.6 
3.50 13 22.0 22.0 79.7 
3.67 7 11.9 11.9 91.5 
3.83 3 5.1 5.1 96.6 
4.17 2 3.4 3.4 100.0 
Total 59 100.0 100.0  

 
 
Similarly to the previous variables, even this variable ‘shift basis’ was generated by 

finding the average of all the responses received for the six questions focusing on the 

shift basis work, working on rosters and working on holidays in Sri Lanka. Therefore as 

displayed in table 4.12, the averaged result consists of decimal values rather than values 

from 1 to 5 as mentioned in the appendix A and B. 

 
As mentioned in the beginning of this section, the author feels that it is good to analyze 

the perception other IT professionals pursue regarding working on shift basis and 

working on holidays as that can be one of the reasons for the attrition of support 

engineers.  

 
However, the current support engineers do not seem to be dissatisfied with the shift basis 

work or working on holidays as the analysis explains.  
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Figure 4.6: Frequency Distribution of Variable ‘Shift Basis' - Support Engineers 

 

 

According to figure 4.6, the author can clearly see that the distribution of the satisfaction 

in working on shift basis is moderate as the resulted mean is closer to 3.  

 

However there are around 2 to 3 respondents out of all 59 sample set of respondents who 

feel that working on shift basis and working on holidays is not satisfying. It is good to 

know that working hours do not matter to many of the people who are currently working 

in support. However it can also be a limitation of this research that working on shift basis 

is not analyzed in the non-support engineers’ perspective.  

 
 
 
 
 
 
 



 53 
 

4.3.5 Getting the Feel for Variable ‘Job Title’ 
 
Another variable identified by the author is the job title of support engineers. IT 

professionals would like to be identified as important and the job title does matter when it 

comes to job satisfaction of any employee. If the job is not recognized in the IT industry 

then the tendency of the employees not being satisfied with it is more. 

 
The author has prepared the support engineers’ questionnaire with two questions focused 

on the job title by directly questioning regarding the satisfaction of the job title and 

whether the respondents feel that the job title needs to be changed to a better one. Table 

4.13, 4.13 and  figure 4.7 shows the results of the analysis. 

 

Table 4.13: Descriptive Statistics of Variable ‘Job Title’ - Support Engineers 
 

Variable N 
(Responses) Minimum Maximum Mean Std. 

Deviation 
Job Title Mean 59 2.00 5.00 3.7542 .69712 

 

 

The results of the above descriptive statistics analysis shows that the mean of the 

averaged variable, ‘Job Title’ is 3.75 which is closer to 4.  

 
 

Table 4.14: Frequency of Variable ‘Job Title’ - Support Engineers 
 

Averaged 
Job Title Frequency Percent Valid Percent Cumulative 

Percent 
Valid 2.00 1 1.7 1.7 1.7 

2.50 5 8.5 8.5 10.2 
3.00 6 10.2 10.2 20.3 
3.50 16 27.1 27.1 47.5 
4.00 17 28.8 28.8 76.3 
4.50 10 16.9 16.9 93.2 
5.00 4 6.8 6.8 100.0 

Total 59 100.0 100.0  
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Out of 59 responses, around 5 people feel that the job title should be changed. Only 1-5 

numbers of people feel that job title doesn’t matter much to the satisfaction of the job or 

for the attrition rate. 

 

 
 

Figure 4.7: Frequency Distribution of Variable ‘Job Title’ - Support Engineers 

 
 
Figure 4.7 shows that the responses related to job title are normally distributed and hence 

the data are considered as valid for the research. 

 

Many of the respondents feel that the job title has to be changed as clearly displayed in 

figure 4.7 above. In the scale of 1 to 5 the responses are more towards 4 and 5 explaining 

the need for the title change. 
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4.3.6 Getting the Feel for Variable ‘Salary’ 
 
The last independent variable considered in this research is the salary or the remuneration 

that is paid for the support engineers for working on shift basis and working extra hours 

during holidays and so on. One of the previous researches has identified that the 

remuneration has a relationship with the job satisfaction. Since it is not specifically 

studied in the Sri Lankan context and in relation to support engineer job category, the 

author decided to analyze whether or not there is a relationship between the salary and 

the job satisfaction. 

