
 

January - February 2020 

ISSN: 0193 - 4120 Page No. 5378 - 5388 

 

 

5378 Published by: The Mattingley Publishing Co., Inc. 

Job Rotation Strategy: Does It Serves as Pathfinder 

for Achieving Sustainability of Transport Companies 

in Nigeria? 
 

Kenechukwu T
1
. Nwatoka, Vincent A

2
, Onodugo, Ann Ogbo

3
, Olayinka A. Abiodun

4
 

Federal Polytechnic Oko, Anambra State 

University of Nigeria, Enugu Campus 

University of Nigeria, Enugu Campus  

University of Nigeria, Enugu Campus 
 

 

Article Info 

Volume 82 

Page Number: 5378 - 5388 

Publication Issue: 

January-February 2020 

 

 

 

 

 

 

 

 

 

 

 

Article History 

Article Received: 18 May 2019 

Revised: 14 July 2019 

Accepted: 22 December 2019 

Publication: 27 January 2020 

Abstract: 

Job rotation is an integral part of training specially organized by an organization 

involving both managers and non-managers for the betterment of the organization. 

The study sought to ascertain how Job rotation could influence organizational 

sustainability through customer satisfaction in selected motor transport companies 

in South-East Nigeria. The investigation embraced the study configuration to 

accumulate information from 400 and ninety-four respondents who were originators 

and senior administration staff of chosen transport organizations in South-East, 

Nigeria. The information gathered through the shut finished surveys were tried with 

direct relapse at 0.05 importance level. The outcome uncovered that there was sure 

connection between Employment pivot and consumer loyalty (ß = 5.851, p = 0.001 

< 0.05). Taking everything into account, workers' commitment in work turn 

expands consumer loyalty since it spikes representatives to put additional exertion 

which influences the quality and productivity of creation just as client assistance. 

The study recommends that the chief executives should as a matter of urgency 

leverage on job rotation strategy to ensure a high survival rate of motor transport 

firms in Nigeria. Due to the centrality of leadership in the motor transport firms, 

adequate management development should be institutionalized and training of 

lower cadre managers to reduce employee’s turnover. 

Keywords: succession planning, job rotation, sustainability, customer satisfaction 

 

I.  INTRODUCTION 

Progression arranging is a procedure through 

which new pioneers are recognized and created to 

supplant old pioneers when they resign, leave, or 

kick the bucket (Zelenyuk and Zheka, 2016). 

Yiftachel (2016) additionally characterize 

progression arranging as the way toward recognizing 

the basic situations inside an association and creating 

activity plans for people to accept those positions. 

Taking all encompassing perspective on present and 

future objectives, progression arranging guarantees 

that the association has opportune individuals in the 

correct employments and in the years to come 

(Yiftachel, 2016). Wilson (2015) depicts progression 

arranging as, any exertion exceptionally intended to 

guarantee maintainability through quick and 

greatness execution of an association, office, 

division, area, or work bunch by making 

arrangements for the headway, advancement, 

substitution of key individuals after some time. 

Progression arranging builds the pool of eccentric 

experienced and proficient workforce explicitly 

created to accept these critical situations as they 

become accessible. As indicated by Rothwell and 

Kazanas (2003), Precise progression arranging 

happens when an association receives explicit 

techniques for distinguishing proof, improvement 

and long-haul maintenance of experienced and 

exceptionally gifted people. Sambrook (2005) 

characterizes progression arranging as "the endeavor 
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to get ready for the correct amount and nature of 

administrators and experienced representatives to fill 

the vacuum that retirement, disease, changeless 

debilitation, demise, or advancement, and any new 

positions may in the end make in future association 

plans"(Rothwell, 2010). Hadelman (2005) express 

that "Progression Plans resemble fingerprints - no 

two are indistinguishable, and they leave an impact 

on all that they contact.  

