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Abstract 

This masters thesis attempts to examine the changed management and leadership process at 

the Reykjavík police department and its effects on women´s job satisfaction, their attitudes 

towards these changes in management and leadership, and whether the changes have 

strengthened their position in a male dominant environment. Key practical perspectives are 

discussed relating to servant leadership and lean management, as well as basic theoretical 

concepts. The methodological approach was qualitative, where interviews were conducted 

with seven women within the Reykjavík police department, as well as the commissioner of 

the department. Results showed that women are satisfied with new management and 

leadership and their job satisfaction is high. They especially value the characteristics of the 

new leadership, which are caring, open and motivating. The culture is the main challenge in 

the change process of the organization, since it is deep rooted and male dominant.  

 

  

 

 

  



Útdráttur 

Markmið þessarar ritgerðar er að fara yfir breyttar stjórnunaraðferðir innan lögreglunnar á 

höfuðborgarsvæðinu þar sem stuðst er við aðferðir straumlínustjórnunar og þjónandi forystu. 

Sjónum er beint að konum og viðhorfi þeirra til breyttra stjórnunaraðferða og hvaða áhrif þær 

hafa á störf þeirra, starfsánægju og starfsumhverfi.  Fjallað verður um uppruna og 

undirstöðuatriði þjónandi forystu, straumlínustjórnunar og starfsánægju, ásamt ýmsum 

kenningum tengdum fræðunum. Í rannsókninni voru tekin viðtöl við konur sem starfa innan 

lögreglunnar og lögreglustjórann á höfuðborgarsvæðinu. Niðurstöður rannsóknarinnar benda 

til þess að viðhorf kvenna í garð breytinganna sé jákvætt og starfsánægja þeirra  mikil. 

Viðmælendur eru ánægðir með hversu opnir, hvetjandi og umhyggjusamir nýju stjórnendurnir 

eru og almenn ánægja er með sterkari tengsl við æðstu yfirmenn og betra aðgengi að þeim. 

Helsta áskorunin í breytingarferlinu er hversu vinnustaðamenning lögreglunnar á 

höfuðborgarsvæðinu er rótgróin og karllæg. 
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1	Introduction 

The business and organizational environment has changed rapidly over the past few years, 

due to globalization, technological advances and political issues. The 2008 financial crisis 

also had an impact on global markets. Organizations are reacting to this new reality in order to 

compete, prosper and grow. 

Following these changes, leaders and managers are beginning to meet the needs of their 

employees to a greater extent, just as employees are becoming more demanding within this 

increasingly competitive environment.  

Over the past few years, there has been increasing awareness within businesses and 

organizations of the importance of human resource management, although it is debated which 

methods are most effective and likely to succeed.  

This research discusses the changed management and leadership process at the Reykjavík 

police department, where servant leadership is practiced along with a lean management 

approach. The culture of the organization is both behind the times and deep rooted. It is a 

male dominant environment where women have so far only constituted a small number of 

total employees. It is important to change organizational cultures where masculine values are 

promoted, in order to achieve gender equality. The change process has been difficult and has 

received considerable attention.  

This research attempts to examine the effects of the changes on women’s job satisfaction, 

the women’s attitudes towards these changes in management and leadership, and whether the 

changes have strengthened their position in this male dominant environment.  

 

1.1 Leadership 

Leadership has been defined in various ways, however a common understanding of the term 

has been identified: Leadership is a process, it involves influence, occurs within a group and 

involves goal attainment (Poksinska, Swartling & Drotz, 2013). The initial ideology of 

leadership was hierarchical and patriarchal, as well as coercive and related to wealth. In the 

19th and 20th century, the ideology of leadership was threefold: leaders were born leaders, 

good management made successful organizations, and avoiding failure was essential. In a 

hierarchical leadership, the power of the ones on top is visible, while employees, ranked lower 

in the organizations are supposed to obey to their leaders (Crippen, 2004). In servant 



leadership, however, the leaders are equal to the employees and their role is to serve others 

and be in good interpersonal relations with others. (Greenleaf, 2002). 

 

1.1.1 Servant leadership 

Today an increasing number of individuals and organizations practice servant leadership, in 

an attempt to enhance the personal growth of their employees, as well as to improve the 

quality of the organization.  

According to Greenleaf (2002), servant leadership is based on the idea that the leadership 

must first and foremost meet the needs of others. Broadly speaking, servant leaders motivate 

their followers, develop vision, as well as gain trust and credibility (Stone, Russell and 

Patterson, 2003). Servant leaders focus on the growth and well-being of their employees, they 

share power in decision making, and empower individuals to develop in their jobs and to 

perform at their highest level (Spears, 2004).  

As mentioned earlier, this is in contrast with traditional ideas about leadership, where the 

power is generally in the hands of a few people at the top of the pyramid.  

 

1.1.2 A brief history of servant leadership 

The term servant leadership was introduced by Robert K. Greenleaf in 1970, in his first essay, 

The Servant Leader, where he wrote:  

 

The Servant-Leader is servant first. It begins with the natural feeling that one 

wants to serve. Then conscious choice brings one to aspire to lead. The difference 

manifests itself in the care taken by the servant: - first, to make sure that other 

people’s highest priority needs are being served. The best test is: do those served 

grow as persons; do they, while being served, become healthier, wiser, freer, more 

autonomous, more likely themselves to become servants? And what is the effect 

on the least privileged in society; will they benefit, or at least, not be further 

deprived? (Greanleaf, 2002, p. 27)  

 

Greenleaf became interested in the concept after reading the book Journey to the East by 

Hermann Hasse. It tells the story of a group journeying on a spiritual quest (Spears, 2004). 



Accompanying the group is a man called Leo who is the central figure of the story. Leo is a 

servant, he cares for the group, provides for their comfort and sustains them with his spirits. 

When Leo disappears the group falls into disarray, it can not make it without its servant 

(Crippen, 2004). Greenleaf interpreted the story to mean that a great leader is a servant first, 

he cares for others, and his main motivation is the desire to help other people (Greenleaf, 

1977). 

Since his essay, The Servant as Leader, was published in 1970, Greenleaf’s essays and 

books have sold in millions of copies around the world. Greenleaf spent most of his career in 

management research, development and education. However, he spent the last 25 years of his 

career as an influential consultant to many major organizations and institutions (Spears, 

2004). Greenleaf’s writings on servant leadership has had a great impact on leaders, 

researchers and others who are interested in the concept.  

One of many influenced by Greenleaf’s writing was Larry Spears. Spears served as 

president of the K. Greenleaf Center for Servant Leadership as well as undertaking the editing 

and coediting of numerous of books and essays on servant leadership. After many years of 

carefully considering Greenleaf’s writings, Spears highlighted sets of characteristics, central 

to the development of servant leadership (Spears, 2004). The ten characteristics will be 

discussed in the next section.  

 

1.1.3 Characteristics of servant leadership 

As mentioned before Spears (2004) identified ten characteristics of servant leadership. He 

viewed these characteristics as critical and important to the development of servant 

leadership. His work involves deepening the understanding of these ten characteristics. The 

ten characteristics are:  

 

Listening 

Communication and decision making skills are important skills for servant leaders to have, as 

well as a deep commitment to listening to others. Servant leaders also have to listen to their 

inner thoughts and feelings and understand them. Listening and reflecting is important to the 

growth of a leader.  

 



 

 

Empathy  

The servant leader must empathize and try to understand others. Individuals have to feel 

accepted, even though leaders, or coworkers, do not necessarily accept certain aspects of 

behavior or performance from each individual. Individuals need to be recognized for their 

special talents.  

 

Healing 

An important strength of servant leadership is the potential to heal oneself as well as others. 

Many people have suffered emotionally and, as human beings, servant leaders have the 

opportunity to help those they come in contact with. “Servant-leaders recognize that they have 

an opportunity to help make whole those with whom they come in contact” (Spears, 2004, p. 

3). 

 

Awareness 

General and self awareness are important characteristics of servant leaders because they help 

them to understand issues that involve ethics and values. They help leaders to look at 

situations from a more holistic and integrated view.  

 

Persuasion 

Servant leaders are effective at building consensus within groups, as well as convincing 

others, rather than coercing compliance. This particular characteristic offers a clear distinction 

between servant leadership and traditional ideas about leaderships.  

 

Conceptualization 



Servant leaders must practice their ability to look at problems or organizations from a 

conceptualized perspective, that is, to think beyond day-to-day tasks. For many leaders this 

requires discipline and practice.  

 

Foresight 

According to Spears, foresight is a characteristic that has not received enough attention in 

leadership studies. “[Foresight is a] characteristic that enables the servant leader to understand 

the lessons from the past, the realities of the present, and the likely consequence of a decision 

for the future” (Spears, 2004, p. 3). 

 

Stewardship 

A servant leadership’s primary focus is its commitment to serve the needs of others, like 

stewardship. It also focuses on the use of openness and persuasion rather than control.  

 

Commitment to the growth of people 

Servant leaders recognize their responsibility in doing everything in their power to nurture the 

growth of their employees. They are deeply committed to the growth of every single 

individual within the organization, and understand that employees have intrinsic value beyond 

their contributions as workers.  

 

Building a community 

A servant leader should identify ways to build a community, along with those who work 

within a given organization or institution. Servant leadership suggests that true community 

can be created among those who work in an organization.  

 

1.1.4 Challenges 

An increasing number of organizations and institutions are adapting servant leadership as a 

guiding philosophy. Servant leadership, where the leader puts his followers’ needs first and 

helps them develop in their jobs, can be effective (Northouse, 2013). That way, various talents 



can be used in different areas of the workplace. Many researchers and managers believe the 

servant leadership model to be a valid model for modern organizations, however the servant 

leadership theory lacks empirical and solid research (Russell and Stone, 2002). Managers and 

leaders must see that as an obstacle, since most people want to be able to justify the decisions 

they make. Furthermore, servant leadership has been talked about as being naive, weak and 

unrealistic (Humphreys, 2005). Some individuals experience insecurity and fear of losing 

their position within the organization. Others like to be given instructions and therefore have 

the freedom to criticize things (Sigríður Björk Guðjónsdóttir, interview, 21.03.2013).  

Servant leadership, as a concept, attempts to change organizations and will therefore lead 

to major cultural changes within organizations.  