 

Table 4.15: Descriptive Statistics of Variable ‘Salary’ - Support Engineers 

Variable N 
(Responses) Minimum Maximum Mean Std. 

Deviation 
Salary 59 2.00 5.00 3.5593 .73158 

 
 

The result of the table 4.15 shows that the mean of the averaged variable, ‘salary’ is 3.56 

which is slightly above moderate. 

 
 

Table 4.16: Frequency of Variable ‘Salary’ - Support Engineers 

Averaged Salary Frequency Percent Valid Percent Cumulative 
Percent 

Valid 2.00 3 5.1 5.1 5.1 
2.50 7 11.9 11.9 16.9 
3.00 6 10.2 10.2 27.1 
3.50 19 32.2 32.2 59.3 
4.00 14 23.7 23.7 83.1 
4.50 8 13.6 13.6 96.6 
5.00 2 3.4 3.4 100.0 
Total 59 100.0 100.0  
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According to table 4.16, out of 59 responses around 2 people feel that the salary is not 

satisfying for the work performed. Very few respondents are satisfied with their 

remuneration.  

 

 
 

Figure 4.8: Frequency Distribution of Variable ‘Salary’ - Support Engineers 

 

As displayed in figure 4.8, most of the responses lie between 3 and 4 which indicate some 

what above moderate and more towards low satisfaction with salary.  

 

4.3.7 Getting the Feel for Variable ‘Satisfaction’ 
 
 
Job satisfaction is one of the main variables that is studied in this research. It is been 

tested with the IT professionals who are at present working in support as they are the 

people who has hand on experience with the good and bad side of the job. Hence the 

author has only considered feedback received by support engineers regarding the job 

satisfaction. 
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For the analysis of the job satisfaction of support engineers, author has three questions in 
the questionnaire focusing on it.  
 
 
The results obtained by the statistical analysis for testing the goodness of data are 
displayed in table 4.17 and 4.18. 
 

Table 4.17: Descriptive Statistics of Variable ‘Satisfaction’ - Support Engineers 

Variable N 
(Responses) Minimum Maximum Mean Std. 

Deviation 
Satisfaction 59 1.67 4.33 3.2881 .68497 

 
 

The results of table 4.17 shows that the mean of the averaged variable, ‘satisfaction’ is 

3.28 which is very closer to the moderate value explaining that the job satisfaction is 

slightly less. 
 

Table 4.18: Frequency of Variable ‘Satisfaction’ - Support Engineers 

Averaged 
Job Satisfaction Frequency Percent Valid 

Percent 
Cumulative 

Percent 
Valid 1.67 2 3.4 3.4 3.4 

2.00 4 6.8 6.8 10.2 
2.33 4 6.8 6.8 16.9 
2.67 2 3.4 3.4 20.3 
3.00 4 6.8 6.8 27.1 
3.33 22 37.3 37.3 64.4 
3.67 10 16.9 16.9 81.4 
4.00 5 8.5 8.5 89.8 
4.33 6 10.2 10.2 100.0 
Total 59 100.0 100.0  

 
 

According to table 4.18, out of 59 responses there are around 11 people who are not 

satisfied with their job. At the same time around 6-10 people are satisfied with their job. 

Many of the people are satisfied with their job according to the collected data.  
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Figure 4.9: Frequency Distribution of Variable ‘Satisfaction’ - Support Engineers 
 

Above figure 4.9 explains that the distribution of the responses related to job satisfaction 

by working as a support engineer is normal and not biased which indicates that the 

responses can be considered valid for the research. There is a significant difference with 

the way people feel about the job as nearly half of the respondents are neither satisfied 

nor dissatisfied with their job.  
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4.4 Testing the Goodness of the Collected Data 
 
 
As explained in the book by Uma Sekaran in ‘Research Methodology for Business’ 

(Sekaran, 2007) the author has performed the Cronbach’s Alpha test for each variable to 

test the validity and reliability of the data.  

 

4.4.1 Testing the Goodness of Variable ‘Awareness’ 
 

Awareness is one of the variables used for the analysis of the perception towards the job 

by non-Support Engineers. Table 4.19 is the result obtained by the Cronbach’s Alpha 

analysis.  