Occupation turn It is a demonstration of 

reshufflement that deliberately happens whereby 

workers are moved from one, anticipate, area, 

division, employment, undertaking, or activity to 

another subsequent to investing a sensible measure 

of energy in a specific venture, segment, office, 

work, errand, task or activity with a perspective on 

creating and empowering the representatives 

procuring more abilities, specialized skill, 

information and gifts (Oparanma and Nwaeke, 

2015). Occupation revolution is an administration 

technique of level removal of representatives in 

various stations, branches or activity which 

empowers every workstation gains various aptitudes, 

the board capacities just as duties (Ahmad & 

Ahmad, 2019; Dari et al., 2012). As per Saravani 

and Abbasi (2013) work pivot is an intentional 

demonstration of substitution of representatives in 

occupations and in various timespans with the target 

of creating workforce by increasing various 

aptitudes and employment independence, 

development and innovativeness, inspiration and 

expanded efficiency. Sullivan (2008) work turn is a 

precise revamp of representatives starting with one 

activity then onto the next activity or starting with 

one task then onto the next inside an association, as a 

system to accomplish various targets of HR. 

Occupation pivot is an eagerness technique for 

representatives to secure working involvement with 

various, segment, positions and employments in an 

association. 

 

 

II.  LITERATURE REVIEW 

Concept of Sustainability  

Supportability vision of association essentially 

shows utilization of foreknowledge to perceive how 

the corporate world and the business where your 

association works inside the bigger social and 

regular world (Menaldo, 2017). McCall (2016) states 

that it is enormous picture thinking which evokes a 

few facetious inquiries: how do your items or 

administrations advanced or lessened the world? 

What are your significant effects on society, and 

how does your general business technique mirror 

those effects? How would you consolidate the 

partners in your significant business basic 

leadership, and what are the effect of expenses and 

advantages of your exercises on them? How would 

you contemplate the necessities of society and of 

people in the future? Pioneers of reasonable 

organizations will have the option to address 

addresses like these.  

Luigi (2017) opines that numerous organizations 

think that its helpful to verbalize a supportability 

vision or mission, frequently abridged in a sentence 

or two. A short, well-made proclamation that makes 

clearness and furnishes workers and different 

partners with a lot of comprehensively expressed 

standards, against which your endeavors can be 

estimated which can be utilized to grow 

progressively explicit rules, including your 

technique and objectives (Luigi, 2017). Be that as it 

may, a maintainability vision, states Luhn (2016), is 

more than appealing words. It expects you to 

perceive how to join The Triple Primary concern and 

its accentuation on natural, social, and financial 

thriving into each choice made all through the 

association, to consider how it grabs hold at the 

working level. Having a dream says Low (2017), 

demonstrates always looking for answers to different 

inquiries like: What assets does your business take 

from nature? How are those assets recharged? What 

are the greatest financial and social issues you face? 

How would you collaborate with the network? Other 

than their other significant jobs (as supervisors, 

strategists, clinician, agents, advertisers, conduct 
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researcher, item fashioners, etc), 21st century 

officials are required to ponder the social, political, 

monetary, natural, and social change that business is 

experiencing and to choose how best they and their 

organizations will take an interest. La Porta, Lopez-

De-Silanes and Shleifer (2017) declare in the event 

that they don't, they would be misjudged or be 

walloped by probably the most dominant patterns 

and changes influencing their industry, their 

association just as their activity. Subsequently, they 

may lose control of their organization or end up left 

behind in new commercial centers, where the terms 

of rivalry are very unique in relation to before. It is 

basic, in this way, in the vehicle business that 

owners create techniques that would drive their 

organizations forward. 

 

Concept of Succession Planning  

Progression arranging is a cognizant technique 

through which new pioneers are recognized and 

created to supplant old pioneers when they resign, 

leave, or bite the dust (Zelenyuk and Zheka, 2016). 

