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ABSTRACT 

 

 

Employee engagement has been acknowledged to help produce superior 

performance outcomes at the organizational level, but studies related to 

employee engagement outcomes are insufficient and there are limited 

investigations of this phenomenon in the context of Malaysia SME business. 

This gap was the impetus for the present research in identifying the factors of 

employee engagement at the organizational level. This research was guided by 

the following research problem: “how and why the factors of employee 

engagement outcomes at the organizational level could be established within 

the Malaysia SME business?” The synthesis of literature on employee 

engagement outcomes at the organizational level produced three research 

issues. In order to investigate these issues, a qualitative study was conducted 

and the respondents were identified using the snowballing sampling technique. 

12 convergent interviews were conducted to confirm the factors of employee 

engagement outcomes at the organizational level. The data were then analysed 

using the content analysis technique. The research findings confirmed 11 

factors of employee engagement, i.e. employee retention, profitability, 

absenteeism, customer satisfaction, productivity, customer loyalty, 

organizational performance, self-efficacy of manager, advocacy of organization, 

business growth, and satisfaction of business partner. The satisfaction of 

business partner is a new emerging factor which demonstrates the present 

research’s contribution to the body of knowledge. The results for the second 

and the third research issues suggested nine core factors and two non-core 

factors respectively. The contribution of this theory-building research is in the 

development and confirmation of the revised conceptual framework about the 

factors of employee engagement outcome at the organizational level, including 

the core factors and the non-core factors. Also, the present research provides 

methodological, theoretical, practical, and policy implications. The revised 

conceptual framework built from theories and empirical research provides the 

foundation for future research. 

 

Keywords: employee engagement, qualitative, convergent interview, SME  
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ABSTRAK 

 

 

Penglibatan pekerja telah diakui dapat meningkatkan kecemerlangan prestasi di 

peringkat organisasi. Walau bagaimanapun, kajian berkaitan dengan hasil 

penglibatan pekerja adalah tidak mencukupi dan kajian ke atas fenomena ini 

dalam konteks perniagaan Perusahaan Kecil dan Sederhana (PKS) di Malaysia 

juga terhad. Jurang yang dinyatakan tersebut adalah dorongan utama kepada 

penghasilan kajian ini dalam mengenalpasti faktor-faktor hasil penglibatan 

pekerja di peringkat organisasi. Kajian ini dijalankan berpandukan kepada 

permasalahan kajian berikut: “bagaimanakah dan mengapakah faktor-faktor 

hasil penglibatan pekerja di peringkat organisasi dapat diperkukuhkan dalam 

perniagaan PKS di Malaysia?” Sintesis literatur tentang hasil penglibatan 

pekerja di peringkat organisasi menghasilkan tiga isu kajian. Bagi mengkaji 

ketiga-tiga isu kajian tersebut, maka kajian kualitatif telah dijalankan dan 

responden kajian telah dikenalpasti dengan menggunakan teknik pensampelan 

bola salju. Sebanyak 12 wawancara tumpu telah dijalankan untuk mengesahkan 

faktor-faktor hasil penglibatan pekerja di peringkat organisasi. Data 

kemudiannya dianalisa dengan menggunakan teknik content analysis. 

Penemuan kajian ini mengesahkan bahawa terdapat 11 faktor bagi penglibatan 

pekerja iaitu pengekalan pekerja, keuntungan, ketidakhadiran, kepuasan 

pelanggan, produktiviti, kesetiaan pelanggan, prestasi organisasi, efikasi kendiri 

pengurus, sokongan organisasi, pertumbuhan perniagaan, dan kepuasan rakan 

kongsi perniagaan. Faktor-faktor yang dinyatakan ini juga adalah jawapan 

kepada isu kajian yang pertama. Faktor kepuasan rakan kongsi perniagaan 

adalah penemuan baharu yang juga merupakan sumbangan utama kajian ini 

kepada badan pengetahuan. Manakala bagi isu kajian kedua dan ketiga pula 

penemuan kajian mendapati terdapat sembilan faktor utama dan dua faktor 

bukan teras. Sumbangan kajian dari segi pembinaan teori adalah dalam 

pengukuhan dan pengesahan rangka kerja konseptual yang telah disemak 

semula tentang faktor-faktor hasil penglibatan pekerja di peringkat organisasi, 

termasuklah faktor-faktor utama dan faktor-faktor bukan teras. Kajian ini juga 

menyediakan implikasi metodologi, teori, praktikal, dan dasar. Rangka kerja 

konseptual yang disemak semula ini dibina berasaskan teori dan kajian 

empirikal telah menyediakan asas untuk kajian masa hadapan. 