 

Table 4.19 – Cronbach’s Alpha – Variable ‘Awareness’ – Non-Support Engineers 

Cronbach's Alpha N of Items (Questions) 

.736 2 
 
 
The result in table 4.19 is greater than 0.7 and hence the responses are considered as 

realizable for the research. 

 

4.4.2 Testing the Goodness of Variable ‘Recognition’ 
 
Recognition is a variable which is used for the analysis of the perception towards the job 

by both support engineers and non-Support Engineers. Table 4.20 is the result of the 

Cronbach’s Alpha performed for the responses received through support engineers 

regarding their perception. 

 

Table 4.20 - Cronbach’s Alpha – Variable ‘Recognition’ – Support Engineers 

Cronbach's Alpha N of Items (Questions) 

.765 9 
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Table 4.21 - Cronbach’s Alpha Item Vise – Variable ‘Recognition’ – Support Engineers 

Questions / Variables in 
SPSS 

Scale Mean 
if Item 
Deleted 

Scale 
Variance if 

Item 
Deleted 

Corrected 
Item-Total 
Correlation 

Cronbach's 
Alpha if 

Item 
Deleted 

Recognition in the IT 
industry 29.54 9.494 .569 .724 

Recognition within the 
support team 30.08 9.251 .509 .732 

Recognition outside the 
support team 29.41 8.763 .509 .735 

Recognition from 
managers to Support 29.86 10.602 .377 .753 

Recognition through 
management appreciation 29.83 10.385 .348 .757 

Recognition given by 
managers to QA and 
Support 

30.12 9.624 .571 .724 

Recognition through 
respect given to Support 30.02 10.396 .403 .749 

Recognition in Support 
Engineer's perspective - 
Support and SE 

30.08 9.906 .529 .732 

Recognition in Support 
Engineer's perspective - 
Support and QA 

30.47 11.047 .217 .773 

 
 

 

As shown in table 4.21, there were nine questions focusing on recognition of support 

engineers and the Cronbach’s Alpha is resulted with 0.765 which indicates that the 

responses are reliable. 

 

Table 4.22 and 4.23 are the results of the Cronbach’s Alpha reliability test that was 

performed by the author for the responses received through non-support engineers with 

regard to their feeling towards the recognition of the job, support.  
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Table 4.22 - Cronbach’s Alpha – Variable ‘Recognition’ – Non-Support Engineers 
 

Cronbach's Alpha N of Items (Questions) 

.828 9 
 
 
 

According to the results in table 4.22, the responses related to the variable ‘Recognition’ 

are reliable as the total Cronbach’s Alpha is 0.828. 

 

Table 4.23 displayed the Cronbach’s Alpha if any of them is removed. 
 

Table 4.23 - Cronbach’s Alpha Item Vise – Variable ‘Recognition’ – Non-Support 
Engineers 

Questions / Variables 
in SPSS 

Scale Mean 
if Item 
Deleted 

Scale 
Variance if 

Item 
Deleted 

Corrected 
Item-Total 
Correlatio

n 

Cronbach'
s Alpha if 

Item 
Deleted 

Rec_Career_path_Sup
p_SE 28.46 15.874 .716 .796 

Rec_Career_path_Sup
p_QA 29.23 16.802 .476 .817 

Rec_view_on_Imp_Su
pp_SE 29.02 14.911 .673 .794 

Rec_view_on_Imp_Su
pp_QA 29.60 16.375 .581 .808 

Rec_Imp_to_Mgrs_Su
pp_SE 28.84 15.584 .474 .820 

Rec_Imp_to_Mgrs_Su
pp_QA 29.32 15.553 .594 .804 

Rec_Supp_less_intere
sting_than_SE 28.71 14.140 .685 .791 

Rec_Can_survive_wit
hout_Supp 29.85 15.732 .402 .832 

Rec_Recommend_Sup
p_to_frds 29.91 17.592 .309 .833 
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4.4.3 Testing the Goodness of Variable ‘Perception’ 
 
Job perception is a common variable for both the parties involved in the research. Table 

4.24 and 4.25 are the responses from SPSS. 