Yiftachel (2016) likewise characterize progression 

arranging as the way toward distinguishing the basic 

situations inside an association and creating activity 

plans for people to expect those positions 

continuously. It is about key human asset the 

executives of filling the association's ability pipeline 

just as building unsurpassable inward seat quality. It 

is tied in with utilizing the ability as of now 

controlled by the association and creating it to 

maximum capacity. The emphasis is on workforce 

improvement with the goal that the engine transport 

association has a pool of qualified and able 

workforces who are completely arranged to vie for 

basic positions as well as workplaces as they become 

empty (Cotter, 2014).  

Fulmer and Conger (2005) opine that the 

accompanying devices are indispensable for the 

progression the executives plan of the association. 

(an) Inward authority and official training: Elite 

associations have faith in the consistent 

advancement of their administrators working at 

various hierarchical levels. They additionally urge 

their workers to join organization supported inner 

administration advancement courses. (b) Activity 

learning and extraordinary employment assignments: 

The vast majority of the organizations following the 

best administration rehearses accept that most of 

learning happens at work. The Dow Compound 

Organization employs its potential heads by giving 

them uncommon assignments on team premise. The 

picked task is required to show a test to the members 

and improve their systematic capacity, the board 

ability, business understanding just as relational 

connections. (c) Instructing and Tutoring: These 

days, organizations are utilizing instructing and 

coaching to prepare the inward ability under the 

direction of senior pioneers both on formal just as on 

casual premise. (d) Outer College Courses: Dish 

Canadian is offering inward College MBA program 

to its workers, while the Dow Concoction's 

spotlights on outside, College supported instructive 

and the executive’s improvement program. The 

reason for the course is to open the representatives to 

the administration idea and different kinds of 

learning procedures through study hall and online 

sessions. (e) Online Courses: The time is changing 

quicker than at any other time and study hall-based 

instructing is getting supplanted by electronic 

courses. Some superior associations are making a 

scope of the board advancement and character 

improvement courses accessible to their 

representatives on the web (Ahmad & Ahmad, 2019; 

Sambrook, 2005). (f) Vocation Arranging and 

Individual Profiling: Elite associations consistently 

attempt to coordinate the representative's 

inclinations and desires with their profession 

advancement. Dell PC received a profession 

improvement model that helps its representatives in 

arranging their vocations through four phases. The 

primary stage, implied for new participants, is 

planned to disclose how to move toward Dells direct 

selling plan of action. The second and third stages 

center around figuring out how to contribute 

autonomously and cooperatively through initiative. 

The fourth and closing stage is tied in with 

increasing hierarchical authority.  
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(g) Execution The board and 360-degree criticism: 

These two are the fundamental apparatuses utilized 

by the superior associations to accept their workers 

into advancement plans and the both are connected 

all through the progression the board procedure. The 

360-degree criticism, otherwise called 'multi-rater 

input', is the criticism about a specific representative, 

which originates from different partners, viz., 

subordinates, bosses just as self-evaluation; and now 

and again, the criticism likewise originates from 

outside sources, for example, clients and providers. 

The Bank of America utilizes the consequences of 

360-degree criticism to comprehend the riddle like 

who will be the following head and how to create 

him/her?  

There are key advances that Human Asset 

Administrators in any association could take to 

effectively consolidate and oversee progression 

arranging and improvement. Research by Robinson 

(2016), shows that the previous high-potential 

representatives are distinguished, the better the 

results for the worker and the association. Prior 

prescience recognizable proof of high-potential 

workers empowers high-performing association to 

wisely assign assets to the individuals who show the 

best potential for key situations later on. (Robinson, 

2016) joining of progression plan with an 

advancement plan, Robertson, Diyab and Al-Kahtani 

(2013) opine that human asset work force needs to 

recognize two holes: the potential lacuna both in the 

authoritative structure and representative's range of 

abilities. The best strategy to decide both these holes 

is to make an uncommon profile for every one of the 

basic situations in the organization, at that point 

utilize this profile, which incorporates range of 

abilities, character, conduct, mentality and 

experience, to distinguish high-potential workforce 

and the territories where preparing is fundamental to 

sufficiently set them up to fill the position that they 

have been recognized for in the progression plan 

(Robertson et al., 2013). When the association and 

representative abilities holes are resolved, human 

asset supervisors can successfully make out 

individualized preparing and advancement projects 

to appropriately prepare workers to assume control 

over the initiative positions at whatever point the 

need emerges.  

