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Abstract 

Every organization and business wants to be successful and have desire to get constant progress. The 
current era is highly competitive and organizations regardless of size, technology and market focus are 

facing employee retention challenges. To overcome these restraints a strong and positive relationship 

and bonding should be created and maintained between employees and their organizations. Human 

resource or employees of any organization are the most central part so they need to be influenced and 
persuaded towards tasks fulfillment. Examinations connected with medical services were carried out 

by Servqual method. It was stated that care about employees and their proper motivation to work is 

very important factor deciding about employees’ engagement but also about success of organization. 
Also, the gender aspects of motivation are searched in paper. From this point of view, men and women 

are motivated and act in non-concordance with their gender stereotypes. The discrepancy can be 

ranged from little similarity between male and female’s motivation up to the idea of motivation’s 

absolute similarity. On the other hand, men and women’s economic behavior is often based on 
motivations which stereotypically are ascribed to the opposite sex. 
 

Key words: success, motivation, Servqual method, gender, personnel’s engagement, health care. 

 
Classification JEL: M12 – Personnel Management. 

 

1. Introduction 
Health care in Poland is a branch of the national economy. The client in this case is 

being a patient of the centres of the health care who is being reported for the product 

anticipated by him which is a solution to the health problem. Whole of provided services 

whom they are combining for before everything services strictly medical, this is: braising 

physician’s and nursing, but also accompanying services, e.g.: hotel, information is the 

product in the health care. Medical centres are trying in the last period in Poland to change 

one’s style of management, the method of human and material resources management, change 

the corporate image to be more positive for the client/patient, primarily for the reason of 

slowly increasing competitiveness on the market of medical provisions in Poland, as well as 

ensuring the desire for higher quality of medical provisions. 

The last few s have brought many changes in this area. A relationship between success 

of the health care institution and the quality of care provided was noticed. Client/patient 

satisfaction is one of the most important factors regarding health care. Other factors include 

competency of physicians and nurses, also the quality of services associated with health care.  

Successful performance of any organization first of all depends on usage of the 

available resources, with human resources being the most important. Successful organizations 

need both inspirational leaders and sound managers. In order to achieve increased and 

sustainable results, organizations need to execute strategies and engage employees 

(Borkowski & Rosak-Szyrocka, 2012, p. 12; Borkowski & Rosak-Szyrocka, 2010, p. 15).  

Organizational success depends heavily on employee motivation, and managers must 

understand what motivates their employees. Understanding the concepts of motivation could 

assist incompetent and inexperienced managers, in terms of employee motivation, identify 

what motivates their employees. Employee motivation and satisfaction leads to organizational 

success (Datta & Datta, 2013, pp. 56–59). 

 

 



Human Resources Management & Ergonomics                           Volume VIII  2/2014 

 

103 

2. Personnel’s motivation and engagement in the health care  
While compensation remains one of the key motivators of employees, more important 

are other factors. For employers motivate the employee is a guarantee of engagement, loyalty 

and professionalism in action, for the employees – a signal that they are appreciated 

(www.portalkadrowy.pl). 

Motivation at work is widely believed to be a key factor for performance of individuals 

and organizations (Hornby, Sidney, 1988). Employee’s motivation has become a determining 

factor of the organizational success in recent years. Motivation of working activity is much 

more complex since different people have different needs and desires which means they are 

differently motivated. Understanding of employees’ activity goals, motivation of their 

economic behavior is closely connected to personnel management problem and greatly 

influences the enterprise performance.  

All health care organizations deal with proposed actions for achievement of the goals 

with the best use of human resources. In that respect, close attention must be paid to 

motivation of individuals by means of initiative, rewards, leadership within which the work is 

being organized. The goal is to develop motivational processes and working environment that 

would help individuals to show their results in accordance with expectations. Motivation is 

the process of initiating human activities which is directed to attainment of certain goals. 

Employees who have unclear objectives tend to work slowly, they have bad results, lack 

interest and perform less tasks than the employees who have clear and challenging goals. 

Employees with clearly defined goals are more energetic and productive (Miljkovic, 2007, p. 

53–62). 

The key motivation principle states that performances are based on the level of abilities 

and motivation of the person. This principle is often shown by the following formula 

(Armstrong, 2001, p. 243): 
 

                             Performance  =  f (capabilities x motivation)                                    (1) 
 

According to such principle, none of the tasks may be successfully completed if the 

person in charge of that task is not capable to do it.  