 

Table 4.24 - Cronbach’s Alpha – Variable ‘Perception’ – Support Engineers 

Cronbach's Alpha N of Items (Questions) 

.798 4 
 
 

As you can see in table 4.24 there were four questions focusing on the perception of the 

support engineers towards the job role, support engineer. The over all Cronbach’s alpha 

result is 0.798 which is more than 0.7.  

 

Table 4.25 - Cronbach’s Alpha Item Vise – Variable ‘Perception’ – Support Engineers 
  

Questions / Variables in 
SPSS 

Scale Mean 
if Item 
Deleted 

Scale 
Variance if 

Item 
Deleted 

Corrected 
Item-Total 
Correlation 

Cronbach's 
Alpha if Item 

Deleted 

Better valued outside 
Support 11.98 2.189 .536 .782 

More demand for SE than 
Support 11.90 2.196 .552 .776 

More demand for QA 
than Support 11.80 1.786 .677 .713 

General Perception of 
Support 12.07 1.719 .692 .705 

 
 
Table 4.25 is the result obtained if one f the questions is deleted and all four questions 

result in more than 0.7 values. Hence the author has decided to keep all the questions for 

the analysis. 
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Since perception is a common variable for both support engineers and non-support 

engineers, the author has performed the same test for the responses received by non-

support engineers and below are the results corresponding to the test. 

 

Table 4.26 - Cronbach’s Alpha – Variable ‘Perception’ – Non-Support Engineers 
 

Cronbach's Alpha N of Items (Questions) 

.768 5 
 
 
As you can see in table 4.26 and 4.27, there have been five questions related to 

perception of non-support engineers regarding the support and the over all result of all 

five questions is 0.768 and hence considered reliable. 

 

Table 4.27 - Cronbach’s Alpha Item Vise – Variable ‘Perception’ – Non-Support 
Engineers 

Questions / Variables 
in SPSS 

Scale Mean 
if Item 
Deleted 

Scale 
Variance if 

Item 
Deleted 

Corrected 
Item-Total 
Correlation 

Cronbach's 
Alpha if 

Item 
Deleted 

Per_Apply_for_supp_va
cancy 15.09 3.926 .544 .723 

Perc__My_view_of_De
mand_bw_Supp__SE 15.29 3.606 .724 .659 

Perc_My_view_of_Dem
and_bw_Supp__QA 16.13 4.405 .484 .744 

Per_Job_Title 16.02 3.977 .443 .763 
Per_Job_title_gives_bad
_impression 16.15 3.954 .525 .730 

 
 

Table 4.27 explains the Cronbach’s alpha if one of them is removed from the set of 

questions targeting on the perception of non-support engineers.  
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In the next section the author explains the same test performed for the variable Shift basis 

which focuses on working on rosters and working on holidays which is suspected to be a 

reason for satisfaction or dissatisfaction. 

 

4.4.4 Testing the Goodness of Variable ‘Shift Basis’ 
 

Shift work is experienced mostly by support engineers and hence the author has only 

considered support engineers view regarding this variable. 

 

Table 4.28 - Cronbach’s Alpha – Variable ‘Shift Basis’ – Support Engineers 

Cronbach's Alpha N of Items (Questions) 

.759 6 
 
 
The support engineers’ questionnaire contains six questions related to this variable and 

the Cronbach’s alpha of the total responses of all six questions is more than 0.7 as 

displayed in the table 4.28. 

 

Table 4.29 - Cronbach’s Alpha Item Vise – Variable ‘Shift Basis’ – Support Engineers 
 

Questions / Variables in 
SPSS 

Scale Mean 
if Item 
Deleted 

Scale 
Variance if 

Item 
Deleted 

Corrected 
Item-Total 
Correlation 

Cronbach's 
Alpha if 

Item 
Deleted 

Working on Shift basis is 
prefered 15.44 9.561 .618 .691 

Working in the night 14.86 8.981 .544 .714 
Working in different shifts 15.32 10.567 .497 .725 
Others do not like to work on 
shift basis 15.27 11.339 .407 .746 

Working on Sri Lankan 
holidays 15.31 9.698 .530 .716 

Working if Lieu leave is 
granted 15.83 10.867 .421 .743 
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As you can see in the table 4.29, the author has performed Cronbach’s alpha for all six 

questions and the result as to what the Cronbach’s alpha would be if on of the questions 

is deleted is given here. 