Raue and Wieland (2015) opine that it ought to 

likewise incorporate functional true understanding 

over an expansiveness of various divisions. This 

considers progressively productive choices when the 

high-performing worker expect basic administration 

position, just as precious genuine experience to 

sharpen their recently obtained abilities. Progression 

plans and advancement programs are dynamic in 

nature (Pløger, 2015). As individuals travel every 

which way, just as learning and advancement, the 

two needs to adjust to consider these changes. 

What's more, as the preparation and advancement 

program advances, certain abilities may be revealed 

in a worker that improves him appropriate for an 

alternate position. In some cases workers may not 

perform up to the potential spotted by their 

administrators and all things considered changes 

would need to be made in like manner; this implies 

human asset chiefs must watch out for the two 

intends to accomplish best outcomes through 

standard re-assessments (Pløger, 2015). 

 

Job Rotation and Sustainability: The Nexus 

Job rotation Employment turn is an essential piece of 

preparing extraordinarily sorted out by an 

association including the two chiefs and non-

administrators for the improvement of the 

association. It is a demonstration of reshufflement 

that deliberately happens whereby representatives 

are moved from one, anticipate, segment, office, 

occupation, errand, or activity to another in the wake 

of investing a sensible measure of energy in a 

specific venture, segment, office, work, undertaking, 

task or activity with a perspective on creating and 

empowering the workers obtaining more abilities, 

specialized expertise, information and gifts 

(Oparanma and Nwaeke, 2015). Occupation turn is 

an even relocation of representatives in various 

stations with the goal that every workstation gets 

various aptitudes, abilities and duties (Dari et al., 

2012). As per Saravani and Abbasi (2013) work 
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revolution is an efficient substitution of 

representatives starting with one occupation then 

onto the next at various point in time which 

empowers workers to procure abilities, work self-

rule, inspiration, and expanded profitability.  

Sullivan (2008) work pivot is an instrument utilized 

by the association to move worker starting with one 

employment then onto the next activity or from 

undertaking to another venture inside an association, 

as one of the approaches to accomplish various goals 

of HR. Occupation revolution is a fascinating 

instrument for representatives to work in various 

positions and employments as could be expected 

under the circumstances. What's more, because of 

this removal, representatives can learn and work in 

different callings and obtain abilities and 

information proper to their activity (Frings-Dresen, 

2004). Occupation plan methodologies are a piece of 

occupation pivot apparatuses used to upgrade 

representative’s inspiration and productivity at work 

or monotonous errands (Ayough et al., 2009). 

Occupation turn is a significant procedure in human 

asset capital advancement approaches, which 

possibly assumes an essential job in improving 

occupation fulfillment and upgrades workers' 

abilities (Wageeh, 2014).In different universes, work 

pivot is impacted by coordination and is intended to 

widen ones getting, information, viewpoints, 

aptitude, and relational relationship.  

In characterizing work revolution, Cultivator (2012) 

says, it is a capital advancement gadget that makes it 

important to move the learner from one division, 

segment, station or unit to another. Cultivator (2012) 