 

1.1.5 Organizational culture 

There are many definitions of organizational culture. Part of the problem in defining the 

concept is that researchers have faced difficulties in reaching a consensus regarding a 

definition. There are various definitions of the concept of culture, cultural anthropologists 

have, for example, found 164 definitions of culture. Researchers who have defined 

organizational culture, agree that it is based on values, beliefs, views, attitudes and 

communication patterns (Gylfi Dalmann, 2010).  

Many researchers have studied the culture of different organizations. Denison (1995) 

suggests that culture can be studied as an integral part of the adaptation process of 

organizations, and that particular traits of cultures can be useful predictors of performance and 

effectiveness. Furthermore, Denison developed a model of organizational culture and 

effectiveness based on four traits of organizational culture: involvement, adaptability, mission 

and consistency.  

Some believe that organizations have multiple cultures rather than a single one. 

Segmentation of departments based on different types of work, projects, and levels and 

divisions within an organization, tend to develop similar attitudes, values and behavior that is 

common within their specific group (Hood and Koberg, e.d.).  

A study was conducted, using the Denison model, focusing on Icelandic organizational 

culture. The results showed that Icelandic organizations share some similarities when it comes 

to organizational culture. According to the study, the cultural traits the organizations share is a 

clear focus on their mission (strategy, goals, vision) and less focus on consistency (core 

values, coordination and agreement). Members of organizations have a clear vision and 



follow the organizations strategy, which seems to be clear to the employees. Although the 

strategy is clear and consistent, organizations struggle in implementing the strategy, plus 

different segments of the organizations find it difficult to work together (Gylfi Dalmann, 

2010). Various factors can explain Icelandic organizational culture, for example its 

homogenous society, its small population and people’s close relations (Gylfi Dalmann, 2010).  

Cultures can vary between organizations. Finnborg Salomé Steinþórsdóttir and Gyða 

Dögg Pálsdóttir (2013) did a research on the organizational culture within the Icelandic 

police. Their results suggest that the Icelandic police is very male oriented. Deal and Kennedy 

(1982) define organizational culture as “the way things get done around here”. One of their 

four classifications of organizational culture is masculin culture or tough guy macho culture. 

The main characteristics of such cultures are quick feedback and high rewards. This often 

applies in organizations were competition is hard, or where its activities are financial and fast 

moving. This kind of environment can be stressful to work in as the main focus is on short-

term goals (Gylfi Dalmann et al., 2010). When an occupation has a gender inclination of over 

75% it is considered a male or female occupation (Gyða Margrét Pétursdóttir, 2009). The 

police force in Iceland, as well as in other countries, has long been considered a male 

occupation, although the proportion of female police officers has been increasing over the 

past few years.  

The organizational culture of the police force promotes masculine values, creating a 

particular view of women and the nature of the police work, as well as the tasks thought to be 

most suitable for male and female police officers respectively (Lippe, Graumans & 

Sevenjuijsen, 2004). As mentioned earlier, it is important to change the organizational culture 

in male-oriented occupations to achieve gender equality. 

Managers and leaders can have an impact on organizational culture. Research indicates 

that Icelandic leaders use informal and direct communication and that they focus on good 

interactions among their employees (Sigrún Davíðsdóttir, 2006; Gylfi Dalmann, 2010).  

 

1.2 Lean management  

Organizations are showing increased interest in adopting lean production practices to reduce 

cost, improve their productivity, and gain competitive advantage. Lean management is about 

doing more with less: less equipment, less human effort, less space and less time. The goal is 

to come as close as possible to providing the customers exactly with what they want. Lean 

thinking also provides a way of making work more satisfying by giving feedback right away 



in the hope of converting waste into value. The ideology is based on employees setting work 

standards themselves instead of that being solely in the hands of managers (Womack and 

Jones, 2003). The goal is therefore to empower employees, increase their participation and 

responsibilities, and encourage them to take part in problem solving. 

 

 1.2.1 A brief history of lean management 

The lean management ideology was initially designed for production companies. It was meant 

to make the American auto industry as competitive as the production system developed at the 

Toyota factories in Japan. The idea was called “The Toyota Production System” (TPS) and 

was based on Japanese production principles. The TPS has sometimes been used as a 

synonym of lean management, where the focus is on reduction of waste (Parker, 2003).  

The roots of the Toyota management system can be traced, to some extent, back to Henry 

Ford, the founder of Ford Motor Company. Ford created the model of an assembly line 

production which transformed individual craft production to mass production (Hobbs, 2003). 

Ford’s system faced problems, mainly due to its inability to provide costumers with variety 

(Lean Enterprise Institute, 2009). With increased demand for variety other automakers, such 

as the Toyota company, responded to the need. Due to the disruption following World War II, 

the inventory of unsold automobiles increased, leading to financial difficulties for many 

automakers (Holweg, 2007). Kiichiro Toyoda, Taiichi Ohno, and others at Toyota, realized 

they had to produce in smaller volumes by using self-monitoring and right-sizing machines. 

This made it possible to reduce cost, provide customers with both more variety and higher 

quality, as well as meeting customers’ changing desires (Lean Enterprise Institute, 2009). The 

founder of Toyota, Kiichiro Toyoda, believed “the ideal conditions for making things are 

created when machines, facilities, and people work together to add value without generating 

any waste” (Toyota Motor Corporation, e.d.).  

In 1990, following years of research in the auto industry, James P. Womack, Daniel T. 

Jones and Daniel Roos published the book The Machine that Changed the World, which 

introduced the idea of lean thinking worldwide. Womack et al. (1990) compared and 

contrasted the Mass Production System, in the western world, with the Lean Production 

System in Japan (Melton, 2005). In 1996 their book Lean Thinking – Banish Waste and 

Create Wealth in Your Corporation, was published, providing the basis for the lean ideology.  

Although lean production originated in Toyota, with emphasis on manufacturing 

companies, it has spread to organizations around the world, and has been applied to both new 



production domains and the service sector (Parker, 2003). Lean production systems can in fact 

be applied to most sectors (Hasle, Bojesen, Jensen and Bramming, 2012). 

1.2.2 The five principles of lean 

The five principles of lean were introduced by Womack and Jones in their book The Machine 

that Changed the World (Womack and Jones, 1996). It is important to understand these 

fundamentals and how they work together (Flinchbaug and Carlino, 2006). 

The five principles are shown in figure 1: 

  

 

 

Figure 1 – The five principles of lean 

 

 

Identify value 

The first step for organizations wanting to adopt the lean principles, is to realize that there is 

only a small proportion of effort and time that actually adds value for the end customer. By 

clearly defining value, for a specific product or service, from the end customer’s perspective, 

it allows organizations to remove waste.  

 

2.	Map	the	
value	
stream	

3.	Create	
flow	

4.	
Establish	

pull	

5.	Seek	
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value	



Map the value stream 

The value stream is the entire set of activities required to bring a specific product or service 

from raw material to the finished item to the customer. This is the end-to-end value that 

delivers the value to the customer.  

Create flow 

This is an important step when eliminate waste, to make the value-creating step flow. A well 

designed flow across the value chain will reduce waste and therefore increase value to the 

customer. The product or service will flow to the customer without any waiting or 

interruption.  

 

Establish pull 

This step is about realizing and understanding the customer’s demand on your product and 

service. That way you can respond to the demand by producing only what the customer wants 

and when he wants it. This prevents organizations from building up work-in-progress 

inventory.  

 

Seek perfection 

Lean management sets it targets for perfection. When these steps are linked together, waste 

becomes more visible and every asset and action adds value for the customer.  

 

1.2.3 The tools and techniques of lean 

There are many tools and techniques available when it comes to lean management systems, 

but the purpose they pursue is the same: to identify and eliminate waste, and deliver products 

and services, quickly and at a low cost. If these tools are used carefully and wisely, the 

implementation of lean tools and techniques will be successful (Begam, Swamynathan and 

Sekkizhar, 2013). In this section the tools used by the Reykjavík police department, in their 

implementation of lean management, will be discussed.  

 

Visual management  



Tools that provide visual directions, and are highly apparent in well functioning areas of the 

organizations, fall under visual management. Visual management, where employees locations 

and tasks are clear and visible, can lead to great productivity. An example of visual 

management is kanban, which is based on automatic renewal through signal cards that 

indicate when more goods are needed (Lean Production.com). Another example is a status 

board in a central location, where everyone is able to see information about tasks and 

activities in progress, who is responsible for each task, as well as the current state of overall 

operation (Goodson, 2002). The Reykjavík police department uses kanban in order to let 

everyone see the goals, where the projects stand and when they are intended to be finished.  

 

Kaizen 

Kaizen is a strategy where employees work together to achieve the organization’s goals and 

incremental improvements. This combines the talents of an organization to solve problems 

and work on improvements as well as in eliminating waste.  

 

5S 

5S is a tool often used as a first step in the implementation process and is commonly used in 

the manufacturing industry. It eliminates waste that result from a poorly organized work 

environment or work area. It focuses on organizing the work area by sorting, setting in order, 

shining, standardizing and sustaining:  

• Sorting: Eliminating everything that is not necessary.  

• Set in order: Carefully organize remaining items. 

• Shine: Inspect and clean working area carefully. 

• Standardizing: Establish standard procedures. 

• Sustain: Regularly apply the standards. 

 

1.2.4 Change management  

Today change is an inevitable part of the current market. In the past, most businesses and 

organizations were designed for stability rather than change, as the motto “if it isn’t broken, 

don’t fix it” indicates. The current rate of technology change, as well as increasingly 

globalized economy, creates both opportunities and challenges for organizations, forcing 



firms to change in order to compete, prosper or even survive (Kotter, 2012). In times of 

uncertainty it is comforting to believe that leaders can make a difference (Pettigrew, 1987).  

When an organization is to undergo changes it is important to be aware of why the 

changes are happening, what is supposed to change and how the changes will be made. When 

organizations change from one state to another, the shift from A to B can be looked at as the 

change itself (Myers, Hulks and Wiggins, 2012). 

Figure 2 shows Pettigrew’s terminology of change, where the change has content, context 

(both inner and outer context) and a process. Pettigrew’s analysis of strategic change is based 

on the idea that formulating the content of any new strategy, entails managing its context and 

process. Outer context refers to the social, political, economic and competitive environment, 

in which the organization operates. Inner context refers to the organizational culture, the 

structure and the politics within the organization, through which the ideas of change are 

communicated. Content refers to specific areas of change or transformation, for example 

changes in organizational culture, staffing, products or technology. At last the process, or the 

transformation, refers to how the individuals involved accomplish the shift from A to B 

(Pettigrew, 1987). In other words, the “how” of the changes can be understood as the process, 

the “what” as the content, and the “why” as the inner and outer context.  