 

Since all the questions and their responses seem to be important and satisfying according 

to Cronbach’s alpha, the responses are considered reliable by the author. 

 

4.4.5 Testing the Goodness of Variable ‘Job Title’ 
 
Job title is considered as an important factor to look at when measuring the satisfaction of 

a job. However, the author has performed this only from the support engineers’ 

perspective in this research. 

 

Table 4.30 is the result of the Cronbach’s Alpha test performed for the variable job title. 

Table 4.30 - Cronbach’s Alpha – Variable ‘Job Title’ – Support Engineers 

Cronbach's Alpha N of Items (Questions) 

.737 2 
 
 
Item vise test is not performed here since there are only two questions. However, the 

reliability of the responses of the two questions is more than 0.7 and hence the responses 

can be considered reliable. 

 

4.4.6 Testing the Goodness of Variable ‘Salary’ 
 
Remuneration or the salary is proven as one of the potential factor for job satisfaction as 

explained in the second chapter.  

 

Table 4.31 - Cronbach’s Alpha – Variable ‘Salary’ – Support Engineers 
 

Cronbach's Alpha N of Items (Questions) 

.727 2 
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Table 4.31 displays the result obtained by SPSS from Cronbach’s alpha test for the two 

questions focusing on the salary satisfaction. Since the result is 0.727 the two questions 

are considered as reliable for further continuation of the study. 

 

4.4.7 Testing the Goodness of Variable ‘Satisfaction’ 
 
The final but one of the most important variables in this research is to identify the 

satisfaction of support engineers. Hence the author has only considered the satisfaction of 

support engineers regarding the job they perform. 

 
You can find the Cronbach’s alpha test result in the table 4.32. 
 

Table 4.32 - Cronbach’s Alpha – Variable ‘Satisfaction’ – Support Engineers 
  
 

 
 
The overall result is more than 0.710 and since there are more than two questions the 

item vise test is performed. 

 

Table 4.33 - Cronbach’s Alpha Item Vise – Variable ‘Satisfaction’ – Support Engineers 
 

Questions / 
Variables in SPSS 

Scale Mean 
if Item 
Deleted 

Scale 
Variance if 

Item 
Deleted 

Corrected 
Item-Total 
Correlatio

n 

Cronbach'
s Alpha if 

Item 
Deleted 

Satisfaction by 
working closely 
with customers 

6.51 1.771 .598 .531 

Satisfaction of 
salary in Support 6.41 2.556 .460 .700 

Satisfaction of 
Support job 6.81 2.120 .545 .598 

 
 

Cronbach's Alpha N of Items (Questions) 

.710 3 
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As shown in table 4.33, if two questions are removed, the Cronbach’s alpha can be less 

than 0.7. The author has decided to continue the study with all three questions as the over 

all result is more than 0.7. 

 

Since the goodness of data for all variables is satisfying, the author will move on to the 

hypothesis analysis in the next section. 

 

4.5 Hypothesis Testing 
 

After testing the goodness of the data the final step in the analysis is testing the 

hypothesis. For hypothesis H4 to H9 the author uses co-relation to analyze whether or not 

there is a relationship between the variables. 

 

Testing Hypothesis H4: 

 

H40: Null Hypothesis. 

There is no relationship between the awareness and the perception of non-support 

engineers (other IT professionals) towards the job role support engineer 

H4a: Alternative Hypothesis. 

There is a relationship between the awareness of the job role and the perception of non-

support / other IT professionals towards the job 

 

Table 4.34 – Correlation – Awareness & Perception of Non-Support Engineers 

  Perception Awareness 

Perception 
Pearson Correlation 1 .261 

Sig. (2-tailed)  .012 
N 91 91 

Awareness 
Pearson Correlation .261 1 

Sig. (2-tailed) .012  
N 91 91 
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As displayed in table 4.34, since the significance is less than 0.05 which is 0.012, the 

author can reject the Null Hypothesis of H4. Therefore, the outcome is that there is a 

relationship between the awareness people have with the perception towards the job. 

 

According to table 4.34, the Pearson correlation is 0.261 which indicates the relationship 

between the awareness of the importance of the job and the perception of non-support 

Engineers towards the job don’t have a very strong relationship. 

