
Running head: RETAINING MILLENNIALS    

 

 

 

MSc in Human Resource Management and Organizational 

Psychology 

 

 

How to retain Millennial employees in Iceland? 

The case of entry-level employees at Domino’s Iceland 

  

   

 

 

 

 

 

May, 2018 

Student: Vilborg Lárusdóttir 

Social security number: 030789-3269 

Supervisor: Katrín Ólafsdóttir  



RETAINING MILLENNIALS  2 

 

Abstract 

In the year 2017, Domino‘s in Iceland had high turnover rates, which is costly 

for the company. Their employees are mainly from the Millennial generation and 

Generation Z. Knowing how to retain the individuals from those generations is therefore 

vital in order to reduce expenses from high turnover rates, and also so that they do not 

loose experienced workers. Both the Millennials and Generation Z are entering the 

workforce and therefore, knowing their preferences and needs, in regards to their work 

life, is becoming an important aspect for employers. Employees who find their needs 

well met have higher job satisfaction, and job satisfaction is highly correlated to 

turnover rates. Therefore employees with higher level of job satisfaction are less likely 

to leave the company. By analysing what makes employees from those generations 

more satisfied with their job, and by adressing the issues that arise from tha analysis, 

could make it possible to reduce turnover rates. 

The research question will therefore be „How to retain Millennials working for 

Domino‘s in Iceland?“. To answer the research question, a survey was sent out to 

employees of Domino‘s in Iceland. The survey touched upon aspects regarding job 

satisfaction and employees happiness in the workplace. The research showed that the 

main factors that contribute to the happiness of the generations working for Domino‘s 

are: Morale in the workplace, wages and benefits, and their closest supervisor. The 

factors that the generations considered not to be well met by Domino‘s were; the 

workload, feedback from supervisors, and diverse job tasks.   

 

Key words; Millennials, Generation Z, retention, generations, and job 

satisfaction.  
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 Útdráttur  

Á árinu 2017 var starfsmannavelta hjá Domino‘s á Íslandi mjög há en slíkt getur 

haft mikinn kostnað i för með sér fyrir fyrirtækið. Flestir sem vinna hjá Domino‘s á 

Íslandi eru einstaklingar sem tilheyra aldamótakynslóðinni og Z kynslóðinni. Til þess að 

draga úr kostnaði tengdri starfsmannaveltu og til þess að halda í reynslumikið starfsfólk 

er mikilvægt fyrir Domino‘s að vita hvernig það getur betur komið til móts við þessar 

kynslóðir. Kynslóðirnar tvær eru að taka sín fyrstu skref á vinnumarkaðnum og því er 

gagnlegt og jafnvel nauðsynlegt fyrir fyrirtæki að vita hvað þessum starfsmönnum þykir 

mikilvægt og hverjar þarfir þeirra til vinnu eru. Einstaklingum sem þykir þörfum sínum 

vel mætt eru að jafnaði með hærri starfsánægju en sterk tengsl eru á milli starfsánægju 

og starfsmannaveltu. Þeir einstaklingar sem meta starfsánægju síma mikla eru ólíklegri 

til að hætta að vinna fyrir fyrirtækið. Með því að greina þá þætti sem auka starfsánægju 

þessara kynslóða og betrumbæta þá, væri hægt að draga úr starfsmannaveltu. 

Rannsóknarspurning þessa verkefnis verður því „Hvernig má halda 

aldamótakynslóðinni í starfi?“. Til þess að svara þessari spurningu var sendur 

spurningalisti á starfsmenn Domino‘s á Íslandi þar sem kannaðir voru þeir þættir sem 

hafa áhrif á starfsánægju og viðloðun starfsmanna. Niðurstöður sýndu fram á þrjá þætti 

sem hafa mest áhrif á það að starfsmaður sé ánægður með starfið sitt en þeir eru: 

Starfsandinn, laun og kjör, og næsti yfirmaður þeirra. En þeir þættir þar sem fólki af 

þessum kynslóðum þótti ekki vera komið nægilega vel til móts við sig og þarfnast því 

úrbóta voru: Vinnuálag, endurgjöf (feedback) frá yfirmönnum og fjölbreytt verkefni  
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Introduction 
In the year 2017, Domino’s in Iceland had an average turnover rate of 77% (Snorri 

Jónsson, personal communication, April 12, 2018). The turnover rate, indicates, how 

often over the year an employee has to be replaced (Mondy & Martocchio, 2016). This 

massive turnover is very costly, not to mention that the company may be losing 

competitive advantage with every skilled employee that leaves the company. The 

researcher has been working for the company for many years and is aware of this 

problem. Further on, the researcher is also aware, that employees of Domino’s are 

rather young. Numbers from the company showed that 95% of their employees are 

younger than 30 years old (Snorri Jónsson, personal communication, April 12, 2018). 

The topic of how to retain younger employees is therefore vital for Domino’s to reduce 

this massive turnover. For that reason, the main research question will be “How to 

retain millennials working for Domino’s in Iceland?”. 

Domino’s in Iceland 

The research presented in this thesis was done in co-operation with Domino’s in 

Iceland, therefore a brief introduction to the company is essential to understand the 

company and its need for this kind of analysis. Domino’s is a pizza company in the fast 

food industry in Iceland. It has been operating in Iceland since 1993 and, along with 

running 23 stores throughout the country they also have a commissary, a large call-

centre, and head offices. Today their total number of employees exceeds 700. It is a 

franchisee of Domino’s Corporation in the USA but is run separately from the 

corporation. Domino’s in Iceland wants to be a leading company in the fast food 

industry, and their main goals are quality, image, and service that provides customer 

satisfaction (“Um Domino’s,” n.d.). 

The main operation of Domino’s is making pizzas for customers, that involves 

receiving orders, making the pizzas and handing them out to the customers. The call 

centre of Domino’s in Iceland handles the registration of orders from customers. Service 

representatives and shift managers are employed in the call centre. In the stores there 

are as well, service employees taking orders at the front counter and handing out orders 

to customers. Then bakers create the pizzas and cut them after they are out of the oven, 

and if ordered as a delivery, the drivers make sure that the pizza gets safely to the 

customer. Shift managers are a bit more advanced and are capable of managing every 

task within the store and sometimes go for deliveries as well. Assistant store managers 

and store managers are in charge of the store, capable of managing all tasks within the 
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store and are responsible for the daily operations of each store (Petra Marteinsdóttir, 

personal communication, April 29, 2018).  

 Domino’s in Iceland has agreed to collaborate in the making of this research and 

provide information vital for the process. One of the vital parts of Domino’s employee 

policy (Appendix A) is diligence and loyalty. They hope that they can create a long-

term relationship with their employees, but at the moment that does not seem to be 

effective. The majority of their workforce is from the millennial generation, and 

therefore, this research provides them with information on how to accommodate this 

generation so that the long-term relationship might be established. Information sharing 

and training is another part of their employee policy (Appendix A). The training process 

has just recently been re-evaluated, and a great emphasis has been on providing the right 

training in a timely manner. It includes getting new team members into a new-team-

member orientation lecture before they start working in the store. Having a good 

overview of the training and tracking the status of the courses each team member has 

attended would be so much easier and effective if the turnover were lower. Therefore, 

this research could contribute to the effectiveness of the training. Not to mention, if the 

results from the surveys would suggest some improvements that could be done 

regarding the training material or changes regarding processes within the company, that 

millennials would prefer or relate to (Domino’s Iceland, 2017).  

Staffing and turnover 

 For an organization to build a workforce, it uses staffing, a term that involves, 

planning, recruiting, selecting, employing and retaining employees. The organizational 

workforce is also called, human capital, and provides the organization with knowledge, 

skills and abilities to use on the job. Those factors are valuable to the company since 

they contribute to the organizations outcomes, such as profitability, customer 

satisfaction, and market share. Those factors can also create a competitive advantage for 

the company, where they can offer services not attainable elsewhere, and that affects the 

financial position of the company. Staffing is a critical function that contributes to the 

organization’s effectiveness. Labour costs are often the greatest expenses of the 

organization, and bad staffing decisions can lead to employees leaving the organization 

sooner than intended, and replacing that person is costly as well. It involves financial 

costs including the time of the human resource department, other costs as lost or 

unacquired clients, replacement costs such as orientation program cost, and training 

costs. Retention systems are intended to avoid the voluntary-avoidable turnover, a 
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situation when employees leave the organization for another job that offered “greener 

pastures”. Some outflow of employees is unavoidable and perhaps useful to the 

organization, but excessive turnover is costly, and the company might lose critical talent 

by losing an employee, and that can be hard to replace. In the end, greater retention of 

employees means less staffing, so retention management compliments staffing 

programs. Organizations need, therefore, to map out why employees are leaving, why 

they might leave, and find out ways to accommodate them better. With this tailor-made 

information the organization can create a retention strategy that meets employees’ needs 

better. This would lead to less turnover, reduce the amount of time that goes into 

staffing, and eventually increase the effectiveness of the organization. Employees’ lack 

of job satisfaction is a strong predictor of voluntary turnover, knowing what affects 

employees’ job satisfaction is therefore vital information for an organization, in order to 

retain their employees (Heneman, 2015).  

Generations in the Icelandic workforce 

 Today the majority of the workforce in Iceland is composed of a few 

generations including the growing number of Millennials, a generation that is born in 

the early 1980s to mid-2000s (Noe, 2016). A few definitions of what defines a 

generation seem to be prevalent, but birth years, age, location, and significant life events 

are all factors in defining a generation. Definitions also seem to be fluctuating in regards 

to who should be in the millennial generation, most agree on the starting year being 

1980, but the time that a new generation starts differs a bit based on what literature is 

read. In this research the millennial generation will be identified as the individuals born 

between 1980 and 1997. (Barford & Hester, 2011). 

Millennials are entering the workforce and, therefore, it is becoming vital for 

managers to know how to retain them at work. On the 1st of January 2018, the number 

of Millennials in Iceland was 93,468, that is persons born from 1980 until 1997. If we 

add up the individuals from the next generation, Generation Z, who are 18 years or 

older, and include only those who are 18, 19 and 20 years old, then they are 14,091. 

Then those two generations of independent individuals allowed to work are 107,559. 

Generation X, born from circa 1960 until 1980 (Noe, 2016), were 88,379 persons on the 

same date, so Millennials outnumber them by 5,089. Baby boomers is the generation 

preceding Generation X, are born from approximately, 1940 until 1960 (Noe, 2016). 

The population of Baby boomers in Iceland is 58,723, showing us that they are certainly 

the minority generation in the workforce (Hagstofa Íslands, 2018).  
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Most pension funds in Iceland start paying the retirement pension when people 

reach the age of 67 (“100/2007,” n.d.). If it is assumed that everyone in Iceland retires at 

the age of 67, the population of the workforce comprised of Generation X and Baby 

boomers would be 121,871. This shows that these two generations in the labour market 

only outnumber Millennials and Generation Z by 14,312.  

Table 1 

Number of individuals in the labour market from each generation in Iceland 

  Number   Total 

Generation Z 14,091 

> 107,559 

Millennials 93,468 

Gen X 88,379 

> 121,871 Baby 

boomers 58,723 

It should be noted that, these calculations do not consider the unemployment rate 

in Iceland, those with disabilities and unable to work, or those who continue working 

after the age of 67. It does however, show that Millennials are the majority of the 

workforce in Iceland compared to other single generations. For this reason, it can be 

assumed that researching the needs of Millennials in Iceland, regarding the jobs they 

have, could be helpful to many companies. If the turnover rate for a company is high 

and many of its employees are individuals from the Millennial generation. It is 

important for them to find out if they differ from any other generation and if there is a 

difference it is essential to find out, how they differ, how the difference is bet described 

and how the special needs of the generation can be met.  

Research questions 

The aim of this research is to create an understanding about which factors or 

aspects of a job Min Iceland value, and how or if that might affect their retention. This 

question will be answered by an analysis of answers from a survey sent to employees of 

Domino’s in Iceland.  

The research questions will be: How to retain Millennials working for Domino’s 

in Iceland? 

Even further, by an analysis of the answers from the survey, following questions will be 

answered. 
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• How do Millennials differ from other generations? 

• Is there a congruence between the factors where needs are perceived to be well met, and 

the factors that are important in contributing to happiness at work? 

• Does job tenure affect which factors are important in contributing to happiness at work? 

• Is there a difference in opinions of Millennials based on gender? 
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Literature review 

 Mondy & Martocchio (2016) define human capital as referring to “sets of 

collective skills, knowledge, and ability that employees can apply to create value for 

their employers” (p. 31). It can further be stated that employees that possess certain 

skills create competence and profits for the company they work for (Josan, 2013). 

Employee turnover rate indicates how many times over a year an employee has to be 

replaced. Having some turnover is good for the company and brings in new knowledge 

or career opportunities. But excessive turnover rate can be costly for companies who 

have to replace the former employee, and train a new person into the job (Mondy & 

Martocchio, 2016). Additionally, to the turnover of employees, there are also people 

retiring from the workplace. As explained earlier, the generation of Baby boomers is 

retiring from the workforce and being replaced by the Millennials. Understanding 

generational differences is therefore becoming a more important component for 

companies in order to learn how to motivate and retain those Millennials, and therefore 

create job satisfaction and maximise mutual benefits. To shed a light on those 

generational differences, job satisfaction and motivational theories will be introduced, 

then generational differences will be explained and, finally, global trends in human 

resources will be presented.  

Job satisfaction 

 The feelings that a persons has towards his job is often referred to as Job 

satisfaction (Robbins, 2005).  In other words, it is employees’ attitudes towards the job. 

Employees that perceive their needs to be met have higher job satisfaction. Job 

satisfaction is one of the most important factor in organizational behaviour, and with 

higher job satisfaction increases the likelihood of the employee to hold a positive 

attitude towards work and become committed to the organization they work for (Sarwar 

& Abugre, 2013).  

Job satisfaction has been linked to motivation, in that, employees need to be 

satisfied with their job to feel motivated, and those who are more satisfied with their job 

experience higher level of motivation (Mullins, 2013). In fact many studies link 

motivational theories to job satisfaction (Yang, Wan, & Fu, 2012). But job satisfaction 

is difficult to measure and there are many factors affecting job satisfaction and 

motivation. The factors affecting job satisfaction can be divided to; Individual factors, 

such as personality and education, social factors as relationships with co-workers, 

cultural factors, organizational factors like the size of the company and nature of work, 
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and environmental factors that link to the economy, social, and governmental 

influences. There are as well other specific factors that can affect both motivation and 

job satisfactions, as will be described later in the discussion on motivational theories 

(Mullins, 2013).  

Job satisfaction and turnover rates are highly correlated, the more satisfaction 

the less turnover rate. This indicates that when employees are not satisfied with their 

job, it leads to higher turnover rates. Hence, lack of job satisfaction leads to higher 

turnover rates (Mullins, 2013). Employees with higher job satisfaction, are less likely to 

consider leaving the organization, and less likely to leave permanently (Bandura & 

Lyons, 2014). When employees expectations towards the job are met it leads to higher 

job satisfaction and can reduce turnover (Yang et al., 2012). Reducing turnover in the 

hospitality industry has been a topic of discussion for quite some time and in the 

discussion, there has been mentioned the need to retain talented employees since 

employee turnover has an impact on organizational performance (Deery & Jago, 2015). 