 

 



 

Figure 2 - Aspects of organizational change (Pettigrew, 1999). 

 

Major transformational efforts have helped some companies gain competitive advantages, 

adapt to shifting conditions, or even to prosper. Although, according to Kotter (1995), few 

companies face significant success in change processes, just as few completely fail, most 

companies do however fall somewhere in between. The organizations that are more successful 

in their change process go through steps of changes, which require a considerable length of 

time. Kotter suggests that there is a high risk of failure if organizations skip steps, as well as if 

they make critical mistakes in any of the phases (Kotter, 1995). 

 

 

 

 

 

 

 



 

 

Common errors 

• Failing to create a sufficiently powerful 

coalition. 

• Underestimating the power of vision. 

• Under communicating the vision by a factor 

of 10 (or 100, even 1000). 

•  Permitting obstacles to block the vision. 

• Failing to create short-term wins. 

• Declaring victory too soon. 

• Neglecting to anchor changes firmly in the 

corporate culture. 

 
 Consequences 

• New strategies are not implemented well. 

• Acquisition don’t achieve expected 

synergies. 

• Reengineering takes too long and costs too 

much. 

• Downsizing doesn’t get cost under control. 

• Quality programs don’t deliver hoped for 

results. 

Figure 3 – Common errors and consequences (Kotter, 1995).  

 

John P. Kotter (1996) first published his model of eight steps of successful changes in 

organizations, in 1995 in an article in the Harvard Business review, and it remains a key 

reference in the field of change management. The steps are related to the fundamental errors, 

shown in figure 3, that undermine change efforts in firms. The steps are as follows:  

 

 



Step 1: Establish a sense of urgency 

In order to raise a large, urgent army of volunteers it is important for leaders to describe 

opportunities and ideas that will appeal to individuals. Kotter suggests that organizational 

change requires aggressive cooperation of a great number of individuals.  

 

Step 2: Create a guiding coalition  

A volunteer army needs a coalition of effective people. The group has to come from different 

directions, throughout the organization, and the coordination and communication of the 

group’s activities need to be effective.  

 

Step 3: Develop a vision and strategy  

It is important in the change process to create a vision to help direct the changes. A good 

strategy will help to achieve the vision.  

 

Step 4: Communicate the change vision 

Communicate the vision and strategies in every possible way. Teach new behaviors by letting 

the coalition set an example..  

 

Step 5: Empower broad-based action  

Change structures or systems that undermine the vision. Get rid of obstacles to the changes 

and encourage risk taking, new ideas and action.  

 

Step 6: Generate short term wins  

Plan invisible performance improvements and reward individuals involved in the 

improvements.  

 

 



Step 7: Consolidate gains and produce more change 

At this stage it is important to change all systems, structures and policies, that do not fit the 

transformation vision. As well as to hire, promote and develop employees to implement the 

changes. Organizations must adapt to a shifting business environment and keep on carrying 

through strategic initiatives.  

  

Step 8: Anchor new approaches in the corporate culture 

Create better behavior through customer and productivity oriented behaviors, and improve 

leadership and management in the organization. Measure new behavior in relation to 

organizational success.  

 

Although Kotter’s model became a great success and remains very popular in the field of 

change management, it has also received some criticism. Some scholars argue that Kotter’s 

model is only based on his own business experience and that he does not refer to any outside 

sources. Others talk about a gap in the validation of his model, since there is no investigation 

of empirical literature about maintaining the right order of the eight steps (Appelbaum, Malo 

& Shafiq, 2012).  

 

1.2.5 Challenges  

There are clearly some challenges to face when it comes to implementing lean management in 

organizations, although studies have shown that there are advantages to it as well. Scholars 

argue whether lean management approach has negative or positive effects on the employees’ 

wellbeing and performance (Liker & Convis, 2011).  

An evaluation of the lean management approach in the public sector shows that it can 

generate improvements, if an effective approach is used in the process of implementation. 

These include improvements in service waiting time and processing time, that is, achieving 

more for less. Furthermore, the results suggest that lean can improve morale and employees’ 

motivation, as well as reduce waste and develop an understanding of customer value and 

demand. It improves use of performance data, as well as increases staff confidence and 

satisfaction (Radnor, Walley, Stephens & Bucci, 2006).  



 It is concluded that many managers are skeptical about lean, worrying how the change 

might effect the employees’ mind-set. Other factors are lack of knowledge and awareness of 

the importance of training in lean studies, as well as cost and time involved in lean 

management (Goodson, 2002).  

Some critics use the terms lean is mean or management by stress to describe the negative 

consequences of lean management on the employees. The results of Parker’s (2003) three 

year quasi-experimental field study, suggest that lean production has negative effects on 

employee outcomes. Parker used three lean production practices: lean teams, assembly and 

workflow formalization, where all groups faced negative affects of the reorganization. The 

effects of lean production practices on employees were less organizational commitment, job 

depression, and poorer quality work designs. More responsibility, and the participation of 

substantive decision making and problem solving, can have psychological effects, leading to 

increased stress and a frustration among employees. A study showed that predictability at 

work, good interpersonal relations, clear communication from managers, and job security, 

outweigh more employees involvement (Vidal, 2007).  

It is important to be aware of the fact that lean production practices can differ from 

organizations, and can have different effects on employees and the working environment. It is 

therefore important to examine lean as a social technical system, where the causal relations 

with the employees are a matter of practical interpretation and contextual (Hasle, Bojesen, 

Jensen and Bramming, 2012). Lean system is, among other things, a program of change, and 

changes can lead to stress and uncertainty. Lean creates continuous change and effects the 

wellbeing of employees, and their quality of work, whether these consequences are negative 

or positive (Hasle, Bojesen, Jensen and Bramming, 2012).  

Lean management is an attempt to change culture in organizations. Managers need to be 

aware of that, otherwise changes are doomed to fail (Radnor & Osborn, 2012). The key factor 

in changing organizational culture is leadership (Schein, 2010).  

 

1.3 Job satisfaction 

Studies indicate that management and leadership have significant effects on job satisfaction 

and employees well-being, as well as the atmosphere within organizations. Especially where 

employees have the opportunities to share their knowledge and expertise, and are able to 

influence their tasks, as well as when they receive support from management (Nyberg et al., 

2009; Sigrún Gunnarsdóttir and Birna Gerður Jónsdóttir, 2013).  



Job satisfaction is a great concern for many human resource departments since it helps 

retain good talents, as well as raises employees performance level, among other things. Job 

satisfaction is a widely studied topic in organizational and industrial research, although there 

is no wide general agreement regarding the definition of the term. However, a common used 

definition of job satisfaction comes from Locke (1976), who described it as “a pleasurable or 

positive emotional state resulting from the appraisal of one’s job or job experience” (p. 1300). 

Organizational psychologists define job satisfaction as a multidimensional psychological 

response to an individual’s job. These responses have cognitive, emotional and behavioral 

components (Borman, Ilgen and Klimoski, 2003).  

Some consider job satisfaction to be one of the most important factors regarding 

efficiency and effectiveness of organizations. Aziri (2008) states that satisfied employees are 

happy employees and that happy employees are successful employees, which sounds logical.  

According to some research, changes in organizational culture affects job satisfaction 

because it can cause changes in employees’ behavior and attitudes. Therefore, it is important 

to pay special attention to employees’ satisfaction when it comes to changes within 

organizations.  

 

1.3.1 Theories about job satisfaction 

Various research has been conducted on job satisfaction, leading to the presentation of many 

theories and models. As with all areas of research, most theories receive little attention and 

are not even investigated thoroughly, while others become popular and widely used. In this 

section, a few theories that have been accepted and received support among job satisfaction 

researches, will be discussed.  

 

Job characteristics model 

The job characteristics model (JCM) was developed by Hackman and Oldham in 1976 and is 

the most influential attempt to design jobs with increased motivational characteristics. 

Furthermore, it examines factors that make jobs satisfying. The theory argues that job 

satisfaction occurs when the organization’s environment contains intrinsically motivating 

characteristics. The five key job characteristics, which define intrinsically motivating work, 

are as follows: task identity, task significance, skill variety, autonomy and feedback. 

According to the model, jobs that provide those key characteristics are more likely to be 



satisfying and motivating. Figure 4 shows how these key characteristics lead to three 

psychological states: meaningfulness, responsibility and knowledge of results, which again 

lead to outcomes such as job satisfaction (Judge and Klinger, 2008).  

Figure 

4 - Job characteristics model (Hackman and Oldham, 1976). 

 

Hackman and Oldham state that, although individuals are different, there is now substantial 

evidence that show that differences between individuals moderate how they react to their jobs. 

Employees that have a great desire to develop and grow in their jobs are more likely to 

respond positively to high motivating jobs (Hackman and Oldham, 1976).  

 

Value-percept theory  

Locke (1976) states that job satisfaction is determined by individuals values and that 

unfulfilled job values, that are important to individuals, would be dissatisfying. In other 

words, this theory argues that job satisfaction depends on whether individuals perceive their 

jobs to be providing them with the things they value. According to his model, job satisfaction 

can be put into formula:  

 

 



S = (Vc – P) x Vi 

 

Or 

 

Satisfaction = (want – have) x importance 

 

Where S is satisfaction, V is value content, P is the perceived amount of value that is provided 

by the job, and V is how important the value is to the individual (Eid and Larsen, 2008). If 

there is a small disparity between perception and value (desires, needs), it is more likely that 

individuals will be satisfied with their jobs. Conversely, if there is a great disparity between 

perception and value, it can lead to dissatisfaction. Therefore, the value-perception model 

describes job satisfaction in terms of employees values and job outcomes (Judge and Klinger, 

2008). One of the criticism of this model is, that what the individual wants is likely to be 

highly correlated with what the individual considers important (Eid and Larsen, 2008). 