 

Testing Hypothesis H5: 

 

H50: Null Hypothesis 

There is no relationship between the recognition and the perception of support engineers 

towards their job 

H5a: Alternative Hypothesis 

There is a relationship between the recognition and the perception of support engineers 

towards their job 

 

Table 4.35 is the result of the correlation test performed for the recognition and 

perception of support engineers regarding the job. 

 

Table 4.35 – Correlation – Recognition & Perception of Support Engineers 

  Recognition Perception 

Recognition 
Pearson Correlation 1 .717 

Sig. (2-tailed)  .000 
N 59 59 

Perception 
Pearson Correlation .717 1 

Sig. (2-tailed) .000  
N 59 59 
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According to the previous result in table 4.35, the Significance is 0.000 which is below 

0.05 which rejects the Null Hypothesis of H5. Hence the author can conclude that there is 

a relationship between the recognition and the perception of support engineers towards 

the job. 

 

Since the Pearson correlation is 0.717 and closer to 1, there is a strong relationship 

between the recognition felt by the support engineers regarding the job and their 

perception towards the importance of the job.  

 

Testing Hypothesis H6: 

 

H60: Null Hypothesis 

There is no relationship between the recognition and the perception of non-support 

engineers (other IT professionals) towards the job role support engineer 

H6a: Alternative Hypothesis 

There is a relationship between the recognition of the job role and the perception of non-

support engineers (other IT professionals) towards the job role support engineer 

 

Table 4.36 – Correlation – Recognition & Perception of Non-Support Engineers 

  Perception Recognition 

Perception 
Pearson Correlation 1 .708 

Sig. (2-tailed)  .000 
N 91 91 

Recognition 
Pearson Correlation .708 1 

Sig. (2-tailed) .000  
N 91 91 

 
 

According to table 4.36, the significance is below 0.05 which indicates that the Null 

Hypothesis has to be rejected in H6. Therefore the author can conclude that there is a 

relationship between the Recognition and Perception non-support engineers feel 

regarding support. 
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Since the Pearson Correlation is closer to 1 there is a strong correlation between the 

recognition given to the job and perception of non-support Engineers towards the job, 

Application Support. 

 

Testing Hypothesis H7: 

 

H70: Null Hypothesis 

There is no relationship between working on shift/roster basis and the job satisfaction of 

support engineers 

H7a: Alternative Hypothesis 

There is a relationship between working on shift/roster basis and the job satisfaction of 

support engineers 

 

Table 4.37 – Correlation – Shift Basis & Satisfaction of Support Engineers 

  Satisfaction Shift Basis 

Satisfaction 
Pearson Correlation 1 .120 

Sig. (2-tailed)  .367 
N 59 59 

Shift Basis 
Pearson Correlation .120 1 

Sig. (2-tailed) .367  
N 59 59 

 
 

According to table 4.37, the significance of these two variables is 0.367 which is more 

than 0.05. Hence the alternative hypothesis is rejected and the null hypothesis is accepted 

which concludes that there is no relationship between working on shift basis and the job 

satisfaction of the support engineers. 

 

Even though the author considered working on shift basis can be dissatisfying for the 

support engineers it is proven incorrect. Therefore the analysis between these two 

variables will not be continued further. 
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Testing Hypothesis H8: 

 

H80: Null Hypothesis 

There is no relationship between the job title and the job satisfaction of support engineers 

H8a: Alternative Hypothesis 

There is a relationship between the job title and the job satisfaction of support engineers 
 

 

In the table 4.38, the results of the correlation test between the job satisfaction and the job 

title are shown. 

 

Table 4.38 – Correlation – Job Title & Satisfaction of Support Engineers 

  Satisfaction Job Title 

Satisfaction 
Pearson Correlation 1 .776 

Sig. (2-tailed)  .000 
N 59 59 

Job Title 
Pearson Correlation .776 1 

Sig. (2-tailed) .000  
N 59 59 

 
 

The table 4.38 explains that the significance between the job title and the satisfaction is 

below 0.05. Hence the null hypothesis of H8 can be rejected. The author can conclude 

that there is a relationship between the job title of support engineers and the satisfaction 

of working as a support engineer. 