Having to replace a talented employee is costly, and can as well affect customer 

retention and profitability. Heskett, Jones, Loveman, Sasser, & Schlesinger, (2008), 

presented the Service-Profit-Chain, which emphasises, that in order to gain profit, a 

company needs customer loyalty. The loyalty of a customer is gained through customer 

satisfaction, and that is influenced by the service offered to the customer. By this 

assumption it can be stated, that profitability stem from, satisfied, loyal, and productive 

workers. Khalilzadeh, Chiappa, Jafari, & Borujeni, (2013), also state the same, that, by 

increasing employees job satisfaction, it is possible to increase customer satisfaction 

and service quality.  

 With job satisfaction being one of the most important factor in organizational 

behaviour, and an indicator of whether the employee has intentions to leave the job, or 

not (Sarwar & Abugre, 2013), it is important to find out how to engage Millennials and 

analyse their preferences in order to retain them (Deery & Jago, 2015).    

Motivational Theories 

 Organizational culture, climate in the workplace, personal needs and self-

satisfaction are factors that have been considered to affect job satisfaction negatively. 

Further on, job stress and work-related depression can have harmful affects on job 

satisfaction and impact employees intention to leave (Yang et al., 2012). Motivating 

employees and encouraging behaviour that supports their happiness in the workplace is 
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important and motivational theories will be introduced to gain an insight on how it is 

possible to influence employees’ behaviour.  

“Motivation concerns the conditions responsible for variations in intensity, 

persistence, quality, and direction of ongoing behaviour.” (Landy & Conte, 2013). This 

indicates that if we know which conditions motivates people we are able to influence 

their behaviour. In 1943 Maslow’s need Theory came forth (Landy & Conte, 2013), 

indicating that the environment could be a factor that influences an individual’s 

motivated behaviour. His need theory proposed five levels of needs that act as drives of 

behaviour. When the first level would be fulfilled the individual would seek to fulfil the 

need on the next stage. Those five stages are first, physiological needs, security needs 

second, love or social needs, esteem needs and, finally, self-actualization needs. This 

indicates that individuals need to be secure in their physical world before being able to 

focus on social needs (Landy & Conte, 2013). Critics regarding Maslow’s need theory 

relate to his emphasize on needs, and that he did not take into consideration the 

cognitive process involved in fulfilment of those needs (Sarwar & Abugre, 2013). Many 

variations have been formed based on Maslow’s need theory, one of them was 

Herzberg’s two-factor theory (1966) (Landy & Conte, 2013). He suggested that the 

needs were based on two levels, not five as Maslow proposed. One of them being 

hygiene needs and, the second, motivator needs. The hygiene needs involve such things 

as job security, wages, and physical working conditions. Development, personal growth 

and recognition are all motivational factors. Herzberg indicated that the hygiene factors 

could not lead to job satisfaction but, if they would not be fulfilled, they would lead to 

job dissatisfaction. The motivational factors, on the other hand, could mean job 

satisfaction was fulfilled, but would not create job dissatisfaction when not fulfilled, just 

a lack of job satisfaction (Herzberg, Mausner, & Snyderman, 1993). But with both 

Maslow’s need theory and Herzberg’s two-factor theory it was hard to figure out what 

they would predict, as they do not involve an individual’s concepts of expectancy, 

evaluation, or judgement, and therefore they have not been widely used (Landy & 

Conte, 2013).  

 Skinner’s reinforcement theory has provided valuable information’s on 

behaviour. Skinner stated that behaviour could be reinforced. That could be done by a 

stimulus, response, and a reward, and that the reward would be most effective if the 

person did not know whether it was coming or not. An example of this would be a year-

end performance bonus where employees are rewarded, by a surprise, for a job well 
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done. Vroom’s VIE Theory (1964) stated that the individual was a rational being. It 

included three factors: valence, instrumentality, and expectancy, and that the person 

needed to estimate the probabilities associated with those factors. When applying this to 

an employee, valence meant that the employee needed to be offered, or see some 

attractive benefits. When that was clear the employee needed to be aware that high 

performance was associated with the outcome. But the expectations needed to be real 

and the employee needed to see that they would be able to do it and gain the benefits. 

The individual has to rationalize whether the gain is worth the effort, and if they are 

capable of doing it. For example, offering an employee a job development or a 

promotion, would mean that the employee would have to perform in a certain way, 

show that he is hardworking, and the promotion is his. With the promotion come higher 

wages, but at the same time more workload, and overtime hours. The employee would 

then have to rationalize whether it is attainable and worth the effort. Another popular 

motivational theory which looks at cognitive thinking, is Adams Equity Theory (1965). 

The equity theory, like Vroom’s VIE theory, expected individuals to evaluate their 

position. In accordance with their and other’ inputs and outputs. Adams expected 

individuals to seek balance, that was applicable to the workplace as well. An individual 

would consider if his input to the work was equal to what he was gaining from the 

work, and then compare it to others in the workplace. If the employee perceived his 

input and output the same as others in the workplace, then he would be content. But if 

he would find out that someone is getting a higher hourly rate than he has for the same 

job, then he would be dissatisfied and take action to change that state. Either by asking 

for the same wages, or reduce his input so that the state of equity could be reached again 

(Landy & Conte, 2013). 

 Locke (1968) introduced the goal-setting theory and was one of the first to link 

goal setting to motivation by using person-as-intentional approach. The theory involved 

the thinking that the persons would perform better by setting themselves a specific and a 

difficult goal, rather than working by “do your best” practice. The goal would then act 

as a reward that the employees would try their best to reach and use specific ways to 

reach that goal. When the goal had been reached, or if the method did not prove useful 

the person would apply a feedback loop. The feedback loop indicates that the person 

learned from the effort of trying and would try different methods the next time if those 

used at first did not work out for him. This feedback loop is associated with control 

theory where adjustment of behaviour is used to gain the desired outcome. The goal-



RETAINING MILLENNIALS  18 

 

setting theory has become a very popular motivational theory and is widely used today 

as an approach to work on motivation (Landy & Conte, 2013).  

 The changing work environment, with teams, technology, globalization, and 

multicultural environments, might be an aspect that motivational theories have not yet 

addressed. Not only is the environment changing but the workers are too. Generational 

differences have been known before and will continue to evolve. People born at a 

similar time span experience similar life events at a similar age and that can form them 

and affect them, from early childhood. Experiencing similar life events at a similar age, 

places individuals in a “life event” pool with many others. This is likely to influence 

their values, and their motivations, and create differences from former generations 

(Landy & Conte, 2013). The next chapters will elaborate on those generational 

categories, the differences between them and provide explanations on how those 

differences evolved.  

Baby Boomers 

 Baby boomers are the generation born from 1940 until 1960. They were raised 

in a post-World-War II economy, they were full of optimism, believed they could do 

anything, and make the world a better place (Cahill & Sedrak, 2012). Their parents 

raised them with work ethics of loyalty and hard work that would bring them the career 

that they wanted, and that made them believe in lifelong employment (Festing & Lynn, 

2014). Therefore, Baby boomers were willing to work long hours and sacrifice their 

family life in order to reach their goal. Boomers also had to struggle and work hard to 

exceed others from their large generation, and that gave them a competitive spirit. Baby 

boomers have also been called “the Me Generation” since they have had to sacrifice 

some things to achieve the work career that they wanted (Cahill & Sedrak, 2012).  

Generation X 

 Born from 1960 -1980 and raised by Baby boomers, generation X grew up with 

parents working a lot from home and, therefore, emphasize work-life balance much 

more than Baby boomers ever did (Festing & Lynn, 2014). They experienced high 

divorce rates and an unstable economy, making them more sceptical, both towards 

relationships, and organizations. This resulted in the generation being resourceful and 

independent, but also less loyal to organizations (Cahill & Sedrak, 2012). This 

generation grew up with technology changes like the internet and personal computers, 

and are therefore more comfortable with changes and adapting to new technology 

(Festing & Lynn, 2014). Generation X became highly educated, and favoured 
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performance related rewards rather than benefits because of tenure, resulting in higher 

turnover rates than had been seen from the boomer generation (Cahill & Sedrak, 2012).  

Millennials 

 The millennial generation was born between approximately 1980 and mid-2000. 

The generation was raised alongside massive technological changes and the rising of 

social media. The millennial generation therefore is quite used to multi-tasking and 

feedback (Cahill & Sedrak, 2012). They also grew up with regular school assignments 

that resulted in constant feedback, so that when they started working, they expected the 

constant feedback that they were used to receive (Thompson & Gregory, 2012). The 

school system also paced emphasis on teamwork and through social networking and 

technology, Millennials have become fond of that way of thinking. It might be said that 

teamwork is embedded in their thinking, and team orientation and community thinking is 

one of their values. Linking to that is the concept of Corporate Social Responsibility, 

which they care about. Millennials want to be a part of a higher purpose that gives value 

to the community. Working for a company that emphasizes social responsibility gives 

their job an added value and a feeling of a higher purpose. Millennials want to do 

meaningful work and they want their voice to be heard. That might stem from the way 

they were raised. Parents of Millennials are often called “helicopter parents” since they 

always glided in when their child was in trouble. It has been inferred that parents of 

Millennials were over-protective and praised their children at any opportunity. Prizes 

were given not only to those who won a competition, but also all of those who 

participated. Those prizes, and the over-protection has led to the thinking that if a 

millennial does not receive feedback he has done something wrong (Cahill & Sedrak, 

2012).  It also has led to a high self-esteem, and Millennials work hard to achieve their 

objectives (Thompson & Gregory, 2012). But working hard does not mean working long 

hours, Millennials value work-life balance, and technology has made that easier for them. 

They are capable of working from nearly anywhere, as long as they have internet 

connection (Deal, Altman, & Rogelberg, 2010). So, it is not a question of working at a 

place at a certain time, it is about finishing a certain task at a time suitable to you 

(Thompson & Gregory, 2012).  

Millennials accustomed to technology have also been thought of as needing 

instant solutions, since solutions are all around them, and their fast-paced schedules 

indicate that they need to be busy to be happy (Cahill & Sedrak, 2012). Lastly, Millennials 

seem to value loyalty less than the previous generations. They are accustomed to 
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switching jobs and are unlikely to remain with the same employer for all of their careers. 

This might come from the effects of the recession in 2008, where companies had to reduce 

their headcount, and older, loyal, employees as well as the younger, were shown the door, 

regardless of how long they had stayed with the company. The psychological contract, a 

subjective contract of mutual beliefs and informal obligations, between employee and 

employer had been broken just at the beginning of the Millennials’ careers (Thompson & 

Gregory, 2012). Figure 1 presents key words that describe Baby boomers, Generation X 

and Millennials, and shows the generational differences compactly.  

Baby Boomer Gen X Millennial 

Values individuality Self- reliant Image conscious 

Driven by goals for 

success 
Highly educated 

Need for feedback and 

reinforcement 

Work ethic = hours 

worked and monetary 

rewards 

Questioning Values instant gratification 

Believes in teamwork Most loyal employees Idealist 

Emphasizes relationship 

building 

Wants open 

communication 
Team-oriented 

Expects loyalty from co-

workers 

Respects production over 

tenure 

Wants open 

communication 

Career = identity 
Values control over his or 

her time 

Searches for others who 

will help him or her 

achieve his or her goals 

Wants work-life balance 
Invests loyalty in person, 

not in organization 

Wants job that is personal 

fulfilment 

 Risk averse 
Searches for ways to shed 

stress in his or her life 

  

Racial and ethnic 

identification less 

important 

 

Figure 1, The Generational Workforce Characteristics (as cited in Cahill & Sedrak, 

2012) 
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 Accommodating millennials. Millennials are posing a new challenge to 

employers and that is partly caused by their dissimilar values and drives, in comparison 

to other generations. Offering Millennials higher pay may be enough to attract them, but 

it will not retain them, since there are other factors that affect job satisfaction more 

heavily. Employer-driven practices, irregular schedules, and industry standards are some 

of the factors that seem to drive Millennials away from the workplace. While factors like 

diverse job tasks, mentoring, and smaller establishments seem to please Millennials. They 

seem to be re-evaluating the worth of working long hours and receiving rewards, and 

consider the effects it has on themselves, their families and society (Campione, 2015). It 

has further been stated that the advantages that the Millennials possess over other 

generations have to be put into use so that they feel the fulfilment of the job. Using their 

advantages, such as in technology and social networking, celebrating their diversity and 

relationships, and finding solutions to how they can solve their work-life balance issues, 

could be crucial in getting them to stay (Bannon, Ford, & Meltzer, 2011).  

One of the main issues is recognising generational differences. Leaders within a 

company need to adopt management styles that fit their young employees. Developing a 

transformational leadership style might prove valuable in regards to the millennial 

generation. This style involves coaching, mentoring, developing, and providing feedback 

to employees, and those factors seem to be in accordance to the values of millennials 

(Thompson & Gregory, 2012). Emotional intelligence of leaders might also be a topic to 

address. Emotional intelligence involves recognizing your own generational biases and 

values and learning about different perspectives of other generations. When the emotional 

intelligence of a leader is high, they are more likely to be able to tackle issues based on 

generational differences (Cahill & Sedrak, 2012).  

 For people to work more efficiently with Millennials, Karl Moore (Moore, n.d.) 

provided five ways. He came to this conclusion of five factors by interviewing 300 

Executives in North America, Europe and Asia. This approach would be considered as a 

top-down approach where the understanding of the topic is gained from supervisors’ 

perceptions of the phenomenon. In this research, a bottom-up approach will be used, 

where the understanding of the phenomenon is gained from the individuals themselves. 

Karl Moore’s approach will be described in the following chapter to provide insights on 

the topic of the needs of Millennials, and results from this research will be compared to 

his conclusion later in the thesis. The factors of Karl Moore’s analysis are as follows:  
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1. Privilege All Voices, Millennial seem to not think of just one explanation, but 

rather that all opinions should be heard. Active listening could therefore be a 

valuable trait for a leader so that Millennials feel that their opinions are heard and 

respected.  

2. Feedback as mentioned before, and, again, by Karl Moore, is that one of the most 

important part in accommodating Millennials is to provide feedback to them. 

Feedback is what they have become accustomed to, and need it regularly, so that 

their motivation is driven forth to the next assignment. A part of the feedback is 

also to receive their feedback.  

3. Mentoring is the third factor, a two-way process where the leader gives feedback 

and information to the subordinate, but, in the same process, receives feedback, 

information and input from the subordinate. This links both to the millennial’s 

want for feedback and also their need to be heard.  

4. Greater purpose as mentioned earlier. Karl Moore sees this as a special trait of 

the millennial generation and a factor that needs to be addressed. Giving 

Millennials the feeling of purpose for attending to a specific job, increases the 

likelihood of them staying. They become loyal to the purpose of the job and 

willing to fulfil a higher meaning by attending to it. 

5.  Authenticity, is required and the leader needs to be authentic. Millennials relate 

to emotions, so if the leaders are true to themselves amongst their subordinates, it 

builds up trust between them. By being authentic, the leader leads by example, 

and that is a characteristic that Millennials would like to follow (Moore, n.d.).  

