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ABSTRACT

Researchers have shown an increased interest ducitamg studies in deviant workplace
behavior since the past researches shown the ¢agedtects of workplace deviance on
the organization as a whole. However, there i$ gtiéstion on the association and the
influence of occupational stress and its relatmthe occurrence of workplace deviance
despite the increase in attention given to theysafdleviant workplace behavior. This
study tries to identify the correlation betweenugzational stress in a customer call center
towards the deviant workplace behavior of its erygés. The current research has been
conducted among 400 customer services employeesetected call center in Malaysia.
The data was collected using a questionnaire sume&tjrod and the data analysis was
conducted using Pearson correlation method andrlirgression method to identify the
association and to test the research hypothesedinidings of this study reveal that there
is no significant correlation between occupatistedss and deviant workplace behavior
on the whole. However, the results show that therprersonal deviance level in the
selected call center is linked with the responsgibpressure, role conflict and workload
dimensions. Furthermore the occurrence of workpiesgance is significantly associated
with the job vs non-job conflict among the employegnoring these issues may cause a
decrease in the work performance of the customerices employees, causing the

organization valuable performance and profitahility

Keywords: deviant workplace behavior, workplace deviancepleyee deviance,

occupational stress, work stress.



ABSTRAK

Para penyelidik telah menunjukkan peningkatan midatam menjalankan kajian
kelakuan menyimpang di tempat kerja sejak kajipgagenenunjukkan kesan meluas dari
penyelewengan tempat kerja di organisasi secaedutebannya. Walau bagaimanapun,
masih ada persoalan mengenai perkaitan dan pengg@ihan kerja dan hubungannya
dengan berlakunya kelakuan menyimpang di tempg Wedaupun terdapat peningkatan
dalam perhatian yang diberikan kepada kajian tindaku menyimpang di tempat kerja.
Kajian ini cuba mengenal pasti hubungan di antekartan kerja di pusat panggilan ke
arah tingkah laku menyimpang di tempat kerja dakghn pekerjanya. Penyelidikan ini
dijalankan di kalangan 400 pekerja perkhidmataampgan di sebuah pusat panggilan
yang terpilih di Malaysia. Data dikumpulkan dengaanggunakan kaedah soal selidik
dan analisis data telah dijalankan menggunakanaka&drelasi Pearson dan kaedah
regresi linear untuk mengenalpasti perkaitan daokumenguji hipotesis kajian. Hasil
kajian ini menunjukkan bahawa tiada korelasi sigaif di antara tekanan kerja dan
tingkah laku menyimpang di tempat kerja pada kesbhnnya. Walau bagaimanapun,
keputusan menunjukkan bahawa tahap kelakuan meagignpterpersonal di pusat
panggilan yang dipilih dikaitkan dengan dimensi &®&n tanggungjawab, konflik
peranan dan beban kerja. Manakala penyelewengsenygtiat kerja dikaitkan dengan
masalah kerja dan masalah bukan kerja dalam kalgrgjeerja. Mengabaikan isu-isu ini
boleh menyebabkan penurunan prestasi kerja kakitepgrkhidmatan pelanggan, serta

menyebabkan penurunan prestasi dan keuntunganisagan

Kata kunci: tingkah laku devian di tempat kerja, penyelewengampat Kkerja,

penyelewengan pekerja, tekanan kerja.
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CHAPTER ONE
INTRODUCTION

1.1. Introduction

This chapter explains the background of the stymgblem statement, research
guestions, research objectives, and significancéhefstudy. Following that, this
chapter also highlights the scope and limitatiditb® study, and also the organization

of chapter in this study.
1.2. Background of study

Managing employee behaviors is a concern for amgyaroeations globally,
especially for profit oriented organizations sisceh behaviors can be detrimental to
their financial interests (Appelbaum et al., 200The way employees conduct
themselves at work would affect the organizatiot s members either positively or
negatively. Therefore it is important to know thgpeopriate way to behave in a
workplace. Ideally, employees should carry out rthdesignated tasks and
responsibilities at work and not engage in behavitrat can undermine the
organization or other employees either physicatlynentally. Any action that can
cause detrimental effects is unwanted and can bsidered deviant. Deviant
workplace behavior committed by the employees vihew either lack the motivation
to conform to normative expectations of the soc@itext or become motivated to

violate those expectations (Kaplan, 1975).

As a result of workplace deviance, billions of dadl were lost each year. According
to Harper (1990) it has been estimated that 33gpérto 75 percent of all employees

have engaged in behaviors such as theft, fraudjalsm, sabotage, and voluntary
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