 

Herzberg’s duality theory 

Fredrik Herzberg, an American psychologist, introduced the duality theory of job satisfaction, 

sometimes called the hygiene-motivation theory. It followed many years of research, among 

engineers and accountants, where he interviewed them and asked about a time they felt 

exceptionally good, or a time they felt exceptionally bad about their jobs (Smerek and 

Peterson, 2007). Herzberg classified the two dimensions into motivators and hygiene factors. 

The findings of his studies suggested that factors regarding job satisfaction or motivation, 

were separate and distinct from factors that lead to dissatisfaction (Herzberg, 1968). 

The motivating factors include achievement, recognition, work itself, responsibility, 

advancement and growth. Where the employees recalled a time where they felt bad, the 

following factors were included: company policy and administration, supervision, relationship 

with supervisor, work conditions, salary, relationship with peers, personal life, relationship 

with subordinates, status and security. This is summarized in table 1. Herzberg noticed that 

the factors that motivated employees dealt with internal states of mind, while the hygiene 

factors were disruptions in the external work context (Smerek and Peterson, 2007). Herzberg 



believed that it was only possible to increase job satisfaction by increasing the six motivators, 

not by increasing the ten factors of hygiene. 

 

Table 1 – Herzberg duality model (Herzberg, 1968) 

 

Herzberg’s theory has received considerable attention for measuring job satisfaction, and it is 

obviously easy for managers to apply this model to motivate employees. However, there are 

weaknesses with his theory, such as the fact that he only uses two occupations to investigate, 

as well as only one measure of job attitudes (Ewan, 1964).  

 

1.3.2 Measurements of job satisfaction 

There are various ways to measure job satisfaction, such as conducting focus groups, as well 

as interviews between managers and employees, and surveys (Saari and Judge, 2004). Usually 

job satisfaction is measured by using general scientific research methods, such as 

questionnaires. Two of the most extensively validated surveys to measure employees attitudes 

are the Job Descriptive Index (JDI) and the Minnesota Satisfaction Questionnaire (MSQ) 

(Aziri, 2011). 

The JDI is a cognitive job satisfaction measure. The survey measures employees’ 

satisfaction by using five facets: promotion, pay, coworkers, supervision and the work itself. 

The survey is reliable and valid, as well as being simple, where participants only have to 

answer either yes or no (Kinicki, McKee-Ryan, Schriesheim and Carson, 2002).  



The MSQ is more versatile, with an option of both a short and a long version, as well as 

having the availability of faceted and overall measures (Saari and Judge, 2004). The short 

version, which includes 20 items, is frequently used and can measure two distinct 

components: intrinsic job satisfaction and extrinsic job satisfaction. That is, it measures how 

employees feel about the nature of the work itself, as well as how they feel about aspects of 

the work situation, external to the work itself (Hirschfeld, 2000).  

Scholars and researchers have argued about whether to measure job satisfaction where 

various dimensions of the job is measured, or to measure single and overall feeling towards 

the job. The second one mentioned is an example of a global measure (Saari and Judge, 

2004). 

 

1.3.3 Effects of job satisfaction 

Scholars have debated whether job satisfaction leads to performance, or whether performance 

leads to satisfaction. Some studies suggest that job satisfaction of employees has a great 

influence on organizations when it comes to productivity and loyalty, as well as absenteeism, 

to name a few examples (Herzberg et al., 1968; Locke, 1970; Judge et al., 2001). Others 

suggest that job satisfaction is also related to workplace behavior, such as attendance to work, 

turnover, decisions to retire and psychological withdrawal (Judge and Klinger, 2008). 

A study indicated a strong correlation between leadership behavior and employees job 

satisfaction. To explore the relationship between leadership behavior and employees 

satisfaction, five behaviors were used: challenging the process, enabling others to act, 

modeling the way, encouraging others and inspiring a shared vision (Chiok, 2001).  

However, Aziri (2011) states that evidence indicate that there is no strong linkage 

between job satisfaction and productivity. Furthermore, he states that meta-analyses of the 

research literature show only weak correlation between job satisfaction and productivity. 

 

1.4 The Icelandic police 

The Icelandic police is a government agency which main role is to ensure public safety, as 

well as maintain law and order. The Ministry of the Interior is responsible for police affairs in 

Iceland, and The office of the National Commissioner of the Icelandic police administers 

police affairs under a mandate of the ministry. There are nine police districts in Iceland, the 

largest one being the Reykjavík police department (Guðmundur Guðjónsson, 2003).  



The police has a standard set of operational ranks which includes:  

1) National Commissioner (Ríkislögreglustjóri).  

2) Deputy National Commissioner (Vararíkislögreglustjóri).  

3) Police Commissioner and The Director of the Police College (Aðstoðarríkis-

lögreglustjóri, lögreglustjórar og skólastjóri Lögregluskóla ríkisins).  

4) Deputy Commissioner (Aðstoðarlögreglustjórar við embætti lögreglu-stjórans á 

höfuðborgarsvæðinu og á Suðurnesjum og staðgenglar annarra lögreglustjóra).  

5) Chief Superintendent, Detective Chief Superintendent (Yfirlögregluþjónar).  

6) Superintendent/Detective Superintendent (Aðstoðaryfirlögregluþjónar).  

7) Chief Inspector/Detective Chief Inspector (Aðalvarðstjórar og lögreglufull-trúar).  

8) Inspector/Detective Inspector (Varðstjórar og rannsóknarlögreglumenn).  

9) Sergeant (Aðstoðarvarðstjóri).  

10) Policemen/Constable (Lögreglumenn).  

11) Trainees, temporarily employed policemen and reservists (Lögreglunemar, 

afleysingamenn í lögreglu og héraðslögreglumenn) (Lögreglan, 2016).  

 

 1.4.1 The role of the police 

The police is a government agency, responsible for protecting public safety and maintaining 

law and order in the broadest sense. Their role is to protect citizens under the law, to prevent 

and solve crimes, stop unlawful conduct and investigate crimes. They are to assist the 

authorities and the public, and to maintain peace and public order (Lögreglulög nr. 90/1996). 

A large part of the police’s day-to-day work is in the assistance and service role of their work 

(Guðmundur Guðjónsson, 2003).  

The Icelandic police is permitted to use force if considered necessary, although they are 

supposed to take good care not to use greater force than needed. Policemen are required to 

show vigilance in their work and are supposed to be aware of their duties and responsibilities 

(Lögreglulög).  

The police responsibility lies both with the citizens and the authority. They can only 

expect trust and respect for their work if they work in favor of public service and demonstrate 

honesty, fairness and loyalty (Guðmundur Guðjónsson, 2003). According to a Gallup poll, 

74% of respondents trust the police a great deal, although the trust has gone down 3 

percentage points since the last poll was conducted (Gallup, 2016).  

 



1.4.2 The history of the Icelandic police 

It is hard to imagine a society without a police force which makes sure its citizens obey the 

law. During the commonwealth period (930 – 1262) Iceland had no common executive or 

centralized power. According to Grágás, the earliest Icelandic law code, there were no 

corporal punishments, instead punishment came in the form of fines. During this time it was 

important to form alliances with powerful people, since honor was highly appreciated, 

however honor could only be earned by following unwritten rules. It was therefore in the 

individuals interest to keep the peace (Guðmundur Guðjónsson, 2003). 

A new law code, Jónsbók, was approved by Alþingi, the national parliament, in 1281 and 

it remained the main source of law until the eighteenth century. Execution and outlawry were 

introduced, as well as corporal punishment. District magistrate (sýslumenn) enforced the laws 

and their role was varied. They were expected to collect fines, arrest thieves and violent 

criminals, and monitor trade and the passage of foreign ships to Iceland. It is safe to assert that 

district magistrate played the same role as policemen in our time (Guðmundur Guðjónsson, 

2003). 

The watchmen were first established following a factory fire in Innréttingar, a company 

which launched an industrial project in Reykjavík. The watchmen were seen as the 

forerunners to the police force as we know it today and their role was to patrol the properties 

of the Innréttingar and watch out for any abnormal activities (Guðmundur Guðjónsson, 

2003).  

In 1802 Ludvig Erichsen, a regional governor of the western region, criticized the 

Icelandic law enforcement, stating that crimes were neither reported nor punished and that 

individuals resolved disputes among themselves. Subsequently the first proper policemen 

were hired. During the nineteenth century, and the beginning of the twentieth, there were only 

2-3 policemen working at a time in Reykjavík, but increased in number by the end of the 

twentieth century. The first police officers were Danes who had served in the Danish army. 

The first Icelandic police officer was Jón Benjamínsson, who became an officer in 1814 

(Guðmundur Guðjónsson, 2003).  

 

1.4.3 Women in the police force 

The first female police officer, Johanna Knudsen, was hired in 1941. Johanna was a 

nationalist and showed strong interest in the Icelandic youth. She was appointed temporarily 

to investigate interactions between Icelandic women and British and American soldiers, 



during a period from 1941-1943 called the situation (ástandið). Johanna gathered information 

from various sources about thousands of young women, conducting what some call the most 

extensive intelligence gathering in the history of Iceland. In an interview, Alma Ómarsdóttir, 

who made a documentary about these events, claimed it a sad fact that the first female police 

officer in Iceland asserted herself in such a coarse way against women (Vísir, 2016). From the 

time Johanna retired in 1943, until 1955, no woman worked as a police officer in Iceland. 

Even then women were not allowed to wear the police uniform until 1976 and it took until 

1978 before they were allowed to attend to all tasks within the police force 

(Kvennasögusafnið, 2016).  

Today women still constitute only a small number of those working within the Icelandic 

police force, or around 14%. The number of women in the police force has increased over the 

past years, as shown in table 2. On February 1st 2015 there were 653 people working as 

police officers, of which 558 were male and 95 female. Table 2 shows the percentage of 

women and men in the police force from 2002-2015. In 1996 men constituted 96% of the 

police force and women only 4%. The increase of women in the police force, following the 

year 1996, is due to a change in the police act the same year which came into force in 1997 

(Lögreglulög). Before the change in the legislation, police officers were selected and hired 

based on the police authorities’ own assessment of the individuals. Following the change, the 

police academy became an independent organization to which anybody could apply for 

admission. A selected committee of the police academy then assessed the individuals. 

Admission requirements were changed as well, reducing the minimum height which had 

excluded half the women from the police force (Kristján Páll Kolka, 2002). Following these 

changes in legislation in 1996, the number of women in the police force increased 

significantly. 