Generation Z 

Generation Z, often called the “iGen”, is the generation that succeeds the 

millennial generation. Individuals belonging to the Generation Z are born between 1997 

and 2011. They are the newest generation to be entering the workforce. The oldest of 

Generation Z have therefore already accessed the labour market, and they will be 

entering it fully in the years to come. Therefore, it is vital to explain their generational 

differences and, perhaps, analyse their perspectives, if it can be found based on the 

results of this research. Generation Z is the first generation unable to remember the 

world without technology, and most of them do not remember a life without the 

internet. They are, therefore, really quick in gaining and understanding information, and 

bringing the strength of technological fluency to the labour market. Diversity is their 

reality, they have a strong perception of social justice, and expect diversity in regards to 
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culture, race, sexuality, ability, and gender. Learning from the mistakes that Millennials 

have made on social media, Generation Z prefers private social networks, which might 

also indicate their preferences in daily life. They are, perhaps, keener on accepting 

opportunities for advancement rather than rewards or perks. Generation Z seems to be 

more attracted to entrepreneurship than former generations. Giving them a sense of 

agency at work, offering them autonomy and opportunity to become innovative, could 

encourage them to reach their goals. Even though Generation Z is really technically 

efficient, they seem to prefer in-person communication. Providing them with feedback 

is just as important as providing feedback to Millennials, if not more important, but 

individuals from Generation Z prefer to receive their feedback face to face with a 

person, not digitally. In America, Generation Z outnumbers Millennials by over a 

million, so considering the function of this new generation might be worthwhile in the 

years to come (Lanier, 2017).  

Global trends 

Looking at today’s main challenges in human resources, they seem to be linking 

to the entrance of a new generation to the workforce, the millennial generation. 

Deloitte’s research on Global Human Capital Trends 2016 (Bersin, Geller, Wakefield, 

& Walsh, n.d.) analyses ten key trends affecting the human capital of organizations on a 

global level, and organizations’ readiness to respond to those trends. Further on the 

research identifies main aspects that matter the most to Millennials.  

One of the trend that was included in the research was “Engagement”. This 

category involves engagement from employees and their retention. To organizations, 

engagement seems to be one of their key challenges and 85% of the respondents 

reported the focus on this category to be important, or very important. One of the main 

focuses and challenges relating to engagement is the millennial generation. This 

generation seems to be less loyal to organizations, and companies compete against each 

other to attract and retain talented Millennials. In order to retain people, it is vital to 

know how engaged they are, and there has been a shift towards feedback-based 

approach. This would mean using platforms for employees to provide feedback to their 

employers on how to better accommodate them, so that they become more engaged, and 

increase the likelihood of them staying longer with the company (Bersin et al., n.d.).  

 In Deloitte Global Human Capital Trends of 2017 (Walsh & Volini, n.d.), the 

same themes seems to be rising, except now the emphasise has shifted to look further at 

the work experience of the employee within the organization. There has been some 
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change regarding which categories would be on the top ten lists of the global human 

capital trend, and the names for the categories have been adjusted. Engagement is still 

on that list, now under the term: The employee experience; Culture, engagement, and 

beyond. There, the same consideration regarding the millennial generation is put forth, 

and it’s mentioned that their influence on today’s companies is growing. The demand 

on companies seems to be that employees need a productive, engaging, and enjoyable 

work experience. The focus now is on how this experience can be improved. One way 

to do that is an ongoing process of engagement from employees where they regularly 

answer pulse surveys and thereby provide constant feedback that allows Human 

Resources to understand their values and preferences at any given time and identify 

changes in those categories. Deloitte’s report presents five factors that contribute to a 

positive employee experience. These are, meaningful work, supportive management, 

positive work environment, growth opportunity, and trust in leadership. Each factor has 

four subunits that need to be considered in regards to the factor. Those units are, for 

example, autonomy, coaching, culture of recognition, training and support on the job, 

and mission and purpose. By addressing those five factors employers can address some 

issues and start building a way to a positive employee experience.  

 Many of the key trends that, according to Deloitte, seem to be human resources’ 

main issues today, harmonize with the main factors that the literature identifies as traits 

of Millennials. Millennials want their voice to be heard and, according to Deloitte, 

having frequent pulse surveys satisfies that need. They also want their work to be 

meaningful and linking to a higher purpose and Deloitte have identified that as 

contributing to a positive employee experience. Culture of recognition is a part of this 

employee experience, of these feedback is perhaps the strongest factor. Both the 

literature and Karl Moore’s results emphasize feedback as a millennial trait.  

Talent acquisition was another trend from the 2017 survey. It has been shown 

that now more than ever, jobs are changing rapidly, and with them, the skills needed for 

each job. Therefore, it is becoming more vital to find and retain those that have the 

talent to execute those jobs successfully. Talent acquisition is now considered the third 

most important challenge that companies face and using data and technology to attract 

and retain employees has become a high priority for companies. According to the 

report, stability, flexibility, and management style are the main aspects that matter the 

most to Millennials and addressing those issues could be the key to gaining their 

retention (Walsh & Volini, n.d.).    
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Conceptual Framework 

 The aim of this study and the thesis is to shed a light on, if and how it is possible 

for Domino’s in Iceland to better retain their millennial employees. The literature 

review guides the outlines of this thesis and creates an understanding of the topic. Then 

quantitative method is applied to assess opinions of employees regarding this topic, and 

their answers analysed to see which factors affect their job satisfaction and retention. 

The conceptual framework (Figure 2) is presented to describe the framework used for 

this thesis. Starting with the motivational factors, the subfactors are derived from the 

literature review and from questions in the workplace analysis, used by Domino’s. 

Those factors are considered to affect employees job satisfaction. But job satisfaction 

has been described as a multifaceted concept (Mullins, 2013) and therefore hard to state 

that these are the only factors affecting job satisfaction. Multiple Human Resource, and 

organisational practices can affect job satisfaction as well, so the possibility of extrinsic 

factors, other than those referred to as motivational factors, are considered to be an 

effect size in job satisfaction. Those extrinsic factors are not addressed by the survey 

nor the method used for this thesis. In the end, the framework shows the relationship 

between job satisfaction and employees retention. Which is the main objective of this 

study, to gain understanding of how to affect retention of millennial employees of 

Domino’s. 
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Figure 2, Conceptual Framework 
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Methodology 

The goal of this study is best described by the research question, “How to retain 

Millennials working for Domino’s in Iceland”. As previously stated, this will be done 

by analysing what factors or aspects of a job have the biggest effects on employees’ 

happiness at work. A survey was sent out to employees of Domino’s in Iceland, where 

aspects regarding retention were addressed. The research design used is an instrumental 

case study, where the analysis is based on a single organization with the intent to 

understand a broader concept; how to retain Millennials. This quantitative method is 

best suitable for this project since the intention is to reach out to employees of 

Domino’s in Iceland in order to get a broad understanding of the concept (Bryman & 

Bell, 2015). The results of this research will be compared to the literature that has 

already been put forth regarding this topic. 

The survey 

The survey was a self-completion questionnaire and was created by the 

researcher based on literature and research previously conducted by Domino’s. For 

employees of Domino’s, the survey has to be both in Icelandic and English since they 

employ foreign workers as well. Both surveys can be seen in Appendix B and C. 

The survey was a mix of closed and open questions. The closed questions were 

nominal and ordinal scaled questions. The closed questions make it easy for the 

respondent to complete and increase the researcher’s likelihood of comparing them to 

each other and to background variables. The closed questions don’t give the respondent 

much opportunity to give their opinion or think outside the box that has been created by 

the researcher. Therefore, open questions were added to allow for respondents’ 

spontaneity and deepen the understanding of the answers. The open-ended questions 

were placed ahead of the others so that the factors presented to respondents as closed 

questions would not taint into the open answers. This also allows comparison to be 

made between the value placed on the factors and the answers from the open-ended 

questions, so that consistency between answers can be found. The open-ended questions 

also opened up the possibility to analyse further differences between the factors given in 

the closed answers. If there are two factors that appear to be of same strength, then the 

open-ended questions can be used to identify which one is mentioned more often as an 

open-ended answer and that might indicate that one factor is a stronger predictor than 

the other (Bryman & Bell, 2015).   
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The factors presented as closed questions appeared twice to respondents. First, 

they evaluated “How important are the following factors in contributing to your 

happiness at work?” so that the researcher could see what factors count the most in 

regards to happiness and then retention at the workplace. The second time that the 

factors were presented the question was “In your job working for Domino’s how well 

are your needs regarding the following factors accommodated? “. This was done to 

analyse where Domino’s is accommodating their millennial generation best and where 

opportunities for improvements are. Those two questions could also help the researcher 

to see if the factors that count the most in regards to employee’s happiness are the 

factors that they are gaining the most from the company (Bryman & Bell, 2015).  

The disadvantages of self-completion questionnaires are that the respondent 

cannot ask for instructions on how to answer the questions, so that all guides have to be 

clear and precise. The researcher cannot probe the respondent so there is little chance of 

gaining deeper understanding of the answers, other than from the answers from to open-

ended questions. The introduction letter was aimed to describe the topic and the reason 

for the research well so that the risk of missing answers would be at a minimum, and 

participants could really give their informed consent on participating in the survey. The 

main benefits of the self-completion questionnaire are that it can be anonymous. Self-

completion questionnaires are rather quick to administer, convenient for respondent to 

answer when suitable for them and easy to send out, so that might increase the response 

rate (Bryman & Bell, 2015). 

Variables regarding the participants’ background, such as age were vital in 

identifying generations. Gender was another variable used so that gender differences 

could be addressed. Location of the employee was another factor so that the researcher 

would be capable of identifying geographical differences. The respondents’ time of 

employment for the company was also assessed to see if there are differences due to 

seniority (Bryman & Bell, 2015).  

The survey was pre-tested by 15 individuals from different generations, most of 

them Millennials. The time spent on the survey varied, but by the pre-testing it was 

possible to estimate the time spent on the survey would be from 5 to 10 minutes. 

Various comments from pre-testing were regarding wording of the questions. That lead 

to one question being eliminated from the questionnaire, since the wording created 

confusion that would not help to answer the research question. Wording of other 

questions was changed in accordance to the comments. Some comments were regarding 
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the layout of the survey, and the researcher changed the platform and 

surveymonkey.com was used instead. The survey was first created in Icelandic, and 

then translated by the researcher to English. An outsider not familiar with the content of 

this research cross translated the survey from English to Icelandic, and no noticeable 

difference could be found between the original Icelandic survey and the translation from 

English.  

The survey was open from 7th of March 2018 until 26th of March 2018, or for 

nineteen days, the survey and the reminders were sent out as follows: 

• 7th of March 2018, survey sent out. 

• 12th of March 2018, first reminder sent out via Surveymonkey.  

• 13th of March 2018, first reminder sent out via Workplace. 

• 16th of March 2018, second reminder sent out via Surveymonkey. 

• 19th of March 2018, second reminder sent out via Workplace. 

• 26th of March 2018, the survey was closed.  

Participants 

The sampling method used is convenience sampling. The circumstances of high 

turnover and young age of individuals working for Domino’s was well known by the 

researcher and therefore this company was chosen (Bryman & Bell, 2015). Not all 

employees of Domino’s were in the sample, employees of the office and commissary 

were left out since the nature of their job is completely different from other employees 

working in the stores and at the call centre. Besides the fact that the jobs are different, 

the working hours are as well. Those working in the commissary and the head offices 

work mainly during daytime, while those in stores and call centre work mainly during 

overtime, or after 5 pm. Those working at the head office and at the commissary do as 

well have higher average age and tenure than those working in the stores and call 

centre. The sample and the working conditions do therefore differ in such a way that 

comparison is not realistic nor the situations comparable. Results from the office and 

commissary would neither support the main aim of this study, gaining information on 

the millennial generation, since there are few individuals from the Millennial and Gen Z 

generations working there. 

The survey was sent out to 778 respondents via e-mail, 682 received the 

Icelandic questionnaire and 96 respondents received the English version. Responses 

from 299 were received from the Icelandic survey and 23 from the English. That gives a 



RETAINING MILLENNIALS  30 

 

total of 322 answers and a 41% response rate. There were 31 respondents who did not 

answer more than the first three questions so they were eliminated from the analysis of 

the survey, due to the fact that they did not answer sufficient amount of questions in the 

questionnaire. The same applies for those who only answered 21 questions out of 44 in 

total and those who answered only 39 questions. This was done since the questions still 

left out were background questions that would be needed for further analysis. When all 

those were excluded, there were 4 respondents who answered all but one question, all of 

them preferred not to answer at which location they were working. Those answers were 

kept in as usable answers and used for further analysis since the most important 

background question, age, was answered. In total there were 259 respondents who 

finished all 44 questions of the survey, ending with valid answers of 263. Response rate 

is calculated by the following equation: 

 
𝑁𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑢𝑠𝑎𝑏𝑙𝑒 𝑎𝑛𝑠𝑤𝑒𝑟𝑠

𝑡𝑜𝑡𝑎𝑙 𝑠𝑎𝑚𝑝𝑙𝑒 − 𝑢𝑛𝑠𝑢𝑖𝑡𝑎𝑏𝑙𝑒 𝑜𝑟 𝑢𝑛𝑐𝑜𝑢𝑛𝑡𝑎𝑐𝑡𝑎𝑏𝑙𝑒 𝑚𝑒𝑚𝑏𝑒𝑟𝑠 𝑜𝑓 𝑡ℎ𝑒 𝑠𝑎𝑚𝑝𝑙𝑒
 𝑥 100     

Response rate would therefore be  
263

778−59
 𝑥 100 = 36,58% (Bryman & Bell, 2015).  

The participants all received an introduction letter (appendix D) where the goal 

of the study was explained, full anonymity was stated and participants were informed 

that participation in the survey would be considered as their informed consent (Bryman 

& Bell, 2015).   

Analysis 

 After answers have been gathered and registered the data was analysed by using 

IBM Statistical Package for the Social Sciences referred to hereby as SPSS. Analysis by 

SPSS was mainly descriptive statistics, frequencies, the correlation tests, Spearman’s 

correlation coefficient, and t-test. Answers from open-ended questions were coded and 

used to apply a deeper understanding to the quantitative data. By coding answers from 

open-ended questions, the answers are given a label, and the labels used described 

similarities in the open-ended questions. This way, it is possible to find themes that 

represent the answers and continue with analysis based on those themes (presented in 

the results chapter), This method is referred to as thematic analysis (Bryman & Bell, 

2015). 