further expresses that activity revolution is 

considered as perhaps the best technique to 

accomplish association target of supportability. It is 

a tutoring and instructing gadget that if all around 

actualized will upgrade representatives' presentation, 

and toward the finish of the coaching and training 

programs, the workers would turn out all around 

refined and rich both in getting, abilities and 

information, particularly as it concerns the 

association's work procedure. On the side of the 

above view, Khan (2010) alluded to work turn as the 

best sort of preparing which is exceptionally 

intended to adapt and acclimate the workforce with 

the subtleties of the numerous places that might be 

accessible to the representatives. Erikson and Ortega 

(2006) layout two useful territories of occupation 

turn as: inside capacity pivot and cross-work 

revolution. Inside capacity revolution is the 

development of workers between places that have 

comparative degrees of obligation and in the 

equivalent utilitarian or operational region. Inside 

capacity revolution is frequently used to expand 

levels of inspiration and guarantee ideal staffing 

(Erikson and Ortega, 2006). Cross-utilitarian turn is 

the development of the workers between positions or 

workplaces in various pieces of the association, for 

example, creation, human asset, promoting and so 

forth and normally includes a grouping of improved 

degree and obligation. Cross-useful pivot is a 

significant gadget frequently utilized by association 

to improve and expand workers getting, information 

and abilities fitting for their occupations and focus 

on professional success and administration 

advancement (Erikson and Ortega, 2006). Malinski 

(2012) asserts that activity revolution empowers a 

specialist in an association to know and be outfitted 

with the fundamentals of the whole employment 

process in this way making him flexible and able to 

deal with any undertaking given to him with next to 

zero supervision.  

The aftereffect of the development of representatives 

starting with one occupation or position then onto 

the next has two emblematic consequences for the 

life of the representatives (Malinski, 2012): (a) the 

laborers would acclimate themselves with the 

different parts of the activity of the firm. For this 

situation, flexibility becomes an integral factor 

making a specialist to be side by side with the whole 

procedure of work and operation.(b) The 

representatives will unknowingly get assortment of 

abilities, information, capacities, which sufficiently 

prepared them to deal with any work in various 

segment, units and division of the association ought 

to in the event of any crisis. Representative moving 

round various segment, division or units would have 
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embraced different duties, gotten a more extensive 

degree and experienced a few difficulties. An 

ambitious laborer needs an occupation that will give 

the best degree to his capacities, gifts, and the best 

open door for development and prevalent 

exhibitions. Erikson and Ortega (2014) contend that 

activity revolution gives every workforce more 

employments to perform by extending the procedure. 

Expectedly by expanding the extent of occupation, 

the representative spirit and profitability will be 

expanded.  

There are four significant approaches to augment an 

occupation viz (Erikson and Ortega, 2014): (1) 

Testing the representative, the accentuation is on 

requesting that representatives work up to their 

possibilities. Clearly, this will turn out just when 

different parts of the employments are also changed. 

(2) Supplanting troublesome, dull, and exhausting 

assignment by machines and types of gear where 

conceivable to upgrade productivity. This will give 

the representative the more intrigue part of the 

activity of simply controlling and controlling. (3) 

Doling out more assignments or tasks to the activity. 

This is not so much dreariness but rather more 

assortment. (4) Utilizing work pivot to enable the 

worker to adapt new aptitude and to participate in an 

assortment of errands. Occupation pivot is 

considered as a strategy for planning occupations 

that representatives learn work aptitudes in various 

areas, and weariness brought about by dreary 

employment errands are tackled with an adjustment 

in obligations (Delpasand et al., 2010).Job turn is an 

incredible instrument to improve staff inspiration, 

duty and interest in the work, which is likewise 

significant in a successful and incorporated 

execution of association (Ali-Mohammadi and 

Ramezani, 2017). Changes in the association 

influence representatives' dispositions, practices and 

convictions, since it is the progress from a known 

state into obscure express; this specific circumstance 

can bring vulnerability, stress and nervousness on 

staff (Ali-Mohammadi and Ramezani, 2017). 

In this way, its degree, included scientists on how 

representatives inside the association can be faced 

with this issue, so they effectively acknowledge the 

understanding and are engaged with the procedure of 

progress programs (Shah, 2009). Most specialists 

accept that the accomplishment of associations relies 

upon fulfilled, roused and imaginative 

representatives attempting to accomplish the 

objectives of the association. For this situation, 

supervisors will have the option to bring the 

capacities of individuals from possibility to reality. 