 



Table 2 - The percentage of women and men within the police force 2002 - 2015 

 

 

Like mentioned earlier, one role of the police is to protect public safety, therefore the work of 

the police concerns both women and men. It is important that police activities take notice of 

both genders in order to provide better service to the citizens, as well as to ensure better work 

environment for both men and women (Finnborg Salome Steinþórsdóttir, 2013). It is evident 

that women are at a disadvantage within the Icelandic police force. As a result they 

experience bullying and sexual harassment as well as a negative attitude towards women 

(Finnborg Salome Steinþórsdóttir, 2013; Kristján Páll Kolka, 2014).  

 

1.4.4 Previous research  

Not much research has been conducted in Iceland about women in the police force. A study 

conducted in 2013 shows that in Iceland men are predominant within all nine police 

departments. Around 87% of the entire police force are men. The work culture is very male 

oriented and the atmosphere towards women is negative. Women are less likely to be in 

management positions, even though they seek those responsibilities equally to men, and 30% 

of police women are victims of sexual harassment in the workplace (Finnborg Salome 

Steinþórsdóttir, 2013). Kristján Páll Kolka (2014) did a research on the work culture within 

the police force in Iceland and his results also show that women are more likely to experience 

sexual harassment in the workplace. Women also have less access to social activity within the 

workplace as well as being under more pressure to prove themselves on the job. Men and 

women are equally qualified within the police workforce, but men are more likely to use 
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coercion with violence whereas women are more likely to gain control of a situation non-

violently. Women feel like they are not trusted because of their gender and their physical 

abilities (Kristján Páll Kolka, 2014).  

Ólafur Örn Bragason (2008) did a research on the stress and wellbeing of police officers 

where his results show that women experience more anxiety, stress and depression than men. 

Prior research shows that sources of stress are different for women and men, especially in 

occupations that have been dominated by men for a long period of time (William, Zhao and 

Brett, 2007). 

Moss Kanter’s token-theory focuses on composition of groups of employees in an 

organization. Women are considered tokens within an organization if they make up less than 

15% of the organization’s membership (Bratton, 2005). Women are often tokens in police 

organizations, meaning they are a minority and therefore easily marginalized. When 

increasing involvement of lower level employees in the police force, in order to increase their 

commitment, it is important to restructure existing rank and power relations (Metcalfe and 

Dick, 2001). This obviously involves a lot of big changes, since sharing power, and 

encouraging decisions to be made on a team basis, goes against the way the hierarchy and 

traditional structures operate within the police force. Establishing gender equality in police 

organizations entails enforcing change in the internal organization and the attitude of the 

police officers as well as the relationships within and across police ranks (Fitzsimmons, 

1998). 

A study that examined gender policies, and the position of women in the police force in 

European countries, suggests that the most important barrier to gender equality in male-

dominated workplaces is the culture within the organizations. It is important to change the 

culture and structure of organizations in order to address cultural issues (Lippe, Graumans & 

Sevenhuijsen, 2004).  

Icelandic research on servant leadership indicates that the philosophy has a strong impact 

on employees’ wellbeing, organizational profit, corporate social responsibility and trust in 

relations (Guðjón Ingi Guðjónsson and Sigrún Gunnarsdóttir, 2014). Research conducted on 

change management and leadership at Landspítalinn shows that managers caring for their 

employees and their wellbeings results in increased job satisfaction among employees 

(Gunnarsdóttir, Clarke, Rafferty and Nutbeam, 2009). Eight surveys were conducted in 

different Icelandic organizations where employees’ job satisfaction was measured in relations 

to their attitude towards servant leadership. Results showed that employees appreciate servant 



leadership where empowerment and accountability score highly with their next supervisor 

(Gunnarsdóttir et al., 2013).  

 

1.4.5 Changes within the Reykjavík police department  

It is important to make changes within the Icelandic police since new challenges have risen 

within the department. These challenges are mainly due to the increased complexity of crimes 

and the amended requirements from society. External factors, such as globalization, advances 

in technology and increased diversity in our communities, play a key role and inevitably lead 

to changes. The nature of criminal activity is changing, it’s becoming more organized and 

complicated and is penetrating borders between countries and even continents. It is important 

that the police reacts to this new reality. Internal factors within the police force, that require 

change, are a decrease in job satisfaction among police officers, long existing financial 

difficulties, deep-rooted organizational culture and hierarchy, to name a few (Sigríður Björk 

Guðjónsdóttir, interview, 2016). 

The main goals are improved service to customers, a better utilization of funds, 

systematic management, to strengthen certain departments, and to improve job satisfaction 

among employees and the organizational culture within the workplace. As has been 

mentioned, men are predominant within all nine police departments in Iceland. The police has 

faced financial difficulties in the past years, due to cutbacks. Figure 5 shows official budget to 

the Reykjavík police department, adjusted for inflation from the years of 2008 – 2016.  

 

  

Figure 5 – Official budget to Reykjavík police department, adjusted for inflation 
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In the fall of 2014 Sigríður Björk Guðjónsdóttir took over as the chief of the Reykjavík police 

department. She had been the chief of the Suðurnes police department for a few years prior, 

where she implemented changes using the lean approach and servant management theories, as 

well as changed the work procedure around domestic violence, with the ultimate goal of 

eliminating repeated offenses. Her successful approach to this type of crime has been 

recognized in Iceland as well as internationally. She recently held a speech at a UN 

conference where she presented her work model  for dealing with domestic violence.  

While directing the Suðurnes department, Sigríður set out to change the work culture and 

succeeded in doing so. The department was awarded for being a family-friendly workplace. 

When she took over the Reykjavík department she noticed a great need for change and 

immediately started the process of enforcing those changes. She began by meeting with all the 

departments, to introduce her ideas, and appointed both a reformation group as well as a focus 

group, composed of representatives from all departments.  

A few months later an implementation group began implementing the changes. One of the 

first changes she made was implementing her approach to domestic violence, as well as 

appointing more women in executive positions. Her domestic violence work model received 

no additional funding from the state,, which meant an increased workload for each police 

officer, in an environment that already had the police officers stretched thin. In that context 

Haraldur Johannessen, The National Commissioner of the Icelandic Police, stated in an 

interview that the police force would need an additional two hundred police officers in order 

to be able to fulfill their lawful duties (Fréttablaðið, 2016).  

Sigríður states (2016) that, while working as the chief of police in Suðurnes, she began 

changing the work culture before she began the actual change process. The same approach did 

not work in Reykjavík since the culture is so deeply rooted there and therefore requires a 

longer period of time. The Reykjavík department with around 300 employees, is also much 

larger than the one in Suðurnes which has around 100 employees working for the department, 

which, as a result, slows down the change process. Reykjavík department has a long history of 

management hierarchy, which has now been reversed by flattening the organizational chart. 

This has caused some problems for Sigríður in the executive ranks of the department she runs, 

with deep rooted traditions of hierarchy in the department playing a key role (Sigríður Björk 

Guðjónsdottir, 2016). However, the change process of the Reykjavík police department is a 

transparent process, where everyone is part of the transformation. Employees are able to share 

their knowledge and make the most of their individual strengths, regardless of their position 



within the department. The change process requires new management styles, and the police 

force uses servant leadership to develop and strengthen their work, as well as using lean 

management as a tool to organize and manage their projects and improvements.  

As previously stated, the Reykjavík police department has been through significant 

changes in a short period of time. To implement the changes new management methods were 

introduced, where servant leadership and lean management methods were used as frameworks 

in the transformational process. It is important that leaders generate support among their 

employees for changes, but little is known about the effects of leadership behavior on 

employees’ responses to changes (Herold, Fedor, Caldwell and Lui, 2008). However, studies 

indicate that the manner in which leaders and managers treat and involve employees in 

change processes, can be a good determinant of employees reactions to changes within 

organizations (Brockner, 1996; Lind, 1988).  

2 Methodology 

The research was conducted with an emphasis on human resource management, more 

specifically change management and leadership. The aim of this research was to examine 

whether changed management and leadership affected the job satisfaction of women in the 

police department of Iceland, as well as researching the consequences of the changes on each 

individual. In 2014 the organization implemented lean management among senior 

management, and started practicing servant leadership, in an attempt to change the culture of 

the Reykjavík police department. The methodological approach was qualitative and the 

research method, procedure, participants, data collection and analyses will be discussed in the 

next chapters.  

 

2.1 The aim of the research and research questions 

This study aims to contribute to the knowledge of servant leadership and lean management in 

relation to job satisfaction, by examining whether changed management and leadership styles 

affects the jobs satisfaction of women in a male oriented workplace, or in a male dominated 

occupation, in this case in the Reykjavík police department. 

The research questions are as follows:  

1. Do lean management and servant leadership affect the job satisfaction of women 

within the police department of Reykjavik? 

2. What are women’s attitude towards servant leadership and lean management? 



3. Have these changes affected their work and work environment? 

 

2.2 Method 

This research is based on qualitative research where data is collected to get deeper 

understanding of things that cannot be directly measured or observed. For example, feelings, 

thoughts, behaviors and intentions that took place in the past, are elements which can only be 

collected through qualitative research (Aaker, Kumar, Leone and Day, 2011). Interviews were 

conducted with seven women within the Reykjavík police department, as well as with the 

police commissioner of the department. Participants were asked about their attitude towards 

the changes being implemented, and how it has affected their job satisfaction, the work itself 

and the working environment.  

 

2.3 Participants 

When preparing for the research the researcher contacted Sigríður Björk Guðjónsdóttir, the 

chief of the Reykjavík police department. Sigríður Björk gave her permission for the research 

to be conducted and allowed the researcher to talk to women within her department. 

Interviews were conducted with seven women who work in different segments of the 

organization and minister different tasks. An interview was also conducted with Sigríður 

Björk. All of the respondents showed interest in the topic and were willing to contribute to the 

study. It was decided to interview only women, in order to examine their job satisfaction in 

relation to the changes being implemented. Studies have shown that women’s job satisfaction 

has been low and their position weak within the organization (Finnborg Salome 

Þorsteinsdóttir, 2013). Therefore it is interesting to put emphasis on the women, especially in 

a male occupation.  