Ethical issues 

 The first ethical issue that arises is the fact that the researcher is an employee of 

Domino’s and has to make sure that his opinions and thoughts do not interfere with the 

research process, and that he does not bring his own opinions to the analysis. That also 
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leads to the issue that the research is done in collaboration with the company. It has to 

be clear that any responses cannot be traced back to individuals, and that the company 

will not use the results in any way against its employees but rather to accommodate 

them and assist. To minimize this issue, the introduction letter stated that the survey 

would be completely anonymous. It was made clear that no results would be presented 

to managers of the company, where there might be a risk of individual respondent being 

identified. Being an employee of Domino’s the researcher, and the company, also have 

to be aware that honest and open communications are vital for the process. At the same 

time the researcher also has to consider confidentiality regarding the respondents and 

keep in mind that anonymity of individual responses is vital to honour that promise 

towards the respondents.  
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Results 

 This chapter will list main results of this survey that contribute to answering the 

research question “How to retain Millennials working for Domino’s in Iceland?”. First  

background variables will be analysed and considered in regards to job satisfaction and 

whether individuals would recommend Domino’s as a workplace. Then results and 

answers from Generation Z and Millennials will be looked at to see if there are any 

factors that can be identified to answer the research question. The results from 

Generation Z will be included since they were the majority of respondents to the survey 

as well as being the next generation to enter the workforce. Insight into the preferences 

of that generation would also be valuable for employers.  Answers from Table 1 and 2 

from the survey (Appendix B and C) will be analysed. Then coding of open answers 

will be presented.  

Descriptive statistic 

At Domino’s there are at 1st of April 2018, in total 866 employees, subtracting 

the office and the commissary then, 824 employees are working in stores and in the call 

centre. Gender division in the company, in the stores and the call centre is as follows, 

72.2% males and 27.8% females. The gender distribution for the answers to the survey 

is as follows, 58.6% males, 39.2% females and 2.3% identified themselves differently 

or did prefer not to answer the question. Even though the female participation is a bit 

higher in the survey then the percentage of females working for Domino’s it could be 

said that those that answered the survey represent the sample rather well. On average, 

women are a bit more satisfied at work. Women on average rated their job satisfaction 

at 7.31, standard deviation 1.87, and men 7.08, with standard deviation 1.92. Women 

were also more likely to recommend Domino’s as a workplace.  

Table 2 shows how age is distributed for participants in the survey. By that it 

can be seen that 159 participants were from Generation Z (60,5%), 102 participants are 

from the millennial generation (38,8%) and only 2 participants from Generation X 

(0,7%). This is quite representative of the age distribution for Domino’s where 58,1% 

are from Generation Z, 40,3% from the millennial generation and only 1,6% from 

Generation X. The sample should therefore reflect well total employees of Domino’s. 

Majority of the answers, or 91.9%, came from individuals aged from 15 years old to 27 

years old. To maintain anonymity as stated earlier, all age groups with less than 3% of 

total answers will not be described in details. The division used hereby in the thesis will 
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be, from 15 years old to 20 years old, with 60% of all answers, represent the Generation 

Z and 21 to 27 years old with 31.9% of all answers for Millennial generation.  

Table 2,  

Distribution of participants age 

Age Frequency Percent 

Younger than 15 years 

old 
1 0.4 

15-16 years old 18 6.8 

17-18 years old 69 26.2 

19-20 years old 71 27 

21-22 years old 54 20.5 

23-24 years old 21 8 

25-26 years old 9 3.4 

27-28 years old 6 2.3 

29-30 years old 5 1.9 

31-32 years old 1 0.4 

33-34 years old 3 1.1 

35-36 years old 3 1.1 

Older than 40 2 0.8 

Total 263 100 

 

 The majority of Domino’s employees work in Reykjavík and its surroundings. 

Only 38 participants worked in regional Iceland, that is 14,4% of the participants. Here 

it should be noted that 4 answers are missing so that the total responses are 259 instead 

of 263 as in every other background question. Highest job satisfaction was among 

employees working in Reykjavík surroundings, or on average 7.39, then 7.08 for those 

working in regional Iceland, and 7.06 for those working in Reykjavík area. Employees 

in Reykjavík surroundings were also the most likely to recommend Domino’s as a 

workplace (mean 7.81), then employees in Reykjavík area (mean 7.51) and least likely 

were employees working in regional Iceland (mean 7.24). 
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 Regarding respondent’s tenure at Domino’s, 43% of the respondents had worked 

for one year or less and 57% for longer than one year. This links to high turnover rate at 

Domino’s. With turnover rate of 77% it is apparent that employees do not work for a 

long time at the company. Those who had worked for less than a year at Domino’s were 

more satisfied with their job at Domino’s than those who had worked there for less than 

a year. Their job satisfaction was rated at 7.47 on average with standard deviation 1.81 

but those who had worked for more than a year had an average of 6.87 and standard 

deviation at 1.97. In line with those results were mean scores for how likely employees 

would be to recommend Domino’s as a workplace. Those who had worked less than a 

year were more likely to recommend Domino’s as a workplace with average of 7.84 and 

standard deviation at 2.02, and those who had worked more than a year with average of 

7.31 and standard deviation 2.45. Tenure was as well the only background variable that 

had significant correlation to how happy employees are in the workplace (rs = -.158, n = 

263, p = .01). Given that it correlates negatively to happiness in the workplace, it means 

that as employees work for a longer time at Domino’s they become less satisfied. Their 

highest average in regards to what contributes the most to their happiness in the 

workplace was, morale in the workplace, then wages and benefits, next their closest 

supervisor and fourth with equal average score, that their opinions and ideas are heard 

and working conditions.  

Table 3 describes the distribution of participants job titles, where most 

respondents of the survey are drivers. It can be seen that majority of the participants, or 

73%, were entry-level employees attending the jobs of service representative, service at 

the front counter, bakers and drivers. Then 27% would therefore be individuals that 

have worked their way up the ladder in the company and attend to the jobs of shift 

managers, assistant store managers and store managers.  

Table 3, 

Distribution of participants job title 

Job title Frequency Percent 

Service representative 22 8.4 

Service (front counter) 52 19.8 

Baker 39 14.8 

Driver 79 30 
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Shift manager 38 14.4 

Assistant store manager 14 5.3 

Store manager 19 7.2 

Total 263 100 

 

Those who had advanced within the company had higher job satisfaction (mean 

7.25, SD 1.933) than those who attended to entry level jobs (mean 7.08, SD 1.920). This 

was the only background variable showing statistical significance (rs = -.158, n = 263, p 

= .01). This correlation is negatively related to happiness at work. That indicates that 

when participants have been working for a longer time at Domino’s, they become 

unhappy as time passes by. Despite being happier in the workplace, employees who had 

advanced within the company were less likely to recommend Domino’s as a workplace 

(mean 7.45, SD 2.58) than those who were still at entry level (mean 7.57, SD 2.18). 

Those who had advanced within the company were also the most likely to continue 

working for the company for the next year. 56.3% of respondents who had advanced 

within the company intended to stay for the next year.  

There are only two categories of job titles that women are majority of employees 

attending to those jobs compared to men, that is service representatives (63.6%) and 

service at the front counter (56%). The greatest difference between genders is for the 

job of store managers. There 84.2% of men attend to the job and only 15.8% women. 

Similar numbers can be seen for the job of delivery drivers where 77.9% male attend to 

that job and only 22.1% women (table 4).  

Table 4  

Job titles based on gender 

  Male Female   

Service representative 36.40% 63.60% 100.00% 

Service (front counter) 44.00% 56.00% 100.00% 

Baker 51.40% 48.60% 100.00% 

Driver 77.90% 22.10% 100.00% 

Shift manager 55.30% 44.70% 100.00% 

Assistant store 

manager 57.10% 42.90% 100.00% 
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Store manager 84.20% 15.80% 100.00% 

Total  59.90% 40.10% 100.00% 

 

When comparing how many percentage of the same sex attend to certain jobs it 

is the most common for men to attend to the job of delivery drivers, 39% of male 

respondents tend to that job while only 16.5% of women worked for Domino’s as 

drivers. The job that women attended most to was the service at the front counter. While 

27.2% women attended to that job, only 14.3% men worked in the same position. It is 

interesting to see that there are higher percentage of women attending the job of shift 

managers or, 16.5% while male percentage is 13.6%, when comparing numbers within 

the same sex. Despite having higher percentage of women attending this job, fewer of 

them seem to be advancing to becoming a store manager since only 2.9% of women 

attend to that job while 10.4% of men occupied those positions. Further analysis can be 

seen in table 5.  

Table 5  

Job titles within same gender 

  Male Female Total 

Service representative 5.20% 13.60% 8.60% 

Service (front 

counter) 14.30% 27.20% 19.50% 

Baker 12.30% 17.50% 14.40% 

Driver 39.00% 16.50% 30.00% 

Shift manager 13.60% 16.50% 14.80% 

Assistant store 

manager 5.20% 5.80% 5.40% 

Store manager 10.40% 2.90% 7.40% 

  100.00% 100.00% 100.00% 

 

Table 6 shows that it does not appear as if tenure differs based on gender. A 

small difference is for tenure based on gender, where there are slightly fewer men that 

have worked for more than a year compared to women. 

Table 6  

Tenure in regards to gender 
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  Less than a year 

More than a 

year   

Male 44.20% 55.80% 100.00% 

Female 41.70% 58.30% 100.00% 

Total 43.20% 56.80% 100.00% 

 

 Continuing to analyse tenure at Domino’s, employees seem to advance in the 

company as they work there for a longer time. Job development is possible within 

Domino’s and therefore normal that as the employee is working for a longer time for the 

company that he advances from entry level jobs to higher positions. Table 7 represents 

this process, but it is interesting to see that the job of service representative, which is 

considered an entry level job has high percentage of employees who have worked there 

for more than a year.  

Table 7  

Tenure based on job titles 

  Less than a year More than a year   

Service 

reprecentative 31.80% 68.20% 100.00% 

Service (front 

counter) 63.50% 36.50% 100.00% 

Baker 41.00% 59.00% 100.00% 

Driver 62.00% 38.00% 100.00% 

Shift manager 10.50% 89.50% 100.00% 

Assistat store 

manager 7.10% 92.90% 100.00% 

Store manager 15.80% 84.20% 100.00% 

Total 43.00% 57.00% 100.00% 

 

Two tables with eighteen factors were used in the survey. The first table had the 

aim of analysing which factors influence the most participants happiness in the 

workplace, while the second table analysed areas of improvement for Domino’s. At the 

first table employees had to rate how important those eighteen factors were to them in 

contributing to their happiness at work. The second table included those same eighteen 
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factors but there, employees had to evaluate how well Domino’s was meeting their 

needs in regards to those factors. The internal consistency of those two tables was 

analysed and reliability assessed by using Cronbach’s alpha coefficient. Preferably the 

Cronbach’s Alpha value should be above .8, values above that indicate good internal 

consistency for the scale with the sample that was used (Pallant, 2010). Cronbach’s 

Alpha coefficient for the first table was .884 for eighteen items in the table, indicating 

high internal consistency. For the second table the Cronbach’s Alpha for those eighteen 

factors was .912, indicating a very high internal consistency.  

Generations  

 The first question of the survey was „On a scale of 1 to 10 how unhappy or 

happy are you at work “. On average Millennials rate their happiness in the workplace 

at 6.98, while Generation Z has an average of 7.16.  Independent sample t-test was used 

to analyse whether there are statistically significant difference in the mean scores for 

Millennials (M = 6.98, SD = 1.957) and Generation Z (M= 7.16, SD = 1.935; t(240) = 

.782, p = .473). Results showed that there is statistical difference between the answers 

of those two groups, indicating that age and job satisfaction is correlated.  

 Figure 3, presents the distribution of answers from both Generation Z and 

Millennials. There it can be seen that the distribution is quite even, though there are 

some differences. Higher proportion of Generation Z evaluates their happiness at ten 

while there are fewer Millennials who evaluate their happiness on the lowest four 

points. Those who evaluated their happiness at the lowest three levels were all but two 

individuals from entry level jobs, indicating that those who are least satisfied with their 

job at Domino’s are entry level employees.   
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Figure 3, Distribution of answers from Millennials and Generation Z on how happy 

they are at work 

 When asked whether the participant would see himself working for Domino’s 

one year from now 72 responded “no”, 113 responded “yes” and 78 responded “Don’t 

know”. Generation Z is more indecisive on whether they will be working for Domino’s 

within the next year, where 32.3% of them could not reply with yes or no, but only 25% 

of the millennial generation had decided on that matter. Because of that, there was 

higher percentage of Millennials who replied yes or no to the question. Consequently, 

there were both more individuals from that generation who were not going to work for 

Domino’s within the year and also more who were going to be working there in the next 

year. No correlation was though found for generations in regards to this question, so it 

cannot be stated that age influences the intention to work for the company in the year to 

come.  

 No significant difference was either found for generational differences in 

regards to how likely employees were to recommend Domino’s as a workplace. 

Millennials were a bit less likely to recommend Domino’s as a workplace (M = 7.17, 

SD = 2.611) than were Generation Z (M= 7.71, SD = 2.136; t(240) = 1.737, p = .084). 

The distribution (figure 4) for answers in relation to how likely employees were to 

recommend Domino‘s as a workplace was rather even and no common grounds could 

be found between those who rated this question far low or high.  
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Figure 4, Distribution of answers from Generation Z and Millennials in regards to how 

likely they were to recommend Domino's as a workplace 

 All participants were asked to rate how important eighteen factors in a given 

table were in contributing to their happiness at work. The factors and the average score 

for Generation Z and Millennials is presented in table 8 and 9. Both age groups rated the 

morale in the workplace as the most important factor, then wages and benefits, and the 

third most important factor being their closest supervisor. Generation Z rated the 

company’s image as the least important factor while Millennials rated the factor of the 

job having good influence on society as the least important factor, that factor was also 

rated in bottom three by Generation Z. Both generation agreed on fringe benefits being 

one of the three least important factors. The only factor that the Millennials rated in the 

bottom three was diverse job tasks, which was not one of the three lowest rated factors 

by Generation Z.  
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Table 8 

Average score for Millennials in regards to factors contributing to their happiness at 

work 

  

Table 9  

Average score for Generation Z in regards to factors contributing to their happiness at 

work 

 

 

Morale in the workplace 4.7

Wages and benefits 4.69

My closest supervisor 4.65

Working conditions 4.65

That my input and ideas are heard 4.52

How the company is managed 4.43

Working hours 4.38

Guidance from supervisor/trainer 4.37

The job itself 4.31

Feedback from supervisors 4.31

Balance between work and private life 4.31

The workload 4.23

Flexibility 4.23

Career development offered by the company 4.02

The company's image 3.96

Diverse job tasks 3.95

Fringe benefits 3.92

That the job has good influence on society 3.82

Millennials

Morale in the workplace 4.7

Wages and benefits 4.63

My closest supervisor 4.54

That my input and ideas are heard 4.45

Guidance from supervisor/trainer 4.44

Working conditions 4.41

Balance between work and private life 4.35

How the company is managed 4.34

Working hours 4.33

Flexibility 4.22

Feedback from supervisors 4.2

The job itself 4.18

The workload 4.05

Diverse job tasks 3.92

Career development offered by the company 3.85

That the job has good influence on society 3.8

Fringe benefits 3.73

The company's image 3.7

Generation Z
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 To further analyse the answers from each generation, table 10 shows distribution 

of answers from each generation on a scale of 1 to 5, for the factors contributing to their 

happiness in the workplace, as well as the average rating for each factor. The 

distribution shows us that the factor of the job having a good influence on society was 

the only factor where 11 individuals rated the factor at 1, which is the lowest rating. No 

other factor got rated as often on a scale of 1 and this explains the low average for this 

factor. For the factor fringe benefits, there were not many who rated it very low but 

most answers were rated on the scale of 3, and that explains the low value placed on 

that factor. Morale in the workplace was rated the highest of all factors and only 14 

answers were rated as 3 or lower in regards to that factor. By conducting a Spearman’s 

correlation test on the factors in regards to Generation Z and Millennials. Statistical 

significant correlation was only found for the generations and “the company’s image” 

(rs = .150, n = 242, p = .019), and “working condition” (rs = .166, n = 242, p = .001). 