One of the vital errands of authoritative 

administration is to use unique systems, to make 

appropriate condition to prosper the gifts and 

capacities of representatives (Ali-Mohammadi and 

Ramezani, 2017). As indicated by Dora (2012), 

work turn encourages laborers to comprehend the 

various advances that go into making an item as well 

as administration conveyance, how their very own 

exertion influences the quality and proficiency of 

generation and client assistance, and how every 

individual from the group adds to the procedure. 

Henceforth, work turn licenses people to pick up 

involvement with different periods of the business 

and, subsequently, widen their viewpoint, and enable 

qualified representatives to acquire experiences into 

the procedures of an organization, and to expand 

work fulfillment through occupation variety (Dora, 

2012). The quintessence of employment revolution 

in an association is to limit or expel totally the feared 

weight starting from reiteration and dull occupations 

coming about because of over specialization. 

Occupation turn includes even stacking of the 

activity. Essentially, it is expected to diminish a 

specialist's disappointment since there will be an 

expansion of assignment every laborer performs 

Malinski (2012).  

Today absence of progression arranging in many 

engine transport organizations in Nigeria represents 

a grave peril to corporate wellbeing, most 

particularly, as organizations' undertaking towards a 

recuperation. Not having a really functional 

progression plan of which work pivot is an 

indispensable part, presents destroying results to 

associations. Viable progression arranging (Simanis 

and Duke 2014), lessens destructive effect in both 
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time and assets to your association. Thus, the 

examination guessed that: 

 

HA: job rotation would positively affect the 

sustainability of transport companies in Nigeria 

Theoretical Framework: Leadership Model 

Succession Theory  

Governments and significant religions have utilized 

this model of initiative for a large number of years to 

hold control of nations and adherents over the globe. 

This hypothesis of initiative is likewise found in the 

business world with organizations advancing from a 

current authority structure to hold control of business 

methodologies and hierarchical course (Jonathan, 

2018). Changing the organization's CEO is an 

essential worry of progression initiative hypothesis. 

Getting ready for the possible flight of a Chief is a 

significant part of an organization's administration 

procedure and is important for the organization to 

keep up activities and actualize its general field-

tested strategy. The progression hypothesis of 

initiative urges an organization to prep the following 

CEO from inside the organization's own positions 

rather than looking outside the organization. The 

initiative progression model urges an organization to 

accomplish excess in its administration structure. 

This starts with the CEO or proprietor of the 

organization and moves descending through 

corporate officials to division heads, move directors 

and task pioneers. This takes into account a direct 

way for correspondence and guarantees that workers 

consistently have an individual from the group who 

can illuminate them regarding the board orders and 

new task activities. Representatives only from time 

to time work without direct supervision in this 

hypothesis of administration. 

III.  METHODOLOGY 

The investigation embraced a study strategy. The 

number of inhabitants in the investigation comprises 

of all vehicle organizations in South-Eest of Nigeria. 

The objective populace understudy was thusly 2,000 

700 and seventy-nine (2779) transport organizations 

in South-East of Nigeria. The objective respondents 

were the proprietors and senior administration staff 

of the chose firms. Methodical arbitrary inspecting 

procedure was utilized in the determination of 400 

and ninety-four (494) from the complete firms' 

populace. Information for the investigation was 

gathered from the essential source through polls that 

were self-controlled to the proprietors and senior 

administration staff of the chose firms. All the 400 

and ninety-four (494) surveys controlled were 

returned and utilized for the information 

investigation. Data gathered through the survey was 

broke down with recurrence appropriation and rate 

table. Test-retest strategy was utilized to decide the 

unwavering quality of the instrument while 

Spearman Rank Connection Coefficient was utilized 

to decide the Coefficient of the dependability of the 

instrument. The outcome (r) is 0.87 which 

demonstrate that the exploration instrument (survey) 

in this investigation is truly dependable. 

IV.  RESULTS AND DISCUSSION 

A sum of 400 and ninety-four (494) 500 

duplicates of survey were conveyed to planned 

respondents of the chose transport organizations 

in South-East of Nigeria and all were returned; 

and utilized for information examination. Table 1 

shows that 494 (100%) of the circulated 

duplicates of the poll were returned and utilized. 