 

Since the Pearson correlation is 0.776, and it is a positive value, the relationship between 

the job title and the satisfaction of performing the job by the support engineers is very 

high and it is a positive relationship. In other words, if the job title is better or more 

attractive the job satisfaction can also be high. 
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Testing Hypothesis H9: 

 

H90: Null Hypothesis 

There is no relationship between the salary and the job satisfaction of support engineers  

H9a: Alternative Hypothesis 

There is a relationship between the salary and the job satisfaction of support engineers 

 

 

The author has conducted a correlation test for the two variables salary and job 

satisfaction as shown in table 4.39. 

 

Table 4.39 – Correlation – Salary & Satisfaction of Support Engineers 

  Satisfaction Salary 

Satisfaction 
Pearson Correlation 1 .671 

Sig. (2-tailed)  .000 
N 59 59 

Salary 
Pearson Correlation .671 1 

Sig. (2-tailed) .000  
N 59 59 

 
 

As displayed in table 4.39, the significance is below 0.05 indicating that the null 

hypothesis of H9 has to be rejected. Therefore the alternative hypothesis of H9 which 

says that there is a relationship between the salary and the job satisfaction of support 

engineers is accepted.  

 

Now that the relationships are being tested and identified what variables have a 

relationship and what variables don’t have a relationship the researcher can perform a one 

sample T-test for the means of the variables with a relationship to understand the main 

three hypotheses. 
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One Sample T-Test : H1 

H10: Null Hypothesis 

Support engineers don’t have a low/bad perception towards their job. 

H1a: Alternative Hypothesis 

Support engineers have a low/bad perception towards their job. 

 

 

The perception of support engineers towards the job was measured with the help of the 

variable recognition and was identified as the two variables have a positive relationship 

even though it is not a very strong relationship.  

 

As displayed in table 4.40, the mean value of the two variables ‘perception’ and 

‘recognition’ were tested using one sample T-test with the test value of 3 as the collected 

data are in the likert scale of 1 to 5. 

 

Table 4.40 - Mean Value – Perception & Recognition – Support Engineers 

 N Mean Std. 
Deviation 

Std. Error 
Mean 

Mean of Perception & Recognition 59 3.8604 .39005 .05078 
 
 

 

Table 4.41 – T-Test – Perception & Recognition – Support Engineers 

 Test Value = 3 

 t df Sig.  
(2-tailed) 

Mean 
Difference 

95% Confidence 
Interval of the 

Difference 
 Lower Upper Lower Upper Lower Upper 

Mean of 
Perception & 
Recognition 

16.944 58 .000 .86040 .7588 .9621 
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According to the results in table 4.41, the mean value of the two variables, recognition 

and perception is 3.86 and it was tested with the T-test value of 3. The result states that 

there is a significant different between the mean value and the tested value as the 

significance value is below 0.05. This indicates that the mean is not equivalent to 3. 

Hence the null hypothesis of H1 can be rejected. However we need to find whether the 

perception is low or high.  

 

In the table 4.41, the lower and upper levels of confidence interval difference are both 

positive. Which means it lies to the right hand side of the scale of 1 to 5 where 5 being 

the right most value. As explained in the previous sections in this chapter, in this 

research, 1 indicates high perception and 5 indicates low perception. If the upper and 

lower boundaries in the table 4.41 are between 3 and 5 then we can conclude that there is 

low perception which affects the dearth. 

 

One Sample T-Test : H2 

H20: Null Hypothesis  

Non-support engineers / other IT professionals don’t have a low/bad perception towards 

the job role support engineer. 

H2a: Alternative Hypothesis  

Non-support engineers / other IT professionals have a low/bad perception towards the job 

role support engineer. 

 

Table 4.42 - Mean Value – Perception, Recognition & Awareness – Non-Support 
Engineers 

 N Mean Std. 
Deviation 

Std. Error 
Mean 

Mean of Perception, 
Recognition & 
Awareness 

91 3.5873 .48199 .05053 
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As displayed in table 4.42, the mean value of non-support engineers’ perception towards 

support, the recognition given by non-support engineers in the IT industry and also the 

awareness of the job that is pursued is 3.59. 

