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ABSTRACT 

 

Although there is a much study on job satisfaction, relatively little empirical study today 

in Malaysia context. Thus, it emphasizes that there is still a need to conduct additional 

research to filling the gaps that have not been solved in the current study. The main 

purpose of this study was to investigate the factors affecting job satisfaction at call 

center. This study was conducted at Sing Tell call center. The data was collected and 

administered of a structured questionnaire based on the job descriptive index (JDI) and 

Minnesota job satisfaction questionnaire (MSQ).Questionnaires were used to obtain data 

for this research. A total of 169 respondents were randomly selected as the sample of 

study. The study showed that organizational factors such as working condition and 

promotion significantly affected call center employees job satisfaction. For individual 

factors, result showed that they are differences between male and female employees on 

job satisfaction. The research provided a better understanding regarding the factors 

affecting job satisfaction in call center.  

Keywords: job satisfaction, call center, organizational factors, individual factors. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

ACKNOWLEDGEMENTS 

 

This thesis reflects the knowledge I acquired during my master studies in human 

resource management. 

A special thank you to my supervisor, Dr. Norazuwa Binti Mat, for her guidance, 

insight and encouragement in the writing and compilation of this thesis. Your invaluable 

support and patience throughout this journey has been unreal and is appreciated from the 

bottom of my heart. 

They are many friends that I met in UUM, I want to say big thanks to everyone 

in class. At last I really appreciated my parents and other family members support me 

during the study. 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

TABLE OF CONTENTS 

 Page 

DECLARATION i  

PERMISSION TO USE ii  

ABSTRACT iii  

ACKNOWLEDGEMENTS iv  

TABLE OF CONTENTS v  

LIST OF TABLES     ix 

LIST OF FIGURES     x 

  

CHAPTER ONE: INTRODUCTION  

1.1 Introduction 1 

1.2 Problem Statement 5 

1.3 Research Questions 6 

1.4 Research Objective 6 

1.5 Significant of the Study 6 

1.6 Scope and Limitation of the Study 7 

1.7 Organization of the Research Project 8 

  

CHAPTER TWO: LITERATURE REVIEW  

2.1 Introduction 9 

2.2 Job Satisfaction 9 

2.3 Work Condition  12 



 

 

2.4 Promotion  13 

2.5 Gender 15 

2.6 The Relationship Between Work Condition and Job Satisfaction 17 

2.7 The Relationship Between Promotion and Job Satisfaction 18 

2.8 The Different Between Gender and Job Satisfaction 20 

2.9 Research Framework 22 

2.10 Summary 23 

  

CHAPTER THREE: RESEARCH METHODOLOGY  

3.1 Introduction 24 

3.2 Research Design 24 

3.3 Population and Sampling Design 25 

3.4 Research Instrument 25 

3.5 Data Collection Procedures 29 

3.6 Data Analysis 30 

      3.6.1 Descriptive Statistic 30 

      3.6.2 Frequency Distribution 31 

      3.6.3 Pearson Correlation 31 

3.7 Conclusion 32 

  

 

 

 

 



 

 

CHAPTER FOUR: FINDINGS 

4.1 Introduction 33 

4.2 Findings 33 

      4.2.1 Demographic Characteristic 33 

      4.2.2 Level of job Satisfaction 35 

      4.2.3 Relationship between Working Condition, Promotion and Job   

               Satisfaction 

36 

      4.2.4 Relationship between Personal Factors and Job  Satisfaction 37 

4.3 Hypothesis Summary 38 

  

CHAPTER FIVE: CONCLUSION AND RECOMMENDATIONS  

5.1 Introduction 39 

5.2 Overview of the Study 39 

5.3 Discussion 40 

      5.3.1 Research on Organizational Factors 40 

      5.3.2 Research on Personal Factors 43 

5.4 Theoretical Implications 44 

5.5 Practical Implications 45 

5.6 Limitation of the Research 45 

5.7 Recommendations for the Future 46 

5.8 Conclusion 46 

  

References 48 



 

 

Appendix A: Questionnaire 58 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

LIST OF TABLES 

 

  Page 

Table 3.1 The Dimensions of Work Condition 26 

Table 3.2 The Dimensions of Promotion 27 

Table 3.3 The Components of Job Satisfaction 27 

Table 3.4  The Cronbach Alpha for Job Satisfaction 28 

Table 3.5 5 Point Likert Scale 28 

Table 3.6 The Level of Employees Job Satisfaction 29 

Table 3.7 The Cronbach Alpha for Level of Employees Job Satisfaction 29 

Table 3.8 Interpretation of Strength of Correlation Coefficient 31 

Table 4.1 Frequency Distribution- Gender 33 

Table 4.2 Frequency Distribution- Age 34 

Table 4.3 Frequency Distribution- Race 34 

Table 4.4 Frequency Distribution- Working Experience 35 

Table 4.5 Level of Job Satisfaction, Working Condition and Promotion 35 

Table 4.6 Relationship Between Working Condition, Promotion and 

Job Satisfaction 

36 

Table 4.7 Different Between Gender and Job Satisfaction 37 

Table 4.8 Independent Samples Test 37 

Table 4.9 Hypothesis Summary 38 

 

 

 



 

 

LIST OF FIGURES 

  

  Page 

Figure 2.1 Maslow’s Job Hierarchy of Needs Model 10 

Figure 2.2 Research Framework 23 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

CHAPTER 1 

INTRODUCTION 

1.1 Introduction 

Job satisfaction is about the feeling of the nature of the job.  In order for an organization 

to be successful, it must continuously ensure the satisfactorily of their employees (Berry, 

1997). The happier the workers, the more satisfied they are. Satisfied worker also view 

as a productive worker. Organization with more satisfied employees tends to be more 

effective in one particular industry (Robbins & Judge, 2007). In today’s world, 

organization realize that is it important to keep their worker satisfied as human resource 

is the important assets for the organization to keep their business running. With satisfied 

workers, they will deliver the better quality service to the customer which indirectly will 

increase customer satisfaction.  

As for the workers, job satisfaction is important for the employees’ mental health 

(Smith et. al, 1969). Upon study on job satisfaction, factor that influences the level of 

job satisfaction is vital to be addressed. They are many factors that influence level of job 

satisfaction such as the organization factor which may include working condition or 

anything that related to the working condition. For example: leadership style and pay. 

Besides working condition, personal factors such as health issue and family conflict. 

In telecommunication industry, job satisfaction among employees still an issue 

where management pay high attention on it. This is due to the unsatisfaction among call 

center employees lead to high volumes of employee turnover. In the early 1990s, call 
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