 

Table 1: Bio data of Respondents 

Age Distribution Frequency Percentage 

Below 20 years 2 1 

21 - 30 years 93 19 

31 - 40 years 127 26 

41 – 50 years 214 42 

Above 51 years 58 12 

Total 494 100 

Gender 

Distribution 

Frequency Percentage 

Female 81 16 

Male 413 84 

Total 494 100 

Educational 

Qualification 

Frequency Percentage 

O’Level 130 26 
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OND/NCE 154 31 

B.Sc./HND 170 35 

Higher Degree 40 8 

Total 494 100 

Staff Category Frequency Percentage 

Senior 46 9 

Junior 448 91 

Total 494 100 

Work 

Experience 

Frequency Percentage 

Less than 5 years 50 10 

6 - 10 years 177 36 

11 - 15 years 172 35 

16 – 20 years 70 14 

Above 20 years 25 5 

Total 494 100 

Source: Field Survey (2019) 

 

Table 1 demonstrates that 2 (1%) of the respondents 

are underneath 20 years, 93 (19%) are between 21-

30 years, 127 (26%) are between 31 – 40 years, 214 

(42%) are between 41-50 years while 58 (12%) are 

over 50 years. This infers dominant part of the 

respondents are between 41-50 years. The table 

additionally shows that 81 (16%) of the respondents 

are female while 413 (84%) are male. Obviously, 

most of the respondents are male. Moreover, the 

information contained in the table uncovers that 130 

(26%) have O'Level capability, 154 (31%) of the 

respondents have OND/NCE, 170 (35%) have 

B.Sc./HND or its identical, while 40 (8%) of the 

respondents have higher degree capability. 

Therefore, most of the respondents have B.Sc./HND, 

firmly followed by OND/NCE. Staff classification 

information shows that 46 (9%) of the respondents 

are ranking staff while 448 (91%) are junior staff. It 

is reasoned that dominant part of the respondents are 

individuals from junior staff class. Finally, it very 

well may be seen from table 4.2 that 50 (10%) of the 

respondents have under 5 years work understanding, 

177 (36%) have 6-10 years’ work understanding, 

172 (35%) of the respondents have 11-15 years’ 

work understanding, 70 (14%) of the respondents 

have 16-20 years’ work understanding while 25 

(5%) have over 20 years work understanding. This 

infers greater part of the respondents have 6-10 

years’ work experience firmly followed by 

respondents with 11-15 years’ work experience who 

are able to give educated conclusion on the 

examination targets. The extent job-rotation 

affects customer satisfaction. 

 

S/N Questionnaire items SA A U D SD TOTAL 

1 

 

Job rotation improves my planning and 

organizing skills. 

290 

(59%) 

100 

(20%) 

70 

(14%) 

20 

(4%) 

14 

(3%) 

494 

2 Job-rotation improves my knowledge of general 

issues in the organization 

214 

(43%) 

190 

(38%) 

62 

(13%) 

18 

(4%) 

10 

(2%) 

494 

3 Job-rotation enhances knowledge of my 

organization’s policies, procedures and 

practices. 

220 

(45%) 

200 

(40%) 

50 

(10%) 

14 

(3%) 

10 

(2%) 

494 

4 

 

My cognitive skills get improved through job 

rotation 

206 

(42%) 

198 

(40%) 

59 

(12%) 

22 

(4%) 

9 

(2%) 

494 

5 Product/service delivery to customers are 

promptly attended to. 