 

Table 4.43 – T-Test – Perception, Recognition & Awareness – Non-Support Engineers 

  Test Value = 3 

  t df 
Sig.  

(2-tailed) 
Mean 

Difference 

95% Confidence 
Interval of the 

Difference 

  Lower Upper Lower Upper Lower Upper 
Mean of 
Perception, 
Recognition & 
Awareness 

11.624 90 .000 .58730 .4869 .6877 

 
 

The Mean 3.59 is tested using one sample T- test with the test value of 3 and obtained the 

above displayed result in table 4.43. The Significance value obtained through this test is 

below 0.05. Hence the null hypothesis can be rejected.  

 

Since the lower and upper boundaries of confidence interval are both positive, the 

perception lies more towards the right side of the mean which indicates that the 

perception of non-support engineers is low. 

 

One Sample T-Test : H3 

H30: Null Hypothesis  

Support engineers don’t have a low job satisfaction of their job. 

H3a: Alternative Hypothesis  

Support engineers have a low/bad job satisfaction of their job. 
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Table 4.44 - Mean Value – Satisfaction, Job Title & Salary – Support Engineers 

 N Mean Std. 
Deviation 

Std. 
Error 
Mean 

Mean of Satisfaction, 
Job Title & Salary 59 3.5395 .61942 .08064 

 
 

As displayed in table 4.44, the mean value of support engineers’ job satisfaction, how 

they feel about the job title and the salary paid for them for the extra work and in 

compared to other professions is 3.54. 

 

Table 4.45 – T-Test – Satisfaction, Job Title & Salary – Support Engineers 

 Test Value = 3 

 t df Sig.  
(2-tailed) 

Mean 
Difference 

95% Confidence 
Interval of the 

Difference 
 Lower Upper Lower Upper Lower Upper 

Mean of Satisfaction, 
Job Title & Salary 6.691 58 .000 .53955 .3781 .7010 

 
 

According to table 4.45, the significance value is below 0.05 and hence the null 

hypothesis can be rejected.  

 

However to understand whether the satisfaction is low or high we need to look at the 

lower and upper boundaries of confidence interval. Since both are on to the right side of 

the mean 3.54 the satisfaction low. Hence we can say that application support has a low 

satisfaction of the job in terms of salary and job title. 
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4.6 Chapter Summary 
 
 
Through this chapter, the author has explained the research analysis and interpretation in 

detail with all the results obtained through SPSS. 

 

Author initially explained how the validity or distributions of the responses are for each 

variable in the study. All the responses were normally distributed and hence considered 

as valid and un-biased to any particular set of responses.  

 

As the second test, the author performed a test to check the reliability or the goodness of 

data by using the method known as Cronbach’s alpha. In this test, all the variables such 

as Awareness of non-support engineers regarding support, the recognition given for the 

job by the non-support engineers in the industry, the recognition felt by the support 

engineers through their experience in working in support, the variable shift work which 

captures responses regarding how working on shift basis & working on holidays affect 

the job satisfaction, variable job title which analyzes the satisfaction gained through the 

job description or the job title, the satisfaction felt by the monthly remuneration or the 

compensation for working on shift basis or on holidays and the job satisfaction itself were 

considered and tested for the reliability of the received responses. 

 

Since all the above tests were successful, as the last step or the last objective of this 

research, the author performed the hypothesis testing using correlation and one sample T-

test analysis.  

 

To test the sub hypotheses on the relationship between the dependent and independent 

variables, the author initially computed the means of the variables and performed a 

correlation test for each independent variable against the dependent variable.  

 

Hypothesis which tests the relationship between the satisfaction and working on 

shift/roster basis was identified as not having any relationship between the two variables. 
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The remaining hypotheses were proven as there are relationships between the dependent 

and independent variables. 

 

The variables with high or low relationship to the dependant variables, perception and 

satisfaction were separately tested in the main hypothesis using one sample T-test against 

the test value of 3 which is the moderate value in the responses according to the 

questionnaire.  

 

All three main hypotheses were individually tested and the results were that the 

perception of support engineers and non-support engineers towards the job role support 

and also the recognition felt by the support engineers identified as low and hence they 

have an impact to the dearth of IT professionals to work in support in Sri Lanka. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