Participants were chosen by using purposive/judgment sampling, as well as snowball 

sampling. It was difficult to identify the appropriate respondents for the study, since it was 

important to talk to women who represent different parts of the organization. Therefore it was 

decided to get recommendation on which people it might be useful to talk to. In order to do so 

a snowball sampling was used, where respondents were asked to identify another sample 

member in a different segment of the organization. Using purposive sampling, participants are 

chosen because of certain experience or knowledge that they share (Esterberg, 2002).  

In order to protect the women’s anonymity, the researcher will not address in which 

departments each respondent works, since women constitute a very small number in some of 

the departments. Participants have different lengths of tenure, ranging from five years to thirty 



years of experience. The interviewees all had experience within the organization before 

Sigríður Björk took over as the chief of the department, as well as after. That gave the 

researcher an opportunity to compare participants’ feelings and wellbeing before and after the 

implementation of the changes within the organization.  

 

2.4 Procedure 

Data was collected through in-depth interviews that were conducted face to face in the head 

quarters of the Reykjavík police department. The interviews were semi-structured, where a 

specific list of questions was covered in each case, and a specific time was allocated to each 

question area or theme. Semi-structured interviews are used to explore topics more openly 

and to allow the participants or interviewees to express their ideas, feelings and opinions in 

their own words (Esterberg, 2002). Therefore, in depth-interviews were chosen to examine 

respondents personal thoughts and feelings to enhance the quality of the research (Aaker, 

Kumar, Leone And Day, 2011).  

Before the interviews were conducted, the participants were told about the study and their 

role in it. Participants were assured that they were allowed to stop any time they wanted and 

could refuse to answer any specific question. The seven interviews were conducted in April 

2016 and each interview was about 30-50 minutes long. The interviews were recorded, then 

transcribed word by word, removing elements that could be attributed to participants. 

Subsequently, the interviews were analyzed and coded where common themes were 

identified. Emphasis was placed on the participants attitudes and feelings towards the changes 

being implemented, and their job satisfaction.  

 

2.5 Impediments 

The main impediment of this research is the fact that the changes were recently implemented, 

therefore the experience is inadequate. Change management and leadership studies suggest 

that changes usually need time, even a few years, to produce the intended results.  

Another challenge the researcher faced was related to the lean management 

implementation. The Reykjavík police department has only implemented the lean approach 

among the senior managers, which are ten individuals in total. The department intends to 

implement the lean approach in other departments eventually, although the departments can 

choose themselves whether to implement it or not. Therefore, although it sheds light on the 



effects the implementation, among senior managers, has had on other departments of the 

organization, there were participants who did not have deep knowledge of lean management.  

3 Results 

The implementation of lean management in the Reykjavík police department started in 2014 

and has only been implemented in one department. Servant leadership has been practiced in 

the organization since 2014, since the new police commissioner took over. Obviously the 

respondents were more familiar with servant management, since that concept is used 

throughout the organization.  

Following an open coding of the interviews, some recurring themes emerged. Only the 

most relevant and interesting ones, which were thought to be helpful to the analysis of the 

research, were used. The themes will be discussed in the following sections.  

 

3.1 Changes within the organization 

The changes at the Reykjavík police department has had different effects on interviewees and 

there is a great difference between employees when it comes to knowledge and awareness of 

the methods being used.  

 

3.1.1 Lean management 

The respondents were asked if they were familiar with lean management as well as their own 

involvement in the process of the implementation. They were also asked about their attitudes 

towards the use of lean management. As has been mentioned, lean management has not been 

implemented in all departments of the organization, therefore the participants knowledge of 

lean management varied in relations to the departments they worked in. In these cases, further 

questions related to lean were not relevant.  

Two participants of seven did not have any knowledge of lean management, although 

both of them had heard about it. They were aware of the senior management department using 

the lean approach, however they did not understand the purpose of it. Both of them referred to 

the kanban, the status board, where individuals are able to see information about tasks and 

projects in progress, who is responsible for each task, as well as the current state of overall 

projects. However, neither of them had seen the status board.  



Two participants suggested that the use of lean management in the senior management 

department had transmitted to other departments in the organization. One participant 

described it as follows: 

 

The department I work in has not implemented the lean approach, not under a 

supervision of someone with deep knowledge of lean. But we found the status 

board so brilliant so we made our own. The status board shows the shifts, who 

works with whom, the projects in progress and where they stand, as well as a 

column of compliments. so we are kind of starting to implement it by ourselves. 

Sigríður Björk is very fond of lean so we just started to implement it ourselves, 

eventually it will be implemented in all departments ... I think that is the plan … I 

hope so.  

 

Sigríður Björk, the chief of the Reykjavík police department, intends to implement lean in 

other departments of the organization as well. However, she thinks it is important that the 

departments decide for themselves whether they want to implement the lean approach or not. 

Another respondent showed great interest in the lean approach and described how her 

department implemented a status board: 

 

The status board makes communication between employees much easier. You 

don’t have to go through ten people to know what is going to happen … you just 

take a look at the status board … Although, I have to say, the compliment column 

is just bullshit. The same employees are always complimented. Other people are 

just ignored. Moreover, why should you be complimented on something that is 

part of your daily tasks? … In my opinion you should be complimented for 

something you do additionally … If you know what I mean.. 

 

It was interesting to see how positive the respondents were towards the lean approach, 

especially the tool of visual management, or the status board. It was clear that some of them 

were not aware of other things related to lean, however they showed interest in learning more 

about it. A participant, who is a member of the senior management department, was familiar 



with the lean approach and pointed out that lean is not only a way of thinking, but rather a 

tool to get things done:  

 

The lean approach has worked very well for us. I don’t think it necessarily matters 

what method was chosen … It was time to break up the structure, open it up. That 

is of course what [Sigríður] has been doing, flatten out the organization … Lean is 

not some magnificent phenomenon … you are just formalizing a phenomenon that 

has been going on in companies and organizations for a million years.  

 

It seems that the respondents value the status board where employees are involved in the 

ongoing projects. Lean management focuses on reducing waste by identifying value, in other 

words: when value for a product or service is clearly defined it allows organizations to 

remove waste. It is a method of monitoring what is going on within organizations and develop 

apparent improvements. When the Reykjavík police department started implementing lean, by 

using the status board, they realized that certain projects tended to take more time than others. 

Subsequently, they analyzed the problem which related to technical solutions. Therefore the 

next step was to combine the computer systems. One interviewee said: “We are spotting a lot 

of hindrances that prevent us from processing with certain tasks … A lot of external factors 

… So that is just positive I would think … That way we can solve these problems and keep 

going.” 

 

3.1.2 Servant leadership 

Sigríður Björk decided to use servant leadership practices along with lean management. She 

had used those two approaches together when she was the chief of the Suðurnes police 

department, something which turned out to be very effective. She was surprised by how 

quickly the changes delivered successful results, although it has to be taken into consideration 

that the employees are far fewer in numbers at Suðurnes. The Reykjavík department has 

around three hundred employees and the culture is deep rooted, which makes changes 

difficult. Sigríður describes the changes in the Reykjavík department: 

 

Lean is just one method to implement changes … you can of course choose from 

various methods … servant management is like the main method. Servant 



management is more like a philosophy while lean management is just a tool to 

implement the philosophy … That’s the way I look at it. The culture here is very 

deep rooted, that is the main problem we are facing. Servant management is a 

method of decentralization where individuals are able to share their knowledge in 

different projects … Not the top-down management style. The culture here, on the 

other hand, has always been very hierarchical … The more stars individuals have, 

the more power they have … I have been changing this by flattening the 

organizational chart in a very short time.  

 

Sigríður is referring to the stars on the shoulders of the police officers’ uniforms, which show 

the ranking of the officers. Chief inspectors/detective chief inspectors carry one star on their 

shoulder, superintendents/detective superintendents carry two stars on their shoulder, and 

chief superintendents/decretive chief superintendents carry three stars on their shoulder. 

Therefore, those who carry the most stars have the most power. The organization intends to 

change this and empower employees, regardless of their position within the department, and 

enable employees to share their knowledge.  

 

3.1.3 Employees attitudes towards the changes 

Interviewees were asked about their attitude towards the changes, and the advantages and 

disadvantages of the changes in regards to their job satisfaction, the work itself, and the 

working environment. All of the interviewees were positive towards the changes overall, 

although some of them experienced inconvenience in the beginning of the change process. 

Others experienced anxiety and fear of losing their positions. An interviewee, with over ten 

years of experience within the police, described her experience as follows: 

 

Things were so chaotic and confusing at first … It was frustrating. Everyone felt 

the uncertainty … of course no one is happy with uncertainty. The environment is 

becoming normal again … You know, I am a good employee and ambitious but I 

experienced stagnation, I felt that I was burning out … But I don’t think I was, 

because today I wake up happy and I am excited to go to work.  

 



In the opinion of this interviewee, the changes had positive effects as time passed and the 

employees started to get used to it. At first she felt as her job was changing in a negative way, 

she felt it became more monotonous. However, she later realized that these changes led to 

more professionalism. In other words, it created more time for employees to focus entirely on 

the projects within their departments. Therefore the changes did not have positive effects 

initially on her as an employee, nor on her wellbeing, although she was aware of the positive 

effects on the work itself. She was concerned about the homogeneity leading to burnout, 

however the changes had other positive effects. For example, the fact that her department now 

works in an open space, which makes the employees closer. 

The departments went through different amounts of changes, therefore the experiences of 

the employees differ. Some experienced a great amount of uncertainty while others were 

excited about the changes which they thought were necessary.  

Another respondent also talked about the uncertainty following the changes: “I 

experienced uncertainty in the beginning of the change process, uncertainty is never a 

comfortable feeling, but it wasn’t necessarily negative … It is just part of the challenge … 

you know, you just get a new chair and it is awesome!”  

 

3.2 Job satisfaction  

Job satisfaction at the Reykjavík police department has been found to be low, especially 

among the women (Finnborg Salome Steinþórsdóttir, 2013; Sigríður Björk Guðjónsdóttir, 

interview, 2006). The female proportion is small and the organization is very conservative, 

with a deep rooted culture where men have grown attached to being the leaders and in 

management positions. Controversially, the results from this research indicate that job 

satisfaction is high among women in the organization. The seven respondents all talked about 

their job satisfaction being high, in four cases naming the variety of projects as an example. 