230 

(47%) 

250 

(51%) 

10 

(2%) 

2 

(0%) 

2 

(0%) 

494 

6 Management pay great attention to customers’ 

needs 

240 

(48%) 

223 

(45%) 

18 

(4%) 

10 

(2%) 

3 

(0%) 

494 

7 We listen to customers and keep them informed 289 

(58%) 

177 

(36%) 

15 

(3%) 

9 

(2%) 

4 

(1%) 

494 
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8 We are aware of customer requirements and 

expectations 

 

251 

(51%) 

220 

(44%) 

18 

(4%) 

4 

(1%) 

1 

(0%) 

494 

 Grand Total/ Percentage 3498(88%) 302(8%) 152(4%) 3952 

Source: Field Survey (2019) 

 

Table 1 reveals that 3498 (88%) of the respondents 

are in agreement category. Thus, 152 (4%) of the 

respondents are in disagreement category while 302 

(8%) of the respondents are in undecided category. 

This shows that job rotation has a significant effect 

on customer satisfaction.  

H1: Job-rotation has a significant effect on customer 

satisfaction. 

 

Table 2 Pseudo R-Square 

Cox and Snell .693 

Nagelkerke .788 

McFadden .865 

Link function: Logit. 

 

R-square statistics are large (See Cox and Snell) in 

table 4.9a which is 69.3%. This indicates that job-

rotation explains a large proportion of the variation 

in customer satisfaction. 

 

Table 2b Parameter Estimates 

 Estimate Std. Error Wald df Sig. 95% Confidence Interval 

Lower 

Bound 

Upper 

Bound 

Threshold 
[CUSTSAT= 

454] 
4.006 0.228 2.244 1 .004 4.006 4.492 

Location 
[Job_rotation

= 739] 
5.851 0.096 4.121 1 .001 5.851 6.113 

Link function: Logit. 

CUSTSAT = Customer Satisfaction 

 

The result in table 2b reveals that job-rotation 

significantly affects customer satisfaction, with an 

increase in the probability of increased satisfaction at 

an odds ratio of 5.851 (95% CI, 5.851 to 6.113), 

Wald χ
2 

(1) = 4.121, p = 0.001 < 0.05. Thus, the 

alternate hypothesis which states that job rotation 

significantly affects customer satisfaction is accepted 

and the null hypothesis is rejected. 

V.  DISCUSSION OF RESULTS 

The Theory was tried with ordinal strategic relapse 

to find out the degree to which work turn influence 

consumer loyalty. The outcome built up that activity 

revolution fundamentally influenced consumer 

loyalty (ß = 5.851, p = 0.001 < 0.05). In this manner, 

the other theory which expresses that activity pivot 

fundamentally influences consumer loyalty was 

acknowledged and the invalid dismissed. This 

discovering is in accordance with Hiwa and Idris 

(2017) who secured that position pivot has critical 

impact on consumer loyalty and productivity of HR. 

The finding of this investigation is additionally in 

accordance with the accommodation of Eman (2017) 

who uncovered that activity revolution is a helpful 

instrument for the workers so as to build up their 

abilities, nature of administrations, and limits 

towards consumer loyalty. This implies work turn is 

a viable methods for senior administration to expand 

the presentation, it wipes out or decreases the 

physical and mental anxieties that representatives are 

open to while approaching their activities similarly 

situated a seemingly endless amount of time after 

year. It is a method for creating aptitudes at work, 
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making the most of their undertaking and growing 

new connections. The worker aggregates experience 

more rapidly than a representative who doesn't turn; 

worker gathers involvement with more regions. The 

representatives become exceptionally equipped in 

aptitudes that are not really acted in their ordinary 

obligations which are important in fulfilling clients 

Larbi (2018). 

VI.  CONCLUSION 

The examination reasoned that representative's 

commitment in work revolution builds consumer 

loyalty since it spikes workers to put additional 

exertion which influences the quality and 

effectiveness of creation and client care. Henceforth, 

work pivot grants people to pick up involvement 

with different periods of the business and, in this 

manner, expand their viewpoint, and enable 

qualified representatives to acquire bits of 

knowledge into the procedures of an organization, 

and increment client and employment fulfillment 

through occupation variety. It likewise causes 

laborers to comprehend the various advances that go 

into making an item or potentially administration 

conveyance that help to draw in more clients into the 

association. 
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