The workforce in the health sector has specific features that cannot be ignored and 

motivation can play an integral role in many of the compelling challenges facing healthcare 

today. In this area, the task of motivation is exacerbated by the nature of the economic 

relationship between those using the system and the system itself (physicians, patients and 

hospitals) and the heterogeneity of the workforce to be managed.  

Health organizations are faced with external pressures that cannot be effectively met 

without appropriate adjustments to the workforce and the development of the workforce thus 

appears to be a crucial part of the health policy development process (Lambrou, 

Kontodimopoulos & Niakas, 2010, p. 26). 

As a result of globalization and the rise of the service sector due to continuous 

technological development and economic growth in the health sector have increased the 

importance of the quality of the services sector. Employees are the basic subject of efficiency 

of a hospital. The importance given to the employees ushers in a quality health service. For 

this reason, hospital managers have a great role in providing this. Hospital managers, need to 

know the needs and aspirations of employees. If individuals’ needs are met, they satisfy in 

their works. In addition, the working environment and job satisfaction have become 

increasingly important in hospitals (Taş, Zetter & Çaylak, 2013, p. 64).  

Motivation is the accumulation of energy and behavioral targeting to achieve 

a particular purpose, depending on the value or the expected rewards and punishments 

(Hassanzadeh & Mahdinejad, 2013, p. 23). The engagement is a positive condition associated 

http://www.ncbi.nlm.nih.gov/pubmed/?term=Kontodimopoulos%20N%5Bauth%5D
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with the identification of the objectives of the organization, benefiting the pleasure of working 

with high energy levels and giving of themselves what is best.  

Employee engagement is more than motivation: it is not directed at a specific, single 

target, and is a state of relatively permanent (as opposed to motivation). Moreover, the 

engagement does not decrease after the completion of the – on the contrary, grows achieving 

further success, while employee motivated, but not engaged lose energy and enthusiasm at the 

end of a task or achieving the goal. Employee engagement is a condition that ensures that its 

actions will be more related to the objectives of the organization will be more intense and the 

employee will persistently attempted to achieve the objectives – for the success of the 

employer of the person involved is his own success.
 
Engaged employees remain motivated 

even in a difficult situation, or in the case of limited resources, or the lack of a substantive 

awards (www.barometrzaangazowania.com). 

Organizations with more engaged clinicians and staff achieve better outcomes and 

experiences for the patients they serve. Engaged staff are likely to exert more influence over 

the use of standard processes, teamwork and the degree to which there is a culture of 

improvement, all of which are factors influencing patient outcomes (Report from The King’s 

Fund Leadership Review 2012, p. 48). 

 

3. Gender stereotypes in motivation aspect 
Gender stereotypes as well as other kinds of social stereotypes, like ethnical, cultural, 

political, professional, etc., reflect the features of perception and relationship of one group of 

people (in case of employees: men and women) towards themselves and others. The gender 

stereotypes or system of social behavioral norms are very significant institutional mechanism 

which orient men and women on different life strategies and prescribe them binary 

oppositional roles in the family and public spheres (Arnania-Kepuladze, 2010, p. 85). 

According to some investigations, gender-based stereotypes are stronger than racial-

based ones and they produce pressure to be beared by certain social groups, men and women, 

who are obliged to submit them (Deaux, Emsweller, 1974, p. 81).  

Giving up the idea of gender stereotypes implies the recognition of biological 

determinism, the support of psychoanalytical ideas based on the belief that all woman’s and 

man’s traits prove to be innated. According to this perception, a ‘typical’ man and a ‘typical’ 

woman have different psychology, possibilities, values, interests, social predestinations, roles, 

needs and, therefore, are motivated differently. Thus, the most distinctive attributes supposed 

for a ‘typical’ man are strength, confidence, activity, aggression, autonomy, resoluteness. 

According to gender-based stereotypes, man should possess some manhood 

distinguishing features. He is logical, initiative, his thoughts tend to generalization and 

abstractness; he is rational, imperious and commanding, focused on goal achievement and 

competence. A “typical” woman is characterized by compliance, care, perceiving, devotion, 

patience. Woman should be womanhood, i.e. passive, responsive, kindhearted, obedient, 

dutiful, with submission and obedience acknowledged as her destination. Men are 

independence-oriented, longing for power and authority, self-assertion, popularity, success. 