The women talked about the work itself being fun, diverse and unpredictable, as well as 

gratifying. However, they all talked about the organization being conservative, as well as the 

culture being deep rooted and male dominant. That does not seem to change the fact that the 

women like their jobs and are positive towards the workplace. Four out of seven respondents 

are convinced that the culture is changing, slowly but surely. When interviewees were asked 

to assess whether the changes effected their job satisfaction, one interviewee stated: 

  



When I started here … I was only going to work here for two years and then I was 

going to go back to school … And here I am, 17 years later! … This is a very 

exciting workplace, I have always liked my job … But I don’t know, maybe I 

have been extremely lucky … I have been shown trust and I have been able to 

grow and develop in my job.  

 

Another respondent talked about the diversity in the workplace and how much fulfillment she 

gets out of her work:  

 

I would not want to work anywhere else! ... I mean, there are financial problems 

here and we are often short on staff. But still, it’s a fun place to work and the tasks 

differ from day to day, therefore it’s hard to get bored here … I have always liked 

my job so I don’t experience any difference in that matter, regardless of the 

management style.  

 

3.2.1 Motivation and performance appraisals 

When asked about motivation and performance appraisals, every single participant mentioned 

lack of encouragement and motivation, as well as a greater need for performance appraisals. 

Five out of seven interviewees stated that they never got any encouragement from their 

supervisors, although four of them felt that they got increased motivation from the top 

management, that is the chief of the police as well as the chief attorney. An interviewee, who 

has worked within the organization for about 10 years, was dissatisfied with the lack of 

feedback and performance measures:  

 

We don’t get much feedback here, supervisors just expect us to finish our tasks 

and get on to the next one … Sometimes … not often … I get a mail where I am 

complimented but when that happens, it is just sent from colleagues … 

Performance is not measured here … We only have an interview once a year 

which is conducted by the next supervisor … which is weird because I wanted to 

complain about the supervisor that I had an interview with … I didn’t do that, 

obviously! 



 

Another interviewee, who has worked within the department for five years, talked about the 

lack of feedback and performance appraisals. Moreover, in her experience, if something was 

not registered in the system, it was not taken into consideration when it came to performance 

appraisals and feedback. Human factors seem to be valued less than traffic fines, for example:  

 

I don’t get much feedback from colleagues or supervisors … I am not very 

popular among my colleagues, they don’t always agree with my work procedures. 

I like to talk to individuals and listen to what they have to say which might lead to 

a good solution … that is not valued here … Those who are efficient in drug 

offenses and issuing traffic tickets are the ones that get the credit. Although, 

[Sigríður and the management] are trying to change this. 

 

3.2.2 Bullying and sexual harassment  

The research conducted by Finnborg Salome (2013) indicates that 24% of women within the 

police force have experienced bullying in their workplace and 31% of women have 

experienced sexual harassment.  

Respondents were asked if they had experienced bullying or sexual harassment within the 

workplace, and whether they had noticed any difference in these matters following changes in 

management and leadership. Five out of seven respondents had experienced bullying in the 

workplace, and six out of seven had experienced sexual harassment. The interviewees did not 

make a big deal out of it, as if this was just normal in a male occupation. An interviewee, who 

has worked in police affairs for more than 30 years, described her experience in these matters:  

 

I have not experienced serious bullying … I have worked here for over 30 years 

so of course I have experienced sexual harassment! I haven’t experienced it lately 

though … But I don’t think that is associated with the changes … I am just getting 

old.  

 



Another one laughed and said: “I have experienced bullying but it is different between 

departments. I have worked in different fields here … I have never experienced sexual 

harassment because I am so ugly.”  

Some of the respondents talked about sexual assaults and verbal sexual harassment as 

common and normal in an environment where men are dominant:  

 

I have experienced both bullying and sexual harassment at work … I am not any 

better though, I have a dirty mouth as well … You just get used to it in this kind 

of environment, but I don’t know if that is necessarily positive. 

 

3.2.3 Positive effects relating to job satisfaction 

Respondents were asked about the benefits and advantages of the changes being implemented 

by new management, in relations to their job satisfaction. Two respondents pointed out the 

fact that the changes are still being implemented, therefore it is difficult to assess whether the 

changes are leading to success and having positive effects on employees.  

Five out of seven employees described how visible and motivating the top management 

is, which is different from previous managers. An employee, who has worked under the 

supervision of four different chiefs of the police department, describes her experience:  

 

In my opinion it is very positive how visible [Sigríður] is and it is very easy to 

approach her … She listens to what we have to say and if you disagree with her in 

any way … you can just tell her that … no problem! 

 

Another interviewee agrees:  

 

You know, you get the feeling that she genuinely cares about you … you are not 

just a number … She comes down here and talks to us and asks us what we think 

about this and that and how we feel … No manager has ever talked to us like that! 

 



In the five respondents experience the chief of the department is an open and caring manager. 

They talked about her being open to new ideas as well as being empowering and motivating.  

 

3.2.4 Negative effects relating to job satisfaction 

The interviewees had different opinions on the negative effects on job satisfaction, following 

the changes within the organization. The changes affected the departments differently, which 

was reflected in the respondents answers. Some departments faced changes in procedures 

which affected the workload in a negative way. Respondents agreed that the working 

atmosphere had changed in the beginning of the transformations, which might, to some 

extent, be traced to negative media coverage.  

The Reykjavík police department has received considerable attention due to the 

organizational changes and power struggle within the organization (Ásta Sigrún 

Magnúsdóttir, 2016). Some of the respondents suggested that the ones who were dissatisfied 

with the changes were the ones talking to the media. One respondent described her concerns 

about the media coverage and its effects on both managers and employees:  

 

I think most people within the organization are aware of who is feeding the media … I 

am not going to mention names but everyone knows the things that appear in the media is 

far from being true! ... I think it has affected the morale in a negative way … I am 

worried …and people around me are worried about [Sigríður] giving up …I mean, who 

can put up with this bullshit for a long period of time? 

 

3.3 Changes in jobs and work environment 

As previously stated, individual jobs changed in various ways, and department faced different 

amounts of changes. Some individuals experienced new opportunities whereas others felt 

threatened, as is often the case when organizations undergo changes. Three out of seven 

respondents were offered new jobs within the organization in a different field. They all talked 

about their abilities being more valued, following the changes, as well as them getting new 

opportunities to work in areas where their knowledge was more useful. An interviewee talked 

about an idea she had expressed to her boss at least three times, which now has become a 

reality:  

 



I had worked on the streets for few years and I always felt as if my knowledge was not 

being valued … For the past years I have tried to convince my managers of a new project 

but nobody even listened to my ideas … Sigríður, however, was willing to develop this 

new project which I am now working on … Finally I feel like my knowledge and my 

abilities are being valued …I feel like I am thriving here for the first time. 

 

Three interviewees out of five talked about the negative effects following the changes, in 

relation to the working environment. Departments are moving to tighter spaces or even to 

other buildings. Some employees are working in an open space where many individuals share 

an office. One respondent talked about it having negative effects on the work itself:  

 

Sometimes I have to interrogate individuals through the phone … often in 

sensitive cases … it doesn’t make sense to do that with colleagues right next to 

you … Sometimes I try to find an empty room but they are never available. 

  

Another respondent talks about experiencing difficulties when she moved from one building 

to another: “I felt kind of sad … This is a whole new and a different working environment. 

Maybe I am just feeling sorry for myself because now I have to start to get to know all these 

new people.”  

 

3.3.1 Interconnection between departments 

Every single interviewee talked about the lack of interaction and communication between 

departments. The Reykjavík police department is located in central Reykjavík, in an old house 

on five floors, with the general division located in the basement. The working environment is 

not very appealing, due to lack of budget. The departments are separated from each other, 

although there is a joint cafeteria on the third floor. The interviewees talked about the 

departments having coffee meetings once a week, where all of the employees meet to eat and 

drink coffee together.  

 

The department I work in meets once a week to chat and have some fun together 

… Usually someone brings a cake and we drink coffee together … I think this is 



very important for the morale … Although, I would want to meet other people 

from other departments in these kind of circumstances … where no one talks 

about work, we only have fun together.  

 

Some of the interviewees, as well as the chief of the department, talked about creating a space 

where people from all departments and divisions could meet and drink coffee and read the 

papers together. A space where people could sit in a comfortable surrounding and relax and 

take a break from their tasks. Another interviewee agreed with the above statement:  

 

Everything is so shabby here, as you can see … It would be awesome to have a 

cozy space where you could just sit on a nice couch and talk about things and 

laugh with your colleagues … talk about things unrelated to your work … I don’t 

see where it should be located though … There is no room for it. I know it has 

been discussed to create a space like this but I don’t think it is going to happen … 

we don’t have the budget for it. 

 

Another respondent stated:  

 

I am very found of the coffee space that RÚV [the national radio] created … I 

came up with a similar proposal here… everyone seems to agree on the 

importance of something like this in our organization although we face budget 

restrictions … forums created the forum! 

 

Judging by the information above, a joint space for all the departments to meet and spend time 

together, seems to be important to implement. Especially since the departments are so 

separated and there is little communication between employees who work in different fields.  

 

3.3.2 Organizational culture 

The organizational culture seems to be the main problem in the change process of the 

organization. The respondents agree on the importance of a supportive organizational culture 



in order for the changes to succeed. Six out of seven respondents talked about the culture 

being a big obstacle, both for the changes to succeed, and in establishing gender equality 

within the organization. Four women talked about the hierarchical culture being a problem 

and how difficult it is to change it, especially when it has always been in favor of the men. 

Three of them talked about the men being especially opposed to the changes. One of the 

respondents said: “It is of course difficult that [Sigríður] is flattening out the organizational 

chart, for those who are accustomed to be on the top,” referring to the ones who have been in 

management position for a long period of time and have had power over others within the 

organization.  

 

4 Discussion 

The main aim of the research was to examine women’s attitudes towards the changes being 

implemented in the Reykjavík police department, and what effects it has had on their jobs, the 

working environment and their job satisfaction. Only the women’s attitude towards the 

changes and its affect on their job satisfaction was examined, due to the fact that the 

organization is male dominant and that women’s job satisfaction has been found to be low. In 

this section the main results will be discussed in relations to other research.  

 

4.1 Employees attitudes towards the changes 

The results indicate that women within the Reykjavík police department are positive towards 

the changes being implemented. Most of them are aware of the fact that the changes are still 

being implemented and that therefore the results are yet to be revealed. Only one respondent 

has deep knowledge of the lean methodology, which is due to the fact that her department is 

the only one already implemented. Other respondents, or five out of seven, had some 

knowledge of lean management. Three of them had some experience of lean, because their 

departments uses the status board, one of the tools of lean management, also sometimes 

referred to as kanban.  