Therefore, it is not possible to state that age is correlated to the factors that contribute 

the most to employee’s happiness in the workplace, unless in relations to the company’s 

image and working condition.  

For the least important factor, the company’s image, all answers rated at 1 came 

from men who attended to entry level jobs at the company. My closest supervisor was 

one factor influencing happiness in the workplace, which was highly rated by both 

generation. When looking at those who rated this category highly, it was found that as 

employees tenure within the company became higher, so did the answers to this 

question. Only 56.3% of employees from Generation Z who have worked for less than a 

year for the company rated this factor at highest while those who had worked there for 

more than a year were 74.6% of respondents. The same could be observed for 

Millennials, it went from 60% to 79.7% for those who had worked for longer than a 

year for the company. Regarding that same factor, there were some patterns in relations 

to gender observed. For men from the Generation Z, only 57% placed the highest value 

on this factor, while 72.1% of women from the same generation placed the highest 

rating on it. The opposite was found for the Millennial generation, there 78.8% of men 

placed the highest value but only 71% of women from the same generation. No woman 

rated the factor “my closest supervisor” very or rather unimportant, indicating that to 

women this factor is rather important in regards to their happiness in the workplace. 

Geographical trend could also be observed for this factor, where no one from regional 

Iceland nor Reykjavík surroundings, rated this factor as very unimportant or rather 
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unimportant. For those groups their closest supervisor is important in contributing to 

their happiness in the workplace. The highest percentage of answers where this factor 

was rated as very important came from Millennials working in Reykjavík surroundings. 

Table 10  

Distribution of answers from Generation Z and Millennials in regards to factors 

contributing to their happiness in the workplace 

  1 2 3 4 5 Average 

The company's image           

Generation Z 5 9 48 62 34 3.70 

Millennials 4 1 16 36 27 3.96 

Total 9 10 64 98 61   

How the company is managed           

Generation Z 1 5 14 57 81 4.34 

Millennials 2 1 8 21 52 4.43 

Total 3 6 22 78 133   

My closest supervisor           

Generation Z 1 2 10 43 102 4.54 

Millennials 1 2 2 15 64 4.65 

Total 2 4 12 58 166   

Morale in the workplace           

Generation Z 1 1 7 27 122 4.70 

Millennials 1 0 4 13 66 4.70 

Total 2 1 11 40 188   

The job itself             

Generation Z 2 2 31 53 70 4.18 

Millennials 0 1 5 45 33 4.31 

Total 2 3 36 98 103   

Working conditions             

Generation Z 1 1 11 64 81 4.41 

Millennials 0 0 1 27 56 4.65 

Total 1 1 12 91 137   

Wages and benefits             

Generation Z 0 7 45 106 158 4.63 
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Millennials 1 3 16 64 84 4.69 

Total 1 10 61 170 242   

Fringe benefits             

Generation Z 1 4 67 50 36 3.73 

Millennials 1 0 26 35 22 3.92 

Total 2 4 93 85 58   

Career development offered by the company       

Generation Z 2 6 43 69 38 3.85 

Millennials 1 2 21 30 30 4.02 

Total 3 8 64 99 68   

Working hours             

Generation Z 2 7 14 49 86 4.33 

Millennials 1 0 7 34 42 4.38 

Total 3 7 21 83 128   

The workload             

Generation Z 3 7 31 55 62 4.05 

Millennials 1 4 10 29 40 4.23 

Total 4 11 41 84 102   

Feedback from supervisors           

Generation Z 3 2 28 52 73 4.20 

Millennials 1 3 8 29 43 4.31 

Total 4 5 36 81 116   

That my input and ideas are heard         

Generation Z 2 3 14 42 97 4.45 

Millennials 1 0 7 22 54 4.52 

Total 3 3 21 64 151   

Balance between work and personal life         

Generation Z 2 0 25 45 86 4.35 

Millennials 3 1 7 29 44 4.31 

Total 5 1 32 74 130   

Diverse job tasks             

Generation Z 5 4 45 49 55 3.92 

Millennials 1 2 20 38 23 3.95 

Total 6 6 65 87 78   
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Guidance from supervisor/trainer         

Generation Z 1 1 13 56 87 4.44 

Millennials 1 2 8 27 46 4.37 

Total 2 3 21 83 133   

Flexibility             

Generation Z 2 29 58 69 158 4.22 

Millennials 0 14 37 33 84 4.23 

Total 2 43 95 102 242   

That the job has good influence on 

society         

Generation Z 7 8 43 51 49 3.80 

Millennials 4 3 21 32 24 3.82 

Total 11 11 64 83 73   

 

Participants were asked to rate the eighteen factors in regards to how well 

Domino’s is meeting their needs based on those factors. According to both generations 

Domino’s is best meeting their needs in regards to “morale in the workplace” and “the 

company’s image”. Millennials consider Domino’s to be doing well in meeting their 

needs in regards to their closest supervisor, while Generation Z consider them to be 

doing well in meeting their needs regarding the job itself. Both generation agree on 

those bottom three factors where Domino’s in not meeting their needs well enough, 

those factors are; the workload, feedback from supervisors and diverse job tasks. Table 

11 and 12 further describes those averages from the generations in regards to other 

factors. Total of 50% from the millennial generation rated their closest supervisor as 

being well met by the company and rated that factor at 4, it was only 38% of Generation 

Z who gave the same number and there were more individuals from that generation who 

gave this factor lower rating than the Millennials did.  

 

 

 

 

 



RETAINING MILLENNIALS  46 

 

Table 11 

Average score from Millennials on how well Domino's is meeting their needs 

 

Table 12  

Average score of Generation Z on how well Domino's is meeting their needs  

 

Morale in the workplace 4.06

The company's image 3.99

My closest supervisor 3.94

The job itself 3.83

Working conditions 3.70

Wages and benefits 3.68

Flexibility 3.67

Guidance from supervisor/trainer 3.62

How the company is managed 3.60

That my input and ideas are heard 3.55

Working hours 3.52

Career development offered by the company 3.51

Balance between work and private life 3.48

That the job has good influence on society 3.45

Fringe benefits 3.33

Diverse job tasks 3.25

Feedback from supervisors 3.24

The workload 3.07

Millennials

Generation Z

Morale in the workplace 4.18

The company's image 4.00

The job itself 3.96

My closest supervisor 3.81

How the company is managed 3.80

Wages and benefits 3.75

Balance between work and private life 3.73

Working hours 3.66

Flexibility 3.66

Working conditions 3.60

Career development offered by the company 3.58

Guidance from supervisor/trainer 3.56

Fringe benefits 3.54

That the job has good influence on society 3.46

That my input and ideas are heard 3.45

The workload 3.39

Feedback from supervisors 3.13

Diverse job tasks 3.08
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 Table 13 gives a further analysis to those answers. The factor on the company’s 

image is well met since more than half of respondents rated this factor at 4, and the 

same might be said for the factor of morale in the workplace. Most participants rated 

this factor at either 4 or 5. The job itself gained a higher average from Generation Z 

since there were more individuals from that generation who gave this factor a top grade 

of 5. The distribution for the bottom three factors, workload, feedback from supervisors 

and diverse job tasks, is rather even.  

 Spearman’s test of correlation revealed no statistical significant correlation 

between age and how well Domino’s is meeting their needs in regards to any of the 

factors presented. That tells us that age is not an indicator of how well needs are 

perceived to be met by the company.  

For those who evaluated the morale in the workplace the lowest, on a scale of 1, 

were all from Reykjavík area, no one from regional Iceland or Reykjavík’s 

surroundings. This might indicate that morale in the workplace is worse met by the 

company at Reykjavík area. The same trend could be observed for the factor “the job 

itself” where the employees in regional Iceland never rated their needs met on a scale of 

1 or 2 and Reykjavík surroundings never rated it at 1. Therefore, this might also be a 

factor worse met in Reykjavík area than at other locations. Women from the Millennial 

generation seem to have their needs in regards to feedback from supervisors worse met 

that men from the same generation. Nearly half of male respondents from the Millennial 

generation considered this factor to be very well or rather well met, while only 35% of 

women could say the same.  

Table 13  

Distribution of answers from Generation Z and Millennials in regards to factors where 

Domino's is meeting their needs 

  1 2 3 4 5 Average 

The company's image           

Generation Z 2 5 22 91 38 4.00 

Millennials 1 3 14 44 22 3.99 

Total 3 8 36 135 60   

How the company is 

managed         

  

Generation Z 4 12 28 82 32 3.80 
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Millennials 3 10 17 42 12 3.60 

Total 7 22 45 124 44   

My closest supervisor           

Generation Z 9 8 34 60 47 3.81 

Millennials 7 1 8 42 26 3.94 

Total 16 9 42 102 73   

Morale in the workplace           

Generation Z 2 6 22 60 68 4.18 

Millennials 3 3 11 36 31 4.06 

Total 5 9 33 96 99   

The job itself             

Generation Z 2 5 38 66 47 3.96 

Millennials 2 3 19 43 17 3.83 

Total 4 8 57 109 64   

Working 

conditions             

Generation Z 7 16 37 71 27 3.60 

Millennials 1 11 16 40 16 3.70 

Total 8 27 53 111 43   

Wages and benefits             

Generation Z 4 10 37 78 29 3.75 

Millennials 2 6 20 45 11 3.68 

Total 6 16 57 123 40   

Fringe benefits             

Generation Z 4 5 72 55 22 3.54 

Millennials 5 5 36 33 5 3.33 

Total 9 10 108 88 27   

Career development offered by the company       

Generation Z 2 20 45 66 25 3.58 

Millennials 5 3 31 34 11 3.51 

Total 7 23 76 100 36   

Working hours             

Generation Z 9 12 30 79 28 3.66 

Millennials 5 10 15 44 10 3.52 
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Total 14 22 45 123 38   

The workload             

Generation Z 5 20 59 56 18 3.39 

Millennials 11 16 19 32 6 3.07 

Total 16 36 78 88 24   

Feedback from supervisors           

Generation Z 15 25 57 46 15 3.13 

Millennials 8 10 30 26 10 3.24 

Total 23 35 87 72 25   

That my input and ideas are heard         

Generation Z 8 18 54 51 27 3.45 

Millennials 3 8 27 32 14 3.55 

Total 11 26 81 83 41   

Balance between work and personal 

life         

Generation Z 6 10 37 73 32 3.73 

Millennials 7 6 22 38 11 3.48 

Total 13 16 59 111 43   

Diverse job tasks             

Generation Z 17 24 61 41 15 3.08 

Millennials 7 13 24 32 8 3.25 

Total 24 37 85 73 23   

Guidance from supervisor/trainer         

Generation Z 5 26 38 54 35 3.56 

Millennials 7 5 18 37 17 3.62 

Total 12 31 56 91 52   

Flexibility             

Generation Z 5 6 50 73 24 3.66 

Millennials 5 4 22 36 17 3.67 

Total 10 10 72 109 41   

That the job has good influence on society       

Generation Z 7 15 62 47 27 3.46 

Millennials 2 3 44 25 10 3.45 

Total 9 18 106 72 37   
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Correlation between table 1 and 2 

 Spearman‘s test was done to find out relationships between the two tables from 

the survey. First table included 18 factors that participants had to evaluate in regards to 

how important each factor is in contributing to their happiness at work. The second 

table also included the same 18 factors, but now participants had to evaluate them based 

on how well Domino‘s was meeting their needs in regards to each factor. The full 

analysis is presented in Appendix F.  

The factor from the table regarding happiness that had the greatest influence on 

all, but two factors from the table 

regarding needs was “That the job has 

good influence on society” (ranging from 

(rs = .123, n = 263, p = .046; rs = .339, n 

= 263, p < .001). The only factors that 

this one had no significant correlations to 

were morale in the workplace and wages 

and benefits (figure 5). This correlation is 

a positive one, which tells us that the 

higher rating on one table indicates higher 

rating on the other table as well.   

Figure 5, Correlation of the factor "That the job 

has good influence on society"  

  

  

 

 

 

That the job has good influence on society 
correlates to:

•The company's image

•How the company is managed

•My closest supervisor

•The job itself

•Working conditions

•Fringe benefits

•Career development offered by the company

•Working hours

•The workload

•Feedback from supervisors

•That my input and ideas are heard

•Balance between work and personal life

•Diverse job tasks

•Guidance from supervisor/trainer

•Flexibility

•That the job has good influence on society
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Next factor had correlations with all but three factors on the table regarding 

needs. This is the factor “The company’s 

image” (ranging from (rs = .131, n = 263, 

p = .034; rs = .315, n = 263, p < .001) and 

it correlates with all but, morale in the 

workplace, wages and benefits and 

balance between work and personal life 

(figure 6). This would as well indicate 

that the higher that participants rate this 

factor in regards to happiness, the higher 

they rate all but those three factors on the 

table regarding needs.   

   

Figure 6, Correlation of the factor "The company's 

image" 

  

Flexibility on the table regarding 

happiness correlates with all but 4 factors 

on the table regarding needs (ranging 

from (rs = .127, n = 263, p = .04; rs = 

.272, n = 263, p < .001). It does not 

correlate with, wages and benefits, 

feedback from supervisors, balance 

between work and private life and that the 

job has good influence on society (figure 

7).     

     

     

     Figure 7, Correlation of the factor "Flexibility"
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The only factor from the table 

regarding need that showed correlations to 

many factors on the table regarding 

happiness was “The job itself” (ranging 

from (rs = .121 n = 263, p = .049; rs = .272, 

n = 263, p < .001). It did not correlate to, 

how the company is managed, my closest 

supervisor, working conditions, wages and 

benefits, and the workload. This would 

indicate that the higher the participant 

perceives the company fulfilling his needs 

in regards to the job itself, the higher they 

would rate importance of 13 factors in 

regards to their happiness at work.  

     Figure 8, Correlation of the factor "The job itself" 

  

Only one factor had a statistically significant, negative correlation. That was the 

factor of wages and benefits. It correlated negatively to “How the company is managed” 

(rs = -.17, n = 263, p = .006). and “wages and benefits” (rs = -.191, n = 263, p = .002). 

This indicates that for those that think that wages and benefits are important in regards 

to their happiness in the workplace, they do not consider the company to be 

accommodating them in regards to how the company is managed and wages and 

benefits. But, for those that do not consider wages and benefits as an important factor in 

contributing to their happiness in the workplace, rate how the company is managed and 

the wages and benefits offered by the company as well accommodated by Domino’s.  