Therefore, the primary sphere of men’s occupation is public activity. As for women, 

interpersonal relations, environment, life style and family seem to be of more importance for 

them. So, gender stereotypes prescribe a woman to activities in her private sphere mainly, i.e. 

only secondary roles are being left for her (Arnania-Kepuladze, 2010, p. 85). 

The role of gender in shaping achievement motivation has a long history in 

psychological and educational research. Early theories of achievement motivation focused on 

differences in men’s and women’s motives for success. Horner (1975) concluded that most 

women have a motive to avoid success, that is, a disposition to become anxious about 

achieving success because they expect negative consequences such as social rejection and/or 
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feelings of being unfeminine (Horner, 1995). Building on the work of McClelland, Atkinson 

(1957, 1964) introduced an expectancy value model of achievement motivation (McClelland, 

1975, p. 30). In this model, achievement motivation was a function of motives for success, 

expectations for success, the incentive value of success, and the motive to avoid failure. This 

model went beyond personality dispositions to include cognitive assessments represented by 

the person’s subjective expectation for success at a particular task and for the anticipated 

outcomes or consequences of an outcome. Whereas achievement expectancies were defined 

as subjective probabilities of success, the incentive value of the task was defined in terms of 

its perceived difficulty level. According to Atkinson’s theory, tasks that were more difficult 

and challenging would have more incentive value for the individual. Expectancies and values 

were inversely related so that highly valued tasks were those for which individuals had low 

expectations for success. Atkinson’s research also indicated that men and women differ in 

their concerns about failure. For example, based on scores obtained from the Test Anxiety 

Questionnaire, female respondents, when compared with their male counterparts, scored 

higher on measures of test anxiety. Finally, considerable research in the 1960s also 

documented that girls and women tend to have lower expectations for success than their male 

counterparts. Thus, according to the Atkinson expectancy-value theory, gender differences in 

motivation were related to motives to approach/avoid success, concerns about failure, and 

expectations for success (Arnania-Kepuladze, 2010, p. 85). 

Specifically, men attributed their successes to internal stable causes (ability), whereas 

women attributed their failures, but not their successes, to these causes (Arnania-Kepuladze, 

2010, p. 85). 

 

Gender stereotypes on work place 

Gender stereotypes adherents consider that on work place men and women are also 

taking various preferences, goals and are motivated in a different way. The satisfaction of 

stereotypical masculine needs such as economic success, autonomy and achievement is more 

typical for men (Figure 1). As it can be seen from Figure 1 for men earnings, freedom, 

advancement, challenge, possibility to use skills etc. are more significant performance 

motivators. 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 
Figure 1: Stereotypical men motivators (own study based on: Arnania-Kepuladze, 2010) 

 

According to gender stereotypical model, women should fulfill family needs and care of 

the quality of their family life (Figure 2). So, as it can be seen from Figure 2, for women 

Stereotypical men 

motivators 

Earnings 

Freedom 

Challenge 

Advancement 

Possibility to use skills 



Human Resources Management & Ergonomics                           Volume VIII  2/2014 

 

106 

interpersonal relationship, security, fringe benefits, environment etc. should be more 

important.  

Men’s economic behavior motivation can be characterized as tend especially oriented to 

following elements: earning, autonomy of work, promotion, recognition, success, and 

training. Alternatively, women’s motivation could be characterized as: aiming to co-

operation, working conditions, a good living area, fringe benefits, etc. concerns. 

 
 

 

 

 

 

 

 

 

 

 

 

 
Figure 2: Stereotypical women motivators (own study based on: Arnania-Kepuladze, 2010) 

  

Hofstede (2001) came to the conclusion that while men’s concerns are mostly earnings, 

promotion and responsibility, women value friendly atmosphere and usually concern prestige, 

challenge, task significance, job security, co-operation and their work environmental 

conditions. Bigoness (1988) found out that men usually emphasize salary while women’s 

emphasis is on professional growth (p. 139). Major & Konar (1984) demonstrating the 

differences, stressed that women usually pay less attention to salary than men do (p. 777). 