All of the respondents were aware of the servant leadership method being used, and had 

some knowledge of the leadership style, although the level of knowledge differed between 

respondents. All of the respondents were positive towards the practice of servant leadership 

within the department. The women seemed to be aware of the main purpose of the servant 

leadership practice, however they did not get any special education or training in the servant 

leadership ideology.  



This is contrary to what is considered best practice, as McGee-Cooper et al. point out, 

assince it is important that employees are involved in the practice of servant management, as 

well as having a strong knowledge and training to make use of servant leadership in daily 

tasks (McGee-Cooper, Looper and Trammel, 2007). 

Kotter and Schleising (1979) talk about various reasons for resistance to change within 

organizations. They state that managers need to be aware of the four most common reasons 

for their employees resistance to change:  

 

Parochial self-interest.  

When individuals focus on their own interest rather than those of the total organization, 

therefore fearing they might lose something of value as a result of the change.  

 

Misunderstanding and lack of trust. 

Where individuals might resist changes if they think it will cost them more than they will 

gain. That can happen if there is a lack of trust between employees and those who are 

implementing the changes.  

 

Different assessment. 

When individuals assess the situation differently from their manager and see more cost than 

benefits from the changes.  

 

Low tolerance for change  

Where employees can resist change if they think they will not be able to develop the new 

skills and behavior that is required of them. 

 

The results of this study however indicate that the women appreciate the changes being 

implemented. Three respondent talked about the men in managerial positions not being as 



satisfied with the change process. It is not unlikely that these men are focusing too much on 

their self interest, rather than the interest of the organization.  

Four out of seven respondents experienced uncertainty and inconveniences in the change 

process, mostly related to the bad atmosphere within the workplace following the changes. 

Two of them believed it to have been caused by negative media coverage about the changes 

being implemented, something which must be considered a manifestation of resistance to 

changes. One participant described how she became less productive in the beginning of the 

change process as she experienced lack of motivation due to the uncertainty.  

This rhymes with the results of other studies, which indicate that when organizations 

undergo changes it can lead to stress and uncertainty and have negative consequences on 

employees psychological wellbeing (Callan and Schweitzer, 1994; Difonzo and Bordia, 

1998). Some scholars believe it to be due to lack of or ambiguous information from 

management (Bordia, Hobman, Jones, Gallois and Callan, 2004). Thus, this result seems to 

stem from the fact that employees were not kept informed and involved in the change process.  

 

4.2 Changes in jobs and work environment  

The departments within the organization went through different amounts of changes, therefore 

there was a great difference between the experiences of respondents regarding their jobs and 

their working environment. Three respondents out of seven received new opportunities within 

the organization, whereas one respondent didn’t experience any difference regarding her job. 

Three respondents talked about negative effects of the changes, regarding the working 

environment, naming open and therefore less private working spaces as an example. Five 

respondents talked about their opinions, abilities and knowledge being more valued, following 

the changes, which is in relations to lean management where emphasis is placed on involving 

and empowering employees in decision making, instead of it being solely in the hands of the 

management. According to Yukl (2002) empowering can lead to more commitment by 

employees in decision making. Furthermore, it can improve the quality of the decisions being 

made when subordinates have more expertise in certain tasks than the manager.  

 

4.3 Job satisfaction 

The job satisfaction among the respondents is high. All of them talked about enjoying their 

jobs, and four of them mentioned the variety in tasks, which they thought was positive. Three 

respondents talked about how their job satisfaction increased following the changes in the 



organization, especially because of increased opportunities to develop and grow within the 

workplace. Four respondents talked about their job satisfaction having been high before the 

changes, therefore they didn’t directly relate it to the changes being implemented. However, 

every single one of the interviewees mentioned the positive attitudes of the new management. 

The seven interviewees all mentioned how the top management is very supportive, visible, 

caring, and ready to listen to them as well as being open to new ideas. It is clear that Sigríður 

Björk seeks to be in personal contact with her employees, regardless of their position within 

the police department. This rhymes with the characteristics of servant leaders which includes: 

good listening skills, understanding, empathy, supporting their followers and caring for their 

needs (Greenleaf, 1977). They believe that organizational goals will be achieved through 

growth, development and general wellbeing of employees (Yukl, 2002).  

Based on these results, it is safe to assert that the chief of the police department, 

practicing servant leadership, is a significant factor in increasing job satisfaction among 

employees. However, these results are contrary to the main findings of eight surveys which 

were conducted in different Icelandic organizations in the years of 2008-2012. Key findings 

showed that employees value the responsibilities and the practice of servant leadership among 

their next supervisor (Gunnarsdóttir et al., 2013). It is evident that women within the 

Reykjavík police department, value the management and leadership styles of the top 

management, especially the leadership characteristics of Sigríður Björk, however the middle 

managers and other supervisors seem to have not yet adapted to the practice of servant 

leadership. Kotter (1996) talked about fundamental errors when implementing changes in 

organizations, where he states that many fail to create a powerful coalition. Therefore, it is 

important that everyone in the Reykjavík police department adapt to these new management 

and leadership styles.  

The characteristics of servant leaders has much in common with Herzberg’s duality 

theory. Herzberg’s theory is based on employees’ growth and development by motivating 

them to use their talents, which will lead to increased productivity and job satisfaction 

(Herzberg, 1987). As mentioned earlier, Herzberg believed that by motivating intrinsic 

factors, it would lead to increased job satisfaction. He suggested that intrinsic motivation and 

encouragement arise from work itself, and the desire to grow and develop, and be respected 

and responsible as well as to succeed (Herzberg, 1987; Sigrún Gunnarsdóttir and Birna 

Gerður Jónsdóttir, 2013).  

Motivating employees is also a part of servant leadership (Sigrún Gunnarsdóttir and Birna 

Gerður Jónsdóttir, 2013). The seven interviewees all talked about lack of motivation and 



encouragement from supervisors. It is clear that they are pleased with the motivation from the 

chief of the police department, however it seems to be important to encourage middle 

managers and other supervisors to adapt to the practice of servant leadership, as mentioned 

earlier.  

 

4.4 Organizational culture 

Six out of seven respondents talked about the organizational culture being a major obstacle in 

the change process. Sigríður Björk, the chief of the police department, talked about the deep 

rooted culture of hierarchy being the biggest challenge in the change process of the 

organization. Today organizations are forced to change, in consistency with external factors, 

such as globalization, technological advances and political issues. By successfully coping 

with these changes, organizations must have an adaptable culture as well as value meeting 

their constituents’ needs (Bass, 1999). Greenleaf (1978) talked about three types of power: 

coercive power, manipulative power and persuasive power. In his opinion the only justifiable 

power is persuasive power. He did not consider coercive power to be justified in any way as it 

is contrary to human nature. Furthermore, he stated that coercive power leads to demolition of 

individuals, and those who use it are responsible for the negative effects of it (Greenleaf, 

1978). 

A research conducted in 2013 indicates that the culture of the Icelandic police force is 

very male dominant. The organizational culture is very male oriented and the atmosphere 

towards women is negative (Finnborg Salome Steinþórsdóttir, 2013). Hofstede (1980) 

determined three dimensions of culture, masculinity being one where success is defined in 

terms of assertiveness, ambition and challenge rather than caring and nurturing.  

One of the respondent stated that it was much harder for women to get accepted within 

the organization than men, women had to become “one of the guys” to be accepted.  

Even though the women described the culture as being male oriented they talked about 

pleasant working atmosphere and organizational climate. Organizational culture is closely 

related to organizational climate, but there are some differences between the two. 

Organizational climate is thought to be a perception of how organizations deal with its 

employees, or members, as well as the environment. Moreover, it develops particularly from 

internal factors, primarily under the influence of the managers (Ostroff and Schmitt, 1993). 

Whereas organizational culture develops from a broad range of both internal and external 

influences, which is argued to be beyond managerial control (Alvesson, 1991).  



It is likely that the women have become impervious to the culture of the organization 

since it is deep rooted and has always been like this. It is clear that the culture has to change in 

order for the transformation to succeed. It is also important to get everyone onboard in the 

change process, and deal specifically with any resistance towards it. Kotter (1996) mentions 

the importance of anchoring changes firmly in corporate culture.  

5 Conclusion 

It has been very educational and interesting to examine the change process of the Reykjavík 

police department.  The changes being implemented are major, especially considering that the 

organizational culture is deep rooted and has always been dominated by men.  The main aim 

of the research was to examine women’s attitudes towards the changes being implemented in 

the Reykjavík police department, and what effects it has had on their job satisfaction, their 

work as well as the working environment. The changes have received considerable attention 

and some have argued that there are communication problems within the organization. Now 

that a women serves as the chief of police for the first time, one wonders if the negative media 

attention is related, to some extent, to the deep rooted traditions of hierarchy where men have 

grown attached to lead. 

With the main problems in the change process being related to cultural issues within the 

organization,  I would recommend implementing both short- and long term plan that moves 

towards a new vision which will hopefully lead to cultural changes. It is safe to assume that it 

is difficult for organizations to implement changes when it faces cultural problems since the 

culture is often the key to organizational success. It is important that they develop a vision, 

create a model for the change process as well as reward changes. In order to gain creditability 

and support from their employees, they should build up coalition from the ground up, for 

example through the eight steps of Kotter, as mentioned earlier in this dissertation. It is also 

essential that middle managers and other supervisors adapt to the new management and 

leadership style in order for the changes to succeed. Especially, due to the fact how much the 

interviewees in this research appreciate the new leadership style of the chief of the Reykjavík 

department.  

In the future, when the effect of the changes have become more apparent, and employees 

within the Reykjavík police department have gotten used to them, It would be interesting to 

conduct a similar research. It would also be interesting to explore the attitudes of men towards 

the changes, as well as mangers attitudes and their abilities to ensure the continuation of the 

changes within the organization.  



Even though this study gives a good insight into the change process it has its limitations. 

One of the limitations is that because the views of women were only explored, it only gives a 

limited insight on the broad aspect. Also, as with all interviews, interviewees may not give 

truthful answers and tell you how they really feel.  
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