 Other factors that showed correlations with more than half of the factors from 

the other table were as follows. Factors from the table regarding happiness where they 

showed strong relations to the factors from the table regarding needs were, the job itself, 

career development offered by the company, diverse job tasks, and guidance from 

supervisor/trainer. Factors from the table regarding needs that had strong correlations 

with factors from the table regarding happiness were, my closest supervisor, and morale 

in the workplace.   
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•Fringe benefits
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•Working hours
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•That the job has good influence on 
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Open answers 

 Using content analysis, the researcher coded all responses to open ended 

questions. By using an objective and systematic way, all responses were labelled by 

special characteristics in the answers so that quantitative measures could be used to 

analyse the answers. The answers were read trough and each answer was labelled, when 

all answers had been labelled, the labels were analysed and those answers that included 

similar labels were re-reviewed. If there were similarities in the responses they would 

be re-labelled with the same label. Some open-ended answers had more than one label 

linked to it since more than one reason was specified (Bryman & Bell, 2015).   

 Eleven labels were linked as the factors that encourage respondents to 

recommend Domino’s as a workplace. The most frequent labels being, co-workers, 

wages and working hours. Other labels linked to the question are presented in table 14. 

The concept of co-workers was linked to few labels, and the most common answer to 

this question was “Fun workplace and fun people working there”. Respondents seem to 

like the team spirit of working for Domino’s and it might be a part of the attraction of 

working there, one said “Great job if you like working with others”, and another one 

said “Fun teamwork”. Morale in the workplace was also linked to this coding and the 

answers relating those working with the individual. One person responded “People in 

my workplace are like my family, we have created groups on social media and have 

started meeting each other after work”. Domino’s seems to be creating a spirit of team 

work and belonging that their employees seem to value. Regarding the coding of 

working hours, most answers linked to this factor were regarding the working hours 

being nice and that they suited well to work for the company alongside school.  

Table 14  

Open-ended questions coding: Which factors are most important for you to recommend 

Domino's as a workplace 

Factor N 

Co-workers 150 

Wages 98 

Working hours 48 

Fun job 35 

Flexibility 19 

Comfortable job 19 

Benefits 14 
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Support from supervisors or the company 14 

Gaining experience 6 

Career development 6 

Preparation and training for the job 1 

 

 Participants were asked to consider that, if given the chance to change 

something at Domino’s, what would that be. Eight factors seemed to demonstrate the 

component that participants would like to change in the company. The factors most 

mentioned were the organizing in the company, most often linked to the shift schedule 

not being presented in a timely manner, then working conditions in the stores and the 

call centre and the wages, other factors identified are described in table 15. In regards to 

working conditions, employees mostly commented on the cars that the company uses 

and that they needed improvement as well as the clothing that every employee is 

required to use. Some comments were also regarding the equipment used, that it might 

be in a better condition and that the stores could also be in a better condition and 

cleaner. Many of those comments can be easily fixed. Making sure that there is always 

clean and proper uniform available for employees, making sure that the cars are cleaned 

and in a good condition and providing employees with proper equipment and new tools 

when the old tools are broken.  

Table 15,  

Open-ended question coding: If you got the chance to change something at Domino's 

what would it be? 

Factor N 

Organisation 68 

Working conditions 63 

Wages 30 

Management 25 

Computer system 11 

Communication 9 

Menu 5 

Corporate social responsibility 1 

 

 The most diverse answers came from the question “If you would seek 

employment elsewhere, what would the main reason be”. Total of fifteen factors were 
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identified, and the distribution was more even for this question. The factors that stood 

out from the others were, different working hours, wages, and other options/experience. 

Participants were concerned with having to work mainly in the evening and wanted 

more daytime hours but were rather dis-satisfied with the wages during daytime, being 

considerably lower than during evening time and at week-ends. If offered better wages 

elsewhere they would presumptively leave Domino’s for that job, and were willing to 

try out a new job and gain more experience in the labour market. Table 16 displays the 

15 factors identified and how frequently each factor was mentioned.  

Table 16,  

Open-ended question coding: If you would decide to seek employment elsewhere, what 

would the main reason be? 

Factor N 

Different working hours 61 

Wages 53 

Other options/experience 42 

Management 34 

Work load 30 

Use achived education 19 

More work offered 14 

Co-workers 12 

Career development 6 

Working conditions 6 

Communication to customers 5 

Location 5 

Bullying/harassment/violence 3 

Age 1 

Physical conditions 1 

 

 Feedback has been described as a trait of the Millennial generation and based on 

the survey total of 77 participants, did not identify of having received any recognition, 

praise or acknowledgement recently, while 178 related as having received that in some 

form. The most common was to receive the compliment from a supervisor or a 

customer, but 76 participants replied positively to this question without identifying 

where it came from or in what form. Further labels and distribution is described in table 
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17. Domino’s has to keep in mind that women in the workplace seem to be less content 

with the feedback they are receiving so improvements could be made on that field.  

Table 17,  

Open-ended question coding: Can you recall any recent recognition, praise or 

acknowledgement that you have received that increased your willingness to work for 

Domino's? 

Factor N 

No 77 

Yes 76 

From supervisor 41 

From a customer 36 

From co-worker 9 

At Workplace 8 

Rewards 6 

Wage increase 2 
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Discussion and limitations 

 The purpose of this study was to explore which factors or aspects of a job 

millenniasl in Iceland value and compare those results to what has previously been 

stated in the literature as factors or aspects of job that Millennials seem to value. 

Analysis of the answers from Generation Z and the Millennial generation, did reveal 

some factors that seemed to be of greater importance to them compared to others. 

 The questions that this chapter is intended to answer are: 

How to retain Millennials working for Domino’s in Iceland? 

• Do Millennials differ in any way from other generations? 

• Is there a congruence between the factors where needs are perceived to be well met, and 

the factors that are important in contributing to happiness at work? 

• Does job tenure affect which factors are important in contributing to happiness at work? 

• Is there a difference in opinions of Millennials based on gender? 

Finally, at the end of this chapter, limitations to this research will be discussed, as 

well as suggestions for further researches.  

Discussion 

 Theoretical studies indicate that teamwork and team-orientation is highly valued 

by Millennials (Cahill & Sedrak, 2012). When analysing the answers from open-ended 

questions it was apparent that participants were the most likely to recommend Domino’s 

as a workplace because of their co-workers. As well, one of the strongest factor in 

contributing to happiness in the workplace, answered by all respondents, was morale in 

the workplace. This strongly indicates that participants in the survey value their co-

workers and think that it has significant effects on how happy they are at work.  

Millennials rated this factor highest and Generation Z as well. When answering the 

question of which factors influence their happiness at work, both generations thought 

that the most important factors, along with morale in the workplace, were wages and 

benefits and their closest supervisor. Karl Moore (Moore, n.d.) has interviewed many 

leaders and managers and one of his recommendations to leaders is to be authentic. 

Perhaps this is a factor that the millennial generation is seeking since they place such a 

high value on their co-workers and the morale in the workplace. In addition to that 

Millennials considered the factor of their closest supervisor being well met by the 

company, which is important since they place such a high value on their co-workers. 

Both generations agreed on fringe benefits and the company having good influence on 
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society to be the least important factor in contributing to their happiness in the 

workplace. Millennials reported diverse job tasks as one of the lowest rated factors 

while Generation Z considered the company’s image to be one of the bottom three 

factors. The most surprizing factor to be rated so low is the factor of the job having a 

good influence on society. As mentioned before, Millennials would like to be a part of 

higher purpose and value Corporate Social Responsibility (Cahill & Sedrak, 2012). Karl 

Moore (n.d.) mentioned greater purpose as a way to accommodate Millennials and 

implied their need to find a meaning in the job that they are attending to. Neither the 

less, the factor of the job having a good influence on society was the one that had the 

highest correlation to all but two factors regarding how well the generations perceive 

their needs to be met. This would indicate that if the employees from those generations 

would feel like the job that they attend to is a part of a higher purpose they would feel 

like the company is better meeting their needs.  

The job itself is a factor that Generation Z rate higher than Millennials in regards 

to how well Domino’s is meeting their needs. Indicating that the job that they are 

attending to needs to provide them joy so that they can be happy at work. This factor 

has not been mentioned by the literature as a trait of the Generation Z but this research 

indicates that it might be a factor of the emerging generation in the labour market, 

Generation Z. Both generation agreed on the factors where Domino’s is best meeting 

their needs are the company’s image and morale in the workplace. Both generations 

agreed on the workload, being one of the bottom third option where the company is not 

meeting their needs. This can be linked to work-life balance. As Deal et al (2010) 

suggested, then Millennials do not oppose working hard, but working long hours is not 

their preference. Work-life balance was also rated by Millennials of 4.28 out of 5 

possible and was the seventh highest rated factor in contributing to happiness at work. 

Diverse job tasks were also one of the factor worst met by Domino’s. It is not in line 

with what the company emphasises, they want to be able to offer job development and 

offer employees diverse tasks in order to work their way up the ladder in the company. 

They might have to analyse this situation better and find out why the employee policy is 

not harmonizing with what employee’s experience. Then feedback was one of the factor 

where Domino’s is not meeting employees needs, specially for women. Feedback is 

mentioned as the biggest trait characterizing the millennial generation and nearly every 

article or research concerning the millennial generation involves this concept. This 

research does not fully support this statement since that was not one of the most 
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important factor in contributing to employees’ happiness in the workplace. Feedback 

was rated, for all participants, as the 12th most important factor out of 18 factors rated 

by importance in relations to happiness at the workplace. For the millennial generation, 

feedback was 15th most important factor out of 18 factors rated. Therefore, it can be 

stated that there are many other factors that Millennials in Iceland value more than 

feedback. The open-ended question regarding, recently received feedback, indicated that 

feedback was not that important. One participant even wrote “I have received 

compliments from my boss, but that does not make me more positive”, and another one 

wrote “X is the only one that has given me compliments for how I do my job….but that 

never made me more positive towards working for Domino’s”. Feedback or 

compliments from participants closest supervisor, seemed though to be somewhat 

important for participants based on the open-ended questions. One respondent replied 

“Yes but it would be good to emphasise more on verbal rewards, that is not monetary 

rewards, specially from close supervisors”, and another wrote “Compliments from your 

closest supervisor is always fun to receive and to know that you are executing tasks 

correctly. Karl Moore’s statement that feedback is the most important factor for 

Millennials, is therefore partly supported. It might though raise concern that as 

Thompson & Gregory (2012) wrote Millennials have become accustomed to feedback, 

and from the open-ended question regarding feedback 178 respondents out of 263 had 

recently received some kind of a feedback. That is 67,7% of all participants, so if they 

have come accustomed to it, then they might not see it as a determinant factor. 

Millennials do not seem to consider feedback as an important factor in contributing to 

their happiness in the workplace, but they would like to receive more feedback from 

their supervisors since they are presenting this as one of the factor not well met by 

Domino’s. Perhaps this is not an important factor in contributing to their happiness in 

the workplace since Domino’s might already be accommodating them regarding 

feedback but improvements regarding feedback might benefit the company even further 

so that Millennials and Generation Z feel like their needs are well met.  

Flexibility was another factor that appeared to be a strong predictor of when it 

was important in making participants happy at work they would perceive their needs 

well met. This has not been considered a millennial trait, but Domino’s employee policy 

emphasises flexibility and seems to be pleasing their employees in regards to that factor.  

One of the most interesting facts when analysing correlation between table one 

and two was the negative correlation for wages. This indicates: 
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Wages important in regards to happiness       Wages perceived to be not well met by 

             Domino’s 

Wages not important in regards to happiness  Wages perceived to be well met by

        Domino’s  

Wages important in regards to happiness   How the company is perceived to be 

managed not well met by Domino’s 

Wages not important in regards to happiness  How the company is perceived to    

be managed is well met by Domino’s  

 Campione (2015), stated that offering Millennials high wages might be enough 

to attract them but it would never retain them, since there are other factors that affect 

job satisfaction more heavily. These findings from this research support his statement, 

depending on the perspective that Millennials have regarding wages. Those who see 

wages as an important factor in happiness at the workplace will neither be satisfied with 

the wages nor how the company is managed.  

  Both Moore (n.d.) and Cahill & Sedrak, (2012), imply that Millennials want 

their voice to be heard and that it is important to give them the chance to speak their 

mind. The factor “that my input and ideas are heard” measured that concept. The factor 

was the fourth highest rated factor of the eighteen in relations to happiness in the 

workplace. The factor was rated the low regarding how Domino’s is accommodating 

their needs in relations to the factor. Domino’s could therefore do better in 

accommodating Millennials regarding this factor. It could, be inferred, that Millennials 

have the need to be heard and that Domino’s is not meeting that need. Moore (n.d.) also 

states that mentoring is a good method to provide Millennials with. There they get the 

chance to speak their mind and receive guidance from their supervisors. Providing 

Millennials with mentoring they are better accommodated in regards to guidance and 

are able to speak their mind, so the gain from mentoring can, therefore, only be positive.  

 Tenure seems to be a strong predictor in participants answers. Tenure was the 

only variable that showed statistical significance towards how happy employees are at 

work. With a negative correlation, that would indicate that participants become less 

happy at work, the longer they work for the company. Tenure was also the strongest 

predictor of answers to the rating of factors in relation to participants happiness in the 

workplace. Participants were divided in two, those who had worked for the company for 

less than a year, and those who had worked there for more than a year. Statistical 

difference between those two groups was found for eight of the eighteen factors 
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presented. While statistical significance for generations was only found in regards to 

two factors. Tenure, can be assumed to be a better predictor of answers relating to 

happiness at work. The same was found for the factors where participants evaluated 

how well Domino’s is accommodating their needs. Tenure was a stronger predictor than 

generations. Generations only had correlations for one factor, while tenure had 

correlation to six factors. 

 Gender differences were not found regarding how happy employees are at work, 

and neither were there significant differences between genders’ regarding loyalty. 

Gender can give some implications on how participants would rate their happiness in 

the workplace and how well they think Domino’s is accommodating them. The 

correlation found for gender in each question appeared not to be for the same factors. 

Gender differences can therefore not be a predictor of how answers would appear, rather 

to give implications on how answers may become. 

Limitations 

 There were some limitations to his study. First it should be considered that the 

researcher created the survey himself and misinterpretation of literature, and the fact 

that the researcher has not much experience in creating surveys might affect the quality 

of some questions (Bryman & Bell, 2015). The method used was a self-report survey, 

and limitation to this method is that in depth analysis, like gained from interviews was 

amiss. The results of this study do therefore only give some overview of the topic of 

discussion. Then the method of a case study was used, that would indicate that the 

sample used can only represent the case involved. That is, the sample can represent 

employees of Domino’s but transferring those results to, for example, Icelanders, is not 

reliable. Specially, when participants were only 263, the sample is rather too small to 

generalize to a bigger sample. Perhaps the results can be used for companies in similar 

industry as Domino’s is, given that the company is a similar “case”. In the sample used, 

Generation X was represented only by two participants. That limits comparison between 

generations since answers from two participants do not give in depth analysis, though 

they may represent the cohort working for Domino’s in Iceland. Definitions between 

generations vary, when results of this research are looked at, it has to be taken into 

consideration, which years the researcher uses to define the end year of one generation 

and the start of another. This would indicate that this research cannot be compared to 

others if the beginning year and end year for Millennials is not defined in the same 

manner.  
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 Further studies on the topic of generational differences in order to understand 

the way of thinking for the millennial generation are important. This case study does not 

represent the millennial generation in Iceland, only the millennial generation working 

for Domino’s in Iceland. Researches where interviews are used would be feasible in 

order to understand the topic comprehensively. By using interviews, it would be 

possible to gain understanding of the factors presented to participants and interpret the 

results more thoroughly. Then a research on a different case would be useful to 

understand the millennial generation more fully and to be able to support or reject the 

findings of this research. Researching a sample that represents better the Icelandic 

nation would be vital if a full understanding of the topic, preferences of the millennial 

generation in Iceland, is to be fully understood.  

