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ABSTRAK

Rasa mendesak (sense of urgency) merupakan perkara penting bagi proses
perubahan yang berjaya. Penyelidikan ini direkabentuk untuk menyiasat
hubungan antara sifat-sifat personaliti, komunikasi dalaman dan dimoderasi
oleh gaya kepimpinan transformasional terhadap rasa mendesak. Kajian
menggunakan kaedah bercarnpur iaitu metodologi kuantitatif dan kualitatif
bagi mengkaji hubungan tersebut berdasarkan senario kehidupan sebenar
terhadap perubahan besar dalam satu entiti iaitu syarikat multinasional —
Repso Malaysia. Melalui soal-selidik atas talian dan temubual secara semi-
struktur, kajian kes dilakukan terhadap 247 pekerja pelbagai fungsi, tahap
pekerjaan dan budaya rentas-sempadan. Penemuan kajian telah
mengesahkan wujud hubungan positif antara conscientiousness, extraversion,
agreeableness dan openness to experiences terhadap rasa mendesak. Sifat
neurotisisme menunjukkan hubungan negatif tetapi tidak signifikan terhadap
rasa mendesak dan telah disokong dengan justifikasi oleh kajian. Sementara
itu, komunikasi dalaman seperti yang dijangkakan juga menunjukkan
hubungan yang negatif terhadap rasa mendesak. Sebagai tambahan,
pembolehubah moderasi iaitu kepimpinan transformasional menunjukkan
pengaruh signifikan terhadap hubungan pembolehubah-pembolehubah tidak
bersandar terhadap rasa mendesak. Selain daripada menyumbang terhadap
bidang pengetahuan terhadap subjek di mana secara empirikal adalah
kurang, kajian ini telah memperbaharui kepentingan analisis tahap mikro bagi
organisasi iaitu individu dan bukan hanya peringkat makro. Kajian
menunjukkan keasliannya dan diakhiri dengan cadangan praktikal yang
komprehensif bagi syarikat dalam mencampurkan elemen personaliti pekerja,
komunikasi berstruktur dan dileveraj oleh gaya kepimpinan transformasional

bagi mencapai tahap yang diingini terhadap rasa mendesak untuk berubah.



ABSTRACT

Sense of urgency is a crucial element of a successful change process. This
research was designed to investigate the relationship between personality
traits (FFP), internal communication and moderated by leadership style of
transformational with sense of urgency. It employed mixed method, which is
both quantitative and qualitative research methodologies in examining the said
relationship against a real-life scenario of major change in a single entity of a
Multi National Corporation — Repso Malaysia. Through on-line questionnaire
and semi structured interviews, a total of 247 employees of various functions,
job levels and cross border cultures made up the case study of this research.
The findings of the research confirmed the positive relationship of
conscientiousness, extraversion, agreeableness and openness to experiences
with sense of urgency. The trait of neuroticism revealed a negative but non-
significant relationship to sense of urgency and duly supported with
justification by the research. Meanwhile, internal communication as predicted
showed a positive relationship with the sense of urgency. In addition, the
moderating variable of transformational leadership indeed showed significant
influence on the independent variables relationship to sense of urgency. Other
than contributing to the body of knowledge over a subject which is empirically
scarce, the research further renewed the importance of micro level analysis of
an organization i.e. individuals rather than only the macro level. The research
prides its originality and ends with comprehensive practical recommendations
for company in blending the elements of employees’ personality, structured
communication and leveraged by transformational style of leadership into

arriving to the desired state of sense of urgency to change.



ACKNOWLEDGEMENT

The journey to complete this doctoral thesis was filled with obstacles and
challenges, and at times forced me to evaluate the cost and benefit of
completing it. Intense office work loads, travelling needs and the challenge to
raise a newborn were among the obstacles that often marred my pace. Finally,
the passion for learning and the desire to complete the long journey of four
years prevailed. My passion of Change Management started early in my
career in MNC upon going through the myriad of changes. Some were fun,
many were not. | had one, and only one subject of research interest.

First and foremost my deepest gratitude to Associate Professor Dr Hartini
Ahmad, my able Supervisor who has been a beacon of light in directing me to
the correct path filled with guidance, motivation and soothing pressure.
Without her, | would have never been able to complete this journey. Her
dedication and wisdom were inspirational, and | will never be able to thank her
enough.

To my wife Siti Jamilah and to my daughter Amanda Hani Johari, | thank them
for the patience, understanding and support rendered to me for four years of
lost weekends, absence of social gatherings and at times when I'm immersed
with my own world of balancing work and study demands.

My thanks to score of others; my lecturers; Prof Rosli, Dr Rahim, Dr Kamil to
mention a few for the knowledge they shared and personal interest on my
progress. To my 2007 ‘UUM DBA Batch’ classmates; Hashim, Deena,
Tairuddin, Sahar, Azizah and others — few on the verge to complete their
thesis themselves, | thanked them for their support and sharing of knowledge.
Finally to my dedicated Secretary Rohaya whom was ever eager to help me
with administrative works in completing this thesis — likely due to sympathy
more than obligation, | thank her.

Thank you all and God Bless.