Gooderman et al. have also discovered that men prove to be much more financially motivated 

than women do (2004, p. 277). Some of the researchers arrived at a conclusion that in modern 

society women tend to be more career oriented than men do, so female rather than men more 

likely believe science to be relevant to their career (Arnania-Kepuladze, 2010, p. 87). 

 

4. Research object and methodology 
A group of 60 public hospitals possessing various level of the reference, providing 

various types of medical services and located in the different area of Poland were embraced 

by the examinations. Servqual method was used in examinations. The method was elaborated 

by Parasurman, Zeithaml & Berry in 1983–1985. This is one of most popular methods, 

utilized by numerous organizations (academic institutions, the health care, banks, hotels, as 

well as offices legal). Examinations referring to the quality estimation of the stationary 

medical treatment were resisting on following models (Major & Konar, 1984, p. 777; Rosak 

& Czerniec, 2005, p. 79; Borkowski, 2004, p. 175): 
 

                                                                S = P – O          (2) 
 

where:  S = Servqual result; 
P = perceiving the service by clients, 

O = expectation clients with respect to the service.  
 

According to examinations conducted on by 2400 client/patients and 2400 workers of 

hospitals by means of the Servqual method the group of twenty determinants shaping the 
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quality of medical services at Polish hospitals was separated (Rosak-Szyrocka, Borkowski, & 

Rosi, 2013, p. 75; Rosak-Szyrocka, Blaskova & Blasko, 2013, p. 106). They are following: 

Y1 – Modernization of the equipment. 

Y2 – Attractiveness of the halls to sick people. 

Y3 – Cleanness and personnel’s neatness. 

Y4 – Keeping promises put together. 

Y5 – Availability. 

Y6 – Reliability. 

Y7 – Duration. 

Y8 – Looking after of the patient’s opinions. 

Y9 – Safety. 

Y10 – Ability of help for patients. 

Y11 – Engagement of personnel. 

Y12 – Recognizing of needs for patients. 

Y13 – Protection. 

Y14 – Honesty. 

Y15 – Personnel’s responsibility. 

Y16 – Communication. 

Y17 – Understanding peculiar needs for patients. 

Y18 – Individual approach to the patient. 

Y19 – Recognizing constants and loyal patients. 

Y20 – Politeness.  

From the list of presented determinants it was chosen one of them Y11 – Engagement of 

personnel. This factor was chosen as a factor determining the employees’ motivation for 

work. Chosen factor was evaluated both through patient and through personnel themselves. 

 

Results 

Results of examinations were presented in Figure 3 and Figure 4. In Figure 3 it was 

showed perceiving engagement of personnel (Y11) by patient estimation. As it can be seen 

from Figure 3 engagement of personnel was evaluated very high in 8 research object which 

possesses number: 10, 17, 20, 27, 32, 38, 49 and 57. It is worth to pay attention that no 

hospital has obtained the highest value equal parts 7. Said object reached level higher than 6.5 

point. From the presented Figure 3 it can be also seen that there is one research object in 

which engagement of personnel reached very low level (P = 1). This situation is able to seen 

in hospital with number 60. It means that medical personnel are not adequately involved in 

the duties performed in patients’ opinion.  

In the Figure 4 it was showed perceiving engagement of personnel (Y11) by personnel 

estimation. In the presented Figure it is worth to pay attention that among 60 hospitals in 2 of 

them perceiving analysis factor was evaluated in the highest possible level that is 7. This 

situation concerns 33 and 55 research object. In the Figure 4 see a situation very similar to the 

data presented in Figure 3, namely, there is one research object where analysis facto – 

engagement of personnel reached very low level (P = 1). It means that medical personnel are 

not adequately involved in the duties performed in personnel’s opinion. The difference, 

however, concerns a research facility which is the object 54. 

The next stage of the researches was to review the factor which is the modernity of 

equipment (Y1). Examined determinant is seen in the individual objects by patients (Figure 5) 

and medical staff (Figure 6).  