 This study gives an insight into the factors affecting millennial employees’ 

retention. With the growing number of Millennials in the Icelandic labour market, and 

the entry of a new generation, Generation Z, to the labour market as well. This topic 

will perhaps become more important for employees to gain knowledge on, so that they 

are capable of accommodating their employees and retain them.  
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Conclusion and recommendations 

 Organizations realize how costly it is to replace employees, and retaining 

qualified workers that contribute to the company’s profitability is vital for the company 

to maintain competitive advantage. This study, to the researcher’s best knowledge, is 

the first quantitative research in Iceland, that tries to capture the factors affecting 

Millennials retention.  

The main results of this study are that Millennials and Generation Z, working for 

Domino’s in Iceland value the most, morale in the workplace, wages and benefits, and 

their closest supervisor. Participants value their co-workers and consider them, based on 

open-ended question, to be the greatest advantage to working at Domino’s. This 

indicates that team-work and team-orientation are important factors for them. This 

supports the claim that the company needs to retain their employees. If turnover is high, 

they are losing employees that might contribute to making the job more fulfilling for 

Millennials. When losing a valued employee, it could end up with snow-ball effects, 

where employees leave because a valued co-worker has left the workplace. Morale in 

the workplace is the need best met by the company, perhaps it is difficult to argue that it 

is met by the company. Morale in the stores and the call centre is hard to control by the 

company since employees in management positions representing the company, seldom 

work alongside those in stores and call centre. But the company can affect morale by 

offering recreation where employees get to gather and by that affect morale. Wages and 

benefits, even though negatively correlated are important to those generations and their 

need in regards to wages seem to be fairly well met. As previously stated, mentoring 

programs might be beneficial for the company. Specially relating to supervisors in the 

company. If they would receive training on how to mentor employees and be reverse 

mentored by them, it may be beneficial to both working groups and contribute to 

employee’s job satisfaction. 

 The workload that adheres to the job is one of the need worst met by Domino’s. 

Domino’s needs to analyse how they can help employees to feel less overwhelmed by 

the workload. Perhaps more diverse job tasks could help employees handling tough 

times where they feel like the workload is too much. Diverse job tasks is one of the 

factor not well met by Domino’s but those two factors could assist each other. Offering 

diverse job tasks and training employees makes the work easier since everyone can help 

at any place in the store or the call centre. Feedback is also one of the need not well 

enough met by Domino’s. Domino’s might integrate regular pulse surveys, conducted 
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once a month to monitor employees attitudes and job satisfaction. Using their internal 

web to provide employees with feedback could be an easy platform to use. By the open-

ended questions those who had received this kind of a feedback were pleased with the 

platform used. Then supervisors within the stores need to be encouraged to provide 

feedback to their employees.  

Both the three factors presented as contributing most to job satisfaction in the 

workplace were factors that both Millennials and Generation Z agreed on. The same 

came forth regarding the three factors where Domino’s could meet their needs better. 

The generations therefore seem to value the most the same factors so all efforts done on 

behalf of the company to accommodate and improve those factors would benefit both 

generations. Moral and co-workers are important to Millennials and Generation Z. 

Entertainment where employees can get to gather and strengthen their bonds could 

influence happiness. This effort on the company’s side might also influence how 

employees perceive management. Some measures to strengthen bonds within stores, or 

the call centre, may be implemented with support from the company. Emphasising 

team-work could be one way to strengthen the morale in the workplace. Activities that 

support team-spirit and team-orientation may be an influential factor for Millennials.  

Finally, for the company to attract and retain their employees they need to 

accommodate better their employees with higher tenure. With a negative correlation 

with job satisfaction it indicates that employees become less satisfied the longer they 

work for the company. They value the same top three factors as the generations but in 

addition to that they value that their input and ideas are heard and their working 

conditions. Addressing their needs in regards to those factors leads to higher job 

satisfaction. 
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Appendix A 

Domino’s Employee Policy 

We would like to hire good employees and provide them with training and opportunities 

that benefit them in daily life, whether it is short-term or long-term commitment. We 

would like to have happy employees and make them capable of adjusting themselves to 

the job by acknowledging and practicing collaboration and cooperation.  

So that can be possible we emphasise: 

• Information sharing and training 

- We would like all new employees to receive vital information at the right time and right 

mode when it is relevant 

- We would like to provide employees information on changes and other resources in a 

clear and precise way 

- We would like all employees to get the correct and timely training for their jobs 

- We would like all employees to know our training ladder and have full access to 

information on training and development 

• Communication and fairness 

- We want all communication at the workplace to be responsible and professional. Joy is 

not forbidden but slander is 

- We would like all employees of Domino’s to be good role-models for new employees 

- We would like our customers to experience communication to them as professional, 

joyful and solution oriented 

- We want to make sure that employees of Domino’s are equally treated in regards to 

professional development and salaries. Employees should not be mistreated because of 

differences regarding gender, sexuality, religion or nationality 

- Flexibility should be a two-way process. We would like employees to be flexible and 

we want to be able to provide this flexibility to them as well 

• Hard work and loyalty 

- We would like employees to give their full effort while at work but rest and play outside 

of work 

- We would like employees to show responsibility and receive responsibility when it is 

sought after or asked for by their managers 
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- We would like a long-term employment relationship, both for our employees as well as 

our customers. We do not want short-term relationships, though that might be better 

than no relationship at all 

- Trust and loyalty is only gained by showing trust and staying loyal. We give our best to 

provide that and hope for the same from our employees. 
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Appendix B 

Spurningakönnun  

1. Á skalanum 1 til 10 hversu ánægð/ur ert þú í vinnunni? 

Mjög óánægð/ur   1 – 2 – 3 – 4 – 5 – 6 – 7 – 8 – 9 – 10 Mjög ánægð/ur 

2. Sérðu fyrir þér að þú munir ennþá vinna á Domino‘s eftir eitt ár? 

Já – Nei – Veit ekki 

3. Hversu ólíklegt eða líklegt væri að þú myndir mæla með Domino‘s sem vinnustað? 

Mjög ólíklegt   1 – 2 – 3 – 4 – 5 – 6 – 7 – 8 – 9 – 10 Mjög líklegt 

4. Hver væri helsta ástæða þess að þú myndir mæla með því að vinna hjá Domino‘s? 

____________________________ Opið svar 

 

5. Ef þú fengir tækifæri til að breyta einhverju á Domino‘s, hvað væri það? 

____________________________ Opið svar 

 

6. Hvaða ástæður væru þess helst valdandi að þú myndir sækjast eftir að vinna 

annarstaðar? 

____________________________ Opið svar 

 

7. Getur þú sagt frá atviki í vinnunni þar sem þú fékkst hrós, umbun eða 

viðurkenningu sem gerði það að verkum að þú ert jákvæðari gagnvart því að 

vinna hjá Domino‘s? 

____________________________ Opið svar 
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8. Hversu miklu máli skipta eftirfarandi þættir þig svo þú sért ánægð/ur með starfið 

þitt? 

1 Mjög litlu mál - 2 Frekar litlu máli i- 3 Hvorki miklu né litlu máli - 4 Frekar miklu 

máli - 5 Mjög miklu máli  
 

Mjög 

litlu 

máli 

Frekar 

litlu 

máli 

Hvorki miklu 

né litlu máli 

Frekar 

miklu 

máli 

Mjög 

miklu 

máli 
 

1 2 3 4 5 

Ímynd fyrirtækisins 
     

Stjórnun fyrirtækisins 
     

Næsti yfirmaður minn 
     

Starfsandinn 
     

Starfið sjálft 
     

Vinnuaðstæður 
     

Laun og kjör 
     

Önnur hlunnindi      

Starfsþróun sem 

fyrirtækið býður upp á  

     

Vinnutíminn 
     

Vinnuálag 
     

Endurgjöf (feedback) 

frá yfirmönnum 

     

Að maður fái að segja 

sína skoðun  

     

Jafnvægi milli vinnu 

og einkalífs 

     

Fjölbreytt verkefni 
     

Góð leiðsögn frá 

yfirmanni/þjálfara 

     

Sveigjanleiki 
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Starfið hafi jákvæð 

áhrif á samfélagið 

 

 

 

9. Hversu vel stendur Domino‘s undir þínum væntingum á eftirfarandi þáttum? 

1 Mjög illa - 2 Frekar illa - 3 hvorki illa né vel - 4 Frekar vel - 5 Mjög vel 

  
 

Mjög 

illa 

Frekar 

illa 

Hvorki illa né 

vel 

Frekar 

vel 

Mjög 

vel 
 

1 2 3 4 5 

Ímynd fyrirtækisins 
     

Stjórnun fyrirtækisins 
     

Næsti yfirmaður minn 
     

Starfsandinn 
     

Starfið sjálft 
     

Vinnuaðstæður 
     

Laun og kjör 
     

Önnur hlunnindi      

Starfsþróun sem 

fyrirtækið býður upp á  

     

Vinnutíminn 
     

Vinnuálag 
     

Endurgjöf (feedback) 

frá yfirmönnum 

     

Að maður fái að segja 

sína skoðun  

     

Jafnvægi milli vinnu 

og einkalífs 

     

Fjölbreytt verkefni 
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Góð leiðsögn frá 

yfirmanni/þjálfara 

     

Sveigjanleiki 
     

Starfið hafi jákvæð 

áhrif á samfélagið 

     

 

 

 

 

Bakgrunnsbreytur í lok kannanar 

10. Hver er aldur þinn núna? 

Yngri en 15 ára 

15-16 ára 

17-18 ára 

19-20 ára 

21-22 ára 

23-24 ára 

25-26 ára 

27-28 ára 

29-30 ára 

31-32 ára 

33-34 ára 

35-36 ára 

37-38 ára 

39-40 ára 

Eldri en 40 ára 

11. Hvernig skilgreinir þú kyn þitt? 

Karlkyn – Kvenkyn – Annað - Kýs að svara ekki 

12. Á hvaða starfsstöð Domino‘s vinnur þú? 

Landsbyggðinni (Akranes, Akureyri, Fitjar, Hafnargata, Selfoss) 
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Reykjavík (Ánanaust, Dalbraut, Gnoðarvogur, Hjarðarhagi, Höfðabakki, Hraunbær, 

Kringlan, Lóuhólar, Mjódd, Símaver, Skeifan, Skúlagata, Spöng) 

Nágrenni Reykjavíkur (Fjarðargata, Flatahraun, Garðatorg, Mosfellsbær, Nýbýlavegur, 

Rjúpnasalir) 

13. Hversu lengi hefur þú unnið á Domino‘s? 

0-2 mánuði 

3-4 mánuði 

5-6 mánuði 

7-8 mánuði 

9-10 mánuði 

11-12 mánuði 

13 mánuði – 2 ár 

3-4 ár 

5-6 ár 

7- 8 ár 

9-10 ár 

Lengur en 10 ár. 

Hvaða starfi sinnir þú helst á Domino‘s? 

Afgreiðsla 

Aðstoðarverslunarstjóri 

Bakari 

Bílstjóri 

Vaktstjóri 

Verslunarstjóri 

Þjónustufulltrúi 
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Appendix C 

Questionnaire 

1. On a scale of 1 to 10, how unhappy or happy are you at work? 

Very unhappy   1 – 2 – 3 – 4 – 5 – 6 – 7 – 8 – 9 – 10 Very happy 

2. Do you see yourself working for Domino’s one year from now? 

Yes – No – Don‘t know 

3. How likely are you to recommend Domino’s as a workplace?  

Very unlikely   1 – 2 – 3 – 4 – 5 – 6 – 7 – 8 – 9 – 10 Very likely 

4. Which factors are most important for you to recommend Domino’s as a work 

place? 

____________________________ Open answer 

 

5. If you got the chance to change something at Domino’s what would it be? 

____________________________ Open answer 

 

6. If you would decide to seek employment elsewhere, what would be the main 

reason?  

____________________________ Open answer 

 

7. Can you recall any recent recognition, praise or acknowledgement that you have 

received that increased your willingness to work for Domino’s? 

 

_____________________________ Open answer 
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8. How important are the following factors in contributing to your happiness at 

work? 

1 very unimportant - 2 Rather unimportant -  3 Neither important nor unimportant - 4 

Rather important - 5 Very important  
 

Very 

unimporta

nt 

Rather 

unimporta

nt 

Neither 

important nor 

unimportant 

Rather 

importa

nt 

Very 

importa

nt 
 

1 2 3 4 5 

The company’s 

image 

     

How the company 

is managed 

     

My closest 

supervisor 

     

Morale in the 

workplace 

     

The job itself 
     

Working conditions 
     

Wages and benefits 
     

Fringe benefits      

Career 

development 

offered by the 

company  

     

Working hours 
     

The workload 
     

Feedback from 

supervisors 

     

That my input and 

ideas are heard 

     



RETAINING MILLENNIALS  78 

 

Balance between 

work and personal 

life  

     

Diverse job tasks 
     

Guidance from 

supervisor/trainer 

     

Flexibility  
     

That the job has 

good influence on 

society 

     

 

 

 

 

9. In your job at Domino’s how well are your needs regarding the following factors 

met? 

1 Very badly - 2 Rather badly -  3 Neither badly or well - 4 Rather well - 5 Very well  

 
 

Very 

badly 

Rather 

badly 

Neither badly or 

well 

Rather 

well 

Very 

well 
 

1 2 3 4 5 

The company’s 

image 

     

How the company is 

managed 

     

My closest 

supervisor 

     

Morale in the 

workplace 

     

The job itself 
     

Working conditions 
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Wages and benefits 
     

Fringe benefits      

Career development 

offered by the 

company  

     

Working hours 
     

The workload 
     

Feedback from 

supervisors 

     

That my input and 

ideas are heard 

     

Balance between 

work and personal 

life  

     

Diverse job tasks 
     

Guidance from 

supervisor/trainer 

     

Flexibility  
     

That the job has 

good influence on 

society 

     

 

 

 

 

Background questions 

10. How old are you now? 

Younger than 15 years old 

15-16 years old 

17-18 years old 

19-20 years old 

21-22 years old 
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23-24 years old 

25-26 years old 

27-28 years old 

29-30 years old 

31-32 years old 

33-34 years old 

35-36 years old 

37-38 years old 

39-40 years old  

Older than 40  

11. To which gender do you identify? 

Male – Female – Other - Prefer not to answer 

12. At which Domino‘s location do you work most often? 

In regional Iceland (Akranes, Akureyri, Fitjar, Hafnargata, Selfoss) 

Reykjavík (Ánanaust, Dalbraut, Gnoðarvogur, Hjarðarhagi, Höfðabakki, Hraunbær, 

Kringlan, Lóuhólar, Mjódd, Símaver, Skeifan, Skúlagata, Spöng) 

Reykjavík surroundings (Fjarðargata, Flatahraun, Garðatorg, Mosfellsbær, 

Nýbýlavegur, Rjúpnasalir) 

13. For how long have you worked at Domino‘s? 

0-2 months 

3-4 months 

5-6 months 

7-8 months  

9-10 months 

11-12 months 

13 months – 2 years 

3-4 years 

5-6 years 

7- 8 years 

9-10 years 

Longer than 10 years. 