 

Kata kunci: penglibatan pekerja, kualitatif, wawancara tumpu, PKS 
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APPENDICES 

 
 

Appendix 1: Interview Invitation Letter  

 

Safiah Rashid 

(Matric No.: 92778) 

Othman Yeop Abdullah Graduate School of Business (OYAGSB) 

Universiti Utara Malaysia (UUM) 

06010 Sintok, Kedah 

Tel: 012 305 7432 

Email: safiah_rashid@yahoo.com 

 

 

<Interviewee Name> 

<Address> 

 

 

Date: 

 

 

Dear Sir/Madam, 

 

 

Research Project Title:  

The Factors of Employee Engagement within Malaysia SME Business: An 

Exploratory Qualitative Inquiry 

 

I am undertaking a research project in partial fulfillment of the requirements for 

the Doctor of Business Administration (DBA) in Human Resource in the 

Othman Yeop Abdullah (OYA) Graduate School of Business at UUM under the 

supervision of Associate Professor Dr Mohd Amy Azhar Haji Mohd Harif. 

 

I am conducting interviews to investigate employee engagement within 

Malaysia SME business. This research aims to better understand the top 

manager’s experiences and perceptions in relation to employee engagement 

outcome at the organizational level. Employee engagement can be defined as 

“an individual employee’s positive work-related state characterized by 

combination of or more component namely cognitive, emotional, and 

behavioral components directed toward desired organizational outcomes”. 

 

Therefore, I would like to invite the top manager of SMEs in Malaysia 

preferable the Chief Executive Officer (CEO), the Chief Financial Officer 

(CFO) or the Head of Human Resource to participate in this research. 

Participation in this research is entirely voluntary. The participant may 

withdraw from this research project at any time without giving a reason. He/she 

also has the option to withdraw any input that may identify him/her. 

mailto:safiah_rashid@yahoo.com
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The interview consists of a set of questions which will take approximately 30 

minutes. The participant will be required to answer questions in regards to 

his/her experiences in his/her job on employee engagement practices and 

outcomes in the company.  The participant will also be asked for some 

demographic information. 

 

The participant input consists of vital information regarding the participant 

experiences on employee engagement outcome at the organizational level in 

his/her company. The participant’s permission will be asked to tape record the 

interview session, to enable me to accurately document the information the 

participant convey. If at any time during the interview, the participant wishes to 

discontinue the use of the recorder or the interview itself, he/she is free to do so. 

 

All data collected in the interview is confidential and anonymous. For the 

secrecy of the company and the participant, the company and the participant 

name will be disguised in the final research report along with any other 

significant details, in order to achieve anonymity. 

 

At the conclusion of this research project, a summary of the results and 

associated reports (only a summary of the participant company) will be made 

available should the participant request for it. The final results of the interview 

will be reported in a dissertation to be submitted for Ms. Safiah’s DBA degree, 

and as appropriate, in papers for presentation at conferences or for publication 

in scientific journals. 

 

Should you require any clarification and/or additional information, please do 

not hesitate to inform me at safiah_rashid@yahoo.com or by calling or 

Whatsapp me at 012 3057432.  

 

To participate in this research project, kindly contact the researcher at the above 

mentioned contact information. The date, time and venue of the interview will 

be set according to the participant preference. The consent form will be signed 

by the participant before the interview session. 

 

I would like to thank you in advance for your consideration to participate in this 

research project. 

 

 

Thank you. 

 

 

Yours sincerely, 

 

Safiah Rashid 

 

 

 

mailto:Safiah_rashid@yahoo.com
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