It can be seen from Figure 5 that analyze factor was evaluated highest in 3 tested 

hospitals with numbers: 55, 58 and 59. The lowest evaluation is able to seen in case of 36 

research object.  
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Figure 3: Perceiving engagement of personnel (Y11) – Patient estimation. Servqual method result 

(own study) 

 

 

 
 
Figure 4: Perceiving engagement of personnel (Y11) – personnel estimation. Servqual method result 

(own study) 

 

 
 

Figure 5: Perceiving modernity of equipment (Y1) – patient estimation. Servqual method result 

(own study) 

0

1

2

3

4

5

6

7

1 3 5 7 9 11 13 15 17 19 21 23 25 27 29 31 33 35 37 39 41 43 45 47 49 51 53 55 57 59

S
ca

le
 e

v
al

u
at

io
n

 

Number of research object 

0

1

2

3

4

5

6

7

1 3 5 7 9 11 13 15 17 19 21 23 25 27 29 31 33 35 37 39 41 43 45 47 49 51 53 55 57 59

E
st

im
at

io
n

 s
ca

le
 

Number of research object 

0

1

2

3

4

5

6

7

1 3 5 7 9 11 13 15 17 19 21 23 25 27 29 31 33 35 37 39 41 43 45 47 49 51 53 55 57 59

S
ca

le
 e

v
al

u
at

io
n

 

Number of research object 



Human Resources Management & Ergonomics                           Volume VIII  2/2014 

 

109 

 

 
 

Figure 6: Perceiving modernity of equipment (Y1) – personnel estimation. Servqual method result 

(own study) 

 

Very interesting analysis is able to seen in case of Figure 6. Here personnel evaluate 

modernity of equipment highest in case of 2 hospitals with numbers: 55 and 57. However the 

lowest evaluation is able to seen in case of one test hospital with number 54.  

Taking into consideration results from the perception of factor engagement of personnel 

(Y11) and modernity of equipment (Y1) in the opinion of the medical staff can be concluded 

that the low engagement of medical personnel (in the case of 54 test object) is the result of, 

inter alia, the lack of modern equipment which means that medical staff cannot fully realize 

themselves professionally (Rosak-Szyrocka, 2013, p. 118; Borkowski & Rosak-Szyrocka, 

2013, p. 140). 

 

5. Conclusion 
For an organizational output its employees’ satisfaction as well as motivation to do 

work is the main key factors. It is well known that motivated employees improve the 

productivity of any organization which ultimately helps the organization in reaching its goal.  

It is quite evident that two opposite views exist regarding the discrepancy between 

gender motivation and gender stereotypes. The first results from the idea that men and women 

are motivated and act in non-concordance with their gender stereotypes. The discrepancy can 

be ranged from little similarity between male and female’s motivation up to the idea of 

motivation’s absolute similarity. The second states that men and women’s economic behavior 

is often based on motivations which stereotypically are ascribed to the opposite sex. 

Gender-role stereotypes are often used to explain why female and male are motivated 

differently and why they behave in this or that certain way. Understanding of gender features 

of motivation becomes very important. Gender stereotypes play a significant role in the 

processes of gender motivation evaluation. 

Today women occupy a significant place in employment sphere and their participation 

in economic life is permanently increasing. Undervaluing and misunderstanding of women’s 

job motivation lead to underutilization of women’s skills and experience and to loss of the 

named resource for both the organization and the society as a whole. The investigations in the 

fields of psychology, sociology, etc. found that gender differences do not exceed 10% and are 

situation-dependent (Basow, 1986, p. 447; Hyde, 1991, p. 468; Spence, 1993, p. 624). For 

healthcare providers and their employees, ongoing uncertainty can lower employee 

engagement, which in turn can have a negative effect on organizational success and patient 

care. The issue of employee motivation also depends on whether the organization 

is focused on the culture and management-oriented people who have a direct impact on 
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performance (Stańczyk, 2012, p. 44). Each employee can be a source of great ideas. Whether 

they will see the light of day, it depends essentially on the model of governance that prevails 

in the organization (Anders, 2008, p. 43).  

It was stated that increase and monitor the engagement of employees is a challenge for 

managers and HR departments. Committed employees undoubtedly create a competitive 

advantage not only through relationships with customers, but also for the same work, which is 

crucial for the development of the organization and achieve superior results. Intensifying the 

engagement of employees should be one of the most important trends in human resource 

management. Interactions between healthcare employees and patients can often determine the 

patient satisfaction measures that influence this reimbursement. Healthcare organizations 

must find ways to improve the quality of patient care through employee and patient 

interactions, and employee engagement may be the single best way to make these 

improvements. 

The process of building employee engagement is a key element of a personnel policy. 

Knowledgeable, and most importantly, effective employee, not only has specialist knowledge 

and skills but also a high level of motivation. 
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