What is your main job at Domino‘s? 
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Assistant store manager 

Baker 

Driver 

Service (front counter) 

Service representative 

Shift manager 

Store manager 
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Appendix D 

Góðan daginn 

Ég heiti Vilborg Lárusdóttir og er nemi við Háskólann í Reykjavík auk þess að vera 

starfsmaður á mannauðssviði Domino‘s. Ég er að vinna lokaverkefni til meistaragráðu í 

mannauðsstjórnun og vinnusálfræði og verkefnið snýst um að greina áhrifaþætti þess að 

haldast í starfi. Leiðbeinandi verkefnisins er Katrín Ólafsdóttir, lektor við Háskólann í 

Reykjavík.  

Verkefnið er unnið í samstarfi við Domino‘s og er könnunin send á alla starfsmenn 

fyrirtækisins. Niðurstöðurnar verða kynntar fyrir stjórnendum fyrirtækisins svo hægt sé 

að nýta þær til að koma betur til móts við þarfir og væntingar starfsmanna. 

Könnunin er algerlega nafnlaus og munu engar niðurstöður kynntar fyrir stjórnendum 

fyrirtækisins þar sem á einhvern hátt væri hægt að greina hverjir svarendur eru. 

Með því að fylla út spurningalistann veitir þú samþykki þitt fyrir því að niðurstöðurnar 

sé hægt að kynna og nýta til frekari úrbóta á fyrirtækinu. 

Mér þætti vænt um ef þú gætir gefið þér 5-10 mínútur til að fylla út spurningalistann þar 

sem hvert svar skiptir máli og niðurstöður verða áreiðanlegri eftir því sem svarhlutfall 

eykst. 

Kær kveðja Vilborg Lárusdóttir 

Ef þú hefur frekari spurningar má senda fyrirspurnir á netfangið vilborgl16@ru.is eða 

hringja í síma 822-5539. 

 

Dear recipient 

My name is Vilborg Lárusdóttir and I am a student at Reykjavik University as well as 

being an employee in The Human Resource department at Domino‘s. I‘m working on 

my master thesis project in Human Resource Management and Organizational 

Psychology where I am analysing what factors or aspects of a job influence employee 

retention. Katrín Ólafsdóttir, Assistant Professor at Reykjavík University, School of 

Business, will be guiding the process. 

The project is conducted in collaboration with Domino‘s and the survey will be sent to 

all employees of Domino‘s. The results of this project will be presented to managers 

within the company so that they can use it to accommodate employees and improve the 

jobs within the organization. 

mailto:vilborgl16@ru.is
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The survey is completely anonymous and no results will be introduced to the managers 

of the company where respondents can be identified.  

By filling out this survey you are providing your approval of the results being presented 

and used for further improvements within the company.  

I would really appreciate if you could take 5-10 minutes to fill out this questionnaire 

since every reply matters and increases the reliability of this study.  

Kind regards Vilborg Lárusdóttir 

If you have any further questions you can contact me directly via e-mail, 

vilborgl16@ru.is or by phone, 822-5539. 

 

 

 

mailto:vilborgl16@ru.is
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Appendix E 

Timeline of work 

  

5 Jan.
• Hand in the Research Proposal

22 Jan.
• Meeting with supervisor (Katrín)

20 Feb.
• Pre-testing of survey finished

5 Mar.
• Survey fixed based on feedback

7 Mar.
• Survey sent out to participants

12 Mar.
• First reminder sent out via surveymonkey.

13 Mar.
• First reminder sent out via Workplace

16 Mar.
• Second reminder sent out via surveymonkey

19 Mar.
• Second reminder sent out via Workplace.

26 Mar.
• Gathering of empirical data completed

2 April
• Processing of data completed

15 April
• Hand in a final draft

24 April
• Meeting with supervisor (Katrín)?

15 May
• Hand in date for the thesis
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Appendix F 

 

Uppfylling 

væntinga - 

Ímynd 

fyrirtækisin

s

Uppfylling 

væntinga - 

Stjórnun 

fyrirtækisin

s

Uppfylling 

væntinga - 

Næsti 

yfirmaður 

minn

Uppfylling 

væntinga - 

Starfsandi

nn

Uppfylling 

væntinga - 

Starfið 

sjálft

Uppfylling 

væntinga - 

Vinnuaðst

æður

Uppfylling 

væntinga - 

Laun og 

kjör

Uppfylling 

væntinga - 

Önnur 

hlunnindi

Uppfylling 

væntinga - 

Starfsþróu

n sem 

fyrirtækið 

býður upp 

á

Uppfylling 

væntinga - 

Vinnutímin

n

Uppfylling 

væntinga - 

Vinnuálag

Uppfylling 

væntinga - 

Endurgjöf 

(feedback) 

frá 

yfirmönnu

m

Uppfylling 

væntinga - 

Að maður 

fái að 

segja sína 

skoðun

Uppfylling 

væntinga - 

Jafnvægi 

milli vinnu 

og 

einkalífs

Uppfylling 

væntinga - 

Fjölbreytt 

verkefni

Uppfylling 

væntinga - 

Góð 

leiðsögn 

frá 

yfirmanni/þ

jálfara

Uppfylling 

væntinga - 

Sveigjanlei

ki

Uppfylling 

væntinga - 

Starfið hafi 

jákvæð 

áhrif á 

samfélagið

Correlation 

Coefficient
.222

**
.187

**
.131

* 0.096 .224
**

.180
** 0.074 .145

*
.262

**
.141

*
.128

*
.200

**
.275

** 0.104 .201
**

.201
**

.142
*

.315
**

Sig. (2-

tailed)

0.000 0.002 0.034 0.121 0.000 0.003 0.233 0.019 0.000 0.022 0.037 0.001 0.000 0.092 0.001 0.001 0.021 0.000

Correlation 

Coefficient

0.081 -0.010 0.069 0.058 0.090 0.000 0.004 -0.039 0.089 0.047 0.023 0.020 0.081 0.034 -0.037 0.004 0.091 -0.012

Sig. (2-

tailed)

0.193 0.876 0.267 0.352 0.146 0.994 0.946 0.527 0.150 0.448 0.705 0.747 0.190 0.583 0.550 0.942 0.141 0.848

Correlation 

Coefficient

0.012 -0.033 0.088 0.043 -0.028 -0.039 0.019 0.018 -0.041 0.011 -0.107 -0.059 -0.002 0.015 -0.034 0.013 0.063 -0.009

Sig. (2-

tailed)

0.852 0.593 0.154 0.485 0.652 0.526 0.756 0.765 0.513 0.866 0.083 0.343 0.979 0.805 0.580 0.835 0.306 0.885

Correlation 

Coefficient

0.032 0.044 0.059 .212
**

.127
* 0.060 -0.004 0.029 0.029 0.089 -0.021 -0.098 -0.024 0.013 0.023 -0.038 0.068 -0.010

Sig. (2-

tailed)

0.610 0.479 0.342 0.001 0.040 0.330 0.951 0.645 0.635 0.150 0.740 0.113 0.697 0.829 0.714 0.536 0.271 0.872

Correlation 

Coefficient
.166

** 0.088 .144
*

.164
**

.251
**

.242
** 0.068 .147

*
.169

**
.179

**
.162

** -0.026 0.068 .135
* 0.079 0.047 0.091 .181

**

Sig. (2-

tailed)

0.007 0.152 0.020 0.008 0.000 0.000 0.271 0.017 0.006 0.004 0.008 0.680 0.271 0.028 0.199 0.444 0.140 0.003

Correlation 

Coefficient

0.044 -.126
*

.153
* 0.061 0.061 -0.005 -0.057 -0.042 0.041 -0.035 0.009 0.003 0.023 -0.022 -0.002 0.057 0.026 0.025

Sig. (2-

tailed)

0.479 0.041 0.013 0.324 0.322 0.934 0.357 0.497 0.510 0.577 0.882 0.965 0.712 0.718 0.974 0.353 0.677 0.681

Correlation 

Coefficient

0.044 -.170
** 0.090 0.095 -0.034 -0.040 -.191

** -0.030 -0.025 -0.116 -0.121 -0.027 -0.046 -0.039 -0.092 -0.055 -0.065 -0.038

Sig. (2-

tailed)

0.473 0.006 0.145 0.125 0.579 0.516 0.002 0.627 0.685 0.061 0.051 0.666 0.462 0.528 0.139 0.378 0.297 0.541

Correlation 

Coefficient

0.114 -0.013 .197
** 0.056 .216

** 0.102 0.024 .123
*

.173
**

.132
* 0.036 0.074 0.119 0.099 0.104 0.075 0.113 .172

**

Sig. (2-

tailed)

0.065 0.831 0.001 0.370 0.000 0.099 0.703 0.046 0.005 0.033 0.558 0.230 0.054 0.109 0.092 0.225 0.066 0.005

Correlation 

Coefficient

0.060 0.033 .178
**

.136
*

.168
** 0.064 0.022 0.069 .240

** 0.036 0.056 .128
*

.136
* 0.057 .188

**
.155

*
.146

*
.143

*

Sig. (2-

tailed)

0.334 0.592 0.004 0.027 0.006 0.304 0.718 0.267 0.000 0.562 0.365 0.039 0.028 0.357 0.002 0.012 0.018 0.020

Correlation 

Coefficient

0.088 .132
*

.192
**

.164
**

.236
**

.126
* 0.027 0.101 0.081 -0.016 .163

** 0.055 0.010 0.045 0.020 0.070 0.032 0.052

Sig. (2-

tailed)

0.154 0.032 0.002 0.008 0.000 0.041 0.663 0.103 0.192 0.792 0.008 0.372 0.874 0.470 0.748 0.258 0.602 0.400

Correlation 

Coefficient

0.054 -0.030 0.070 0.105 0.077 0.013 -0.014 -0.002 -0.012 -0.040 -0.050 -0.028 0.048 0.016 0.077 0.019 -0.049 0.032

Sig. (2-

tailed)

0.380 0.629 0.255 0.088 0.216 0.838 0.825 0.974 0.846 0.515 0.419 0.647 0.438 0.794 0.216 0.764 0.426 0.601

Correlation 

Coefficient

0.083 0.057 0.117 .143
*

.219
** 0.085 0.016 0.108 0.081 0.027 0.080 -0.044 0.026 0.031 -0.023 0.051 -0.086 0.080

Sig. (2-

tailed)

0.180 0.356 0.059 0.020 0.000 0.167 0.799 0.080 0.189 0.668 0.195 0.478 0.672 0.618 0.713 0.413 0.165 0.195

Correlation 

Coefficient

-0.008 0.006 0.102 .155
*

.167
** 0.074 -0.073 0.060 0.057 0.054 0.040 -0.062 0.025 0.062 -0.022 -0.061 0.031 -0.019

Sig. (2-

tailed)

0.895 0.918 0.097 0.012 0.007 0.230 0.239 0.334 0.355 0.383 0.523 0.315 0.692 0.316 0.719 0.327 0.619 0.753

Correlation 

Coefficient

0.097 0.087 .148
*

.129
*

.145
* 0.049 0.033 0.068 -0.005 0.034 0.086 0.029 0.044 .143

* -0.005 0.014 0.070 0.002

Sig. (2-

tailed)

0.117 0.160 0.017 0.036 0.018 0.430 0.593 0.271 0.938 0.587 0.165 0.637 0.475 0.021 0.935 0.824 0.261 0.978

Correlation 

Coefficient
.183

**
.166

** 0.076 .160
**

.121
* 0.120 0.022 .196

**
.200

** 0.108 .128
* 0.096 .173

**
.128

*
.122

* 0.015 .162
**

.151
*

Sig. (2-

tailed)

0.003 0.007 0.217 0.010 0.049 0.052 0.718 0.001 0.001 0.080 0.038 0.119 0.005 0.038 0.048 0.810 0.008 0.014

Correlation 

Coefficient
.141

* 0.094 0.110 .211
**

.225
** 0.086 0.021 .145

*
.132

* 0.081 0.084 0.111 .187
**

.150
* 0.060 .131

* 0.014 .123
*

Sig. (2-

tailed)

0.023 0.127 0.074 0.001 0.000 0.163 0.735 0.019 0.032 0.189 0.176 0.071 0.002 0.015 0.329 0.034 0.827 0.046

Correlation 

Coefficient
.195

**
.180

**
.246

**
.179

**
.272

**
.137

* 0.071 .187
**

.132
*

.166
**

.127
* 0.110 .209

**
.209

** 0.108 .145
*

.208
** 0.120

Sig. (2-

tailed)

0.002 0.003 0.000 0.004 0.000 0.026 0.253 0.002 0.033 0.007 0.040 0.074 0.001 0.001 0.080 0.019 0.001 0.052

Correlation 

Coefficient
.205

**
.233

**
.175

** 0.097 .222
**

.173
** 0.091 .123

*
.283

**
.187

**
.185

**
.191

**
.147

*
.237

**
.228

**
.207

**
.212

**
.339

**

Sig. (2-

tailed)

0.001 0.000 0.004 0.116 0.000 0.005 0.141 0.046 0.000 0.002 0.003 0.002 0.017 0.000 0.000 0.001 0.001 0.000

Mikilvægi - 

Jafnvægi 

milli vinnu 

og 

einkalífs

Mikilvægi - 

Fjölbreytt 

verkefni

Mikilvægi - 

Góð 

leiðsögn 

frá 

yfirmanni/þ

Mikilvægi - 

Sveigjanlei

ki

Mikilvægi - 

Starfið hafi 

jákvæð 

áhrif á 

samfélagið

Mikilvægi - 

Önnur 

hlunnindi

Mikilvægi - 

Starfsþróu

n sem 

fyrirtækið 

býður upp 

Mikilvægi - 

Vinnutímin

n

Mikilvægi - 

Vinnuálag

Mikilvægi - 

Endurgjöf 

(feedback) 

frá 

yfirmönnu

Mikilvægi - 

Að maður 

fái að 

segja sína 

skoðun

Spearman'

s rho

Mikilvægi - 

Ímynd 

fyrirtækisin

s

Mikilvægi - 

Stjórnun 

fyrirtækisin

s

Mikilvægi - 

Næsti 

yfirmaður 

minn

Mikilvægi - 

Starfsandi

nn

Mikilvægi - 

Starfið 

sjálft

Mikilvægi - 

Vinnuaðst

æður

Mikilvægi - 

Laun og 

kjör