TABLE OF CONTENTS

Abstrak
Abstract

Acknowledgement

Table of Contents

List of Figures
List of Tables
Abbreviations

CHAPTER ONE: RESEARCH BACKGROUND

11
1.2
1.3

14
1.5
1.6
1.7
1.8
1.9

Introduction

Problem Statement

Case Study Organization

1.3.1 The Company

1.3.2 The Product

1.3.3 Company Structure (Simplified)
1.3.4 Financial Performance

1.3.5 New Energy Challenge

1.3.6 Changing the Business Model
1.3.7 Urgency to Change

Research Questions

Research Objectives

Research Significant

Research Limitations

Thesis Structure

Chapter Summary

Pages

15
15
16
17
17
18
19
20
20
22
23
24
25



CHAPTER TWO: LITERATURE REVIEW

2.1
2.2
2.3
2.4

2.5
2.6

2.7
2.8
29
210

Introduction

Sense of Urgency: Conceptual Understanding
Factors Associated with Sense of Urgency
Personality Traits

2.4.1 Neuroticism

2.4.2 Extraversion

2.4.3 Openness to Experiences

2.4.4 Agreeableness

2.4.5 Conscientiousness

Internal Communication

Leadership

2.6.1 Transformational Leadership
Theoretical Underpinning

Hypotheses Development

Theoretical Framework

Chapter Summary

CHAPTER THREE: RESEARCH METHODOLOGY

3.1
3.2
3.3
3.4
3.5
3.6

3.7
3.8

Introduction

Research Design

Unit of Analysis

Case Study Approach

Operational Definition

Instrument Development

3.6.1 Questionnaire Development

3.6.2 Semi-structured Interview Development
3.6.3 Ethical Procedures

Data Preparation

Quantitative Data Analysis and Hypotheses Testing

3.8.1 Descriptive Statistics
3.8.2 Inferential Statistics

vi

26
26
36

42
43
44
44
45
47
51
56
58
62
69
71

72
72
74
77
78

81
85
87
87

89
90



3.9 Qualitative Data Analysis

3.10 Reliability and Validity Estimates
3.10.1 Pre-Test Questionnaire
3.10.2 Data Preparation
3.10.3 Reliability Test

3.11 Chapter Summary

CHAPTER FOUR: DATA ANALYSES AND FINDINGS

4.1  Introduction
4.2 Data Screening and Transformation
4.2 1 Data Preparation and Accuracy
4.2.2 Normality Test
4.2.3 Factor Analysis
4.2.4 Uni-dimensionality
4.25 Reliability Analysis
4.2 6 Early Response vs Late Response Analysis
4.3 Demographic Profiles
4.4 Correlation Analysis
45 Multiple Regressions
4.6 Hierarchical Regression Analysis
4.6.1 Neuroticism, Transformational Leadership
and Sense of Urgency
4.6.2 Extraversion, Transformational Leadership
and Sense of Urgency
4.6.3 Openness, Transformational Leadership
and Sense of Urgency
4.6.4 Agreeableness, Transformational Leadership
and Sense of Urgency
4.6.5 Conscientiousness, Transformational Leadership
and Sense of Urgency
4.6.6 Internal Communication, Transformational Leadership

and Sense of Urgency
vii

93

94
95
96
97

98

99

99
101
102
107
108
110
112
114

118

120

124

127

130

133



4.7 Qualitative Results 137
4.8 Chapter Summary 151

CHAPTER FIVE: DISCUSSIONS OF FINDINGS

5.1  Introduction 152
5.2  Hypotheses Testing Results 152
5.3 Discussions 154
5.4  Value of Qualitative Findings to Support Quantitative

Findings 167
5.5 Chapter Summary 168

CHAPTER SIX: CONCLUSION AND RECOMMENDATIONS

6.1 Introduction 1698
6.2 Summary of Research Background 169
6.3 Conclusive Findings 171
6.4  Contribution of Research
6.4.1 Contribution to Theory 174
6.4.2 Practical Implication 176
6.5 Recommendations for Future Research 179
6.6 Conclusion 180
REFERENCES
APPENDICES

A : Questionnaires

B: Consent Form

C: Interview Protocol

D: Summary Reports (NVivo)
E: Qualitative Model (NVivo)

viii



Figure 1.1
Figure 2.1
Figure 4.1

Figure 4.2

Figure 4.3

Figure 4.4

Figure 4.5

Figure 4.6

Figure 4.7

Figure 4.8

List of Figures

Company Structure
Theoretical Framework
Scree Plot

Moderation Graph for Neuroticism, Transformational
Leadership and Sense of Urgency

Moderation Graph for Extraversion, Transformational
Leadership and Sense of Urgency

Moderation Graph for Openness to Experiences,
Transformational Leadership and Sense of Urgency

Moderation Graph for Agreeableness, Transformational
Leadership and Sense of Urgency

Moderation Graph for Conscientiousness, Transformational
Leadership and Sense of Urgency

Moderation Graph for Internal Communication,
Transformational Leadership and Sense of Urgency

Relationship Diagram

ix

Pages

16
69
104

120

123

126

129

132

135

139



Table 2.1
Table 2.2
Table 2.3
Table 3.1
Table 3.2
Table 3.3
Table 3.4
Table 3.5
Table 4.1
Table 4.2
Table 4.3
Table 4.4
Table 4.5
Table 4.6
Table 4.7
Table 4.8
Table 4.9

Table 4.10

Table 4.11
Table 4.12
Table 4.13

Table 4.14

List of Tables

Leading Change

Conceptual Definitions for Sense of Urgency
Researches on Change (Case Study)
Population of Case Organization

Categorical Approach to Identify Participant
Data Preparation for Questionnaire ltems
Reliability Analysis

Item-Total Statistics

Mean, Difference, Skewness and Kurtosis
Measure of Sampling Adequacy
Kaiser-Meyer-Olkin and Bartlett's Test

Total Variance Explained

Rotated Factor Matrix

Component Transformation Matrix

Reliability Analysis (Fieldwork)

Reliability Analysis for All Variables (Fieldwork)
Non-Response Bias Analysis

Descriptive Statistics Comparing Early Respondents and Late
Respondents

Respondents’ Profile

Pearson’s “r" Indices of Correlation
Pearson’s Correlations Matrix for Variables

Model Summary for Sense of Urgency, Transformational

X

Pages
29

30
38
74
86
95
97
97
100
101
102
103
105
106
107
107
109

109

110
113
114

116



Table 4.15

Table 4.16

Table 4.17

Table 4.18

Table 4.19

Table 4.20

Table 4.21

Table 4.22

Table 4.23

Table 4.24

Table 4.25

Table 4.26

Leadership and Independent Variables

Analysis of Variance for Sense of Urgency, Transformational
Leadership and Independent Variables

Model Summary of Neuroticism, Transformational
Leadership and Sense of Urgency

Analysis of Variance for Neuroticism, Transformational
Leadership and Sense of Urgency

Coefficient Analysis for Neuroticism, Transformational
Leadership and Sense of Urgency

Model Summary of Extraversion, Transformational
Leadership and Sense of Urgency

Analysis of Variance for Extraversion, Transformational
Leadership and Sense of Urgency

Coefficient Analysis for Extraversion, Transformational
Leadership and Sense of Urgency

Model Summary of Openness to Experiences, Transformational
Leadership and Sense of Urgency

Analysis of Variance for Openness to Experiences,
Transformational Leadership and Sense of Urgency
Coefficient Analysis for Openness to Experiences,
Transformational Leadership and Sense of Urgency
Model Summary of Agreeableness, Transformational
Leadership and Sense of Urgency

Analysis of Variance for Agreeableness, Transformational

Xi

117

118

119

119

121

122

123

125

125

126

127

128



Table 4.27

Table 4.28

Table 4.29

Table 4.30

Table 4.31

Table 4.32

Table 4.33

Table 4.34

Table 5.1

Leadership and Sense of Urgency

Coefficient Analysis for Agreeableness, Transformational
Leadership and Sense of Urgency

Model Summary of Conscientiousness, Transformational
Leadership and Sense of Urgency

Analysis of Variance for Conscientiousness, Transformational
Leadership and Sense of Urgency

Coefficient Analysis for Conscientiousness, Transformational
Leadership and Sense of Urgency

Model Summary of Internal Communication, Transformational
Leadership and Sense of Urgency

Analysis of Variance for Internal Communication,
Transformational Leadership and Sense of Urgency
Coefficient Analysis for internal Communication,
Transformational Leadership and Sense of Urgency
Description Table of the Qualitative Findings

Summary of Findings

Xii

128

130

131

132

133

134

135

137

153



ANOVA
CP
DME

ABBREVIATIONS

Analysis of Variance
Contract Price
Demeythonal Ether
Dependent Variable

Five Factor Model
Information Technology
Independent Variable
Kaiser-Meyer-Olkin
Liquefied Petroleum Gas
Multi National Corporation
Moderating Variable

Total Quality Management

xiii



CHAPTER ONE

INTRODUCTION

1.1 Background

Against the backdrop of an increasing trend of globalization, coupled with an
imminent indication of a prolonged global economy slow-down, management
of change is taking center-stage on business leader’s set of priorities. Change
can come in many ways such as total quality management (TQM), redesign,
restructuring or right sizing, as well as the radical ones like business re-
engineering, behavioral and cultural change, and business turnaround
(Ahmad & Francis, 2006; Kotter, 1996a; Taylor-Bianco, 2006; Stanleigh,
2008). In whatever forms it comes, the desired outcome of change remains
intact that is, to make the organization stronger and more resilient to the

dynamics of the operating environment.

Despite of the overwhelming call for change, the statistics (e.g. Hertog, lterson
& Mari, 2010; Raineri, 2009) demonstrate that most change efforts fails to
achieve its desired outcome. The studies indicated that failure rate was
approximately up to 70% (e.g. Hertog et al., 2010; Raineri, 2009). The latter
cited example, Riva (Video Company) faced failure at the first stage of
ensuring employees aware of the new direction of the company. The studies
were in line with Lai and Ong (2010) who stressed that leaders should be

aware of the employee’s sense of urgency to embrace changes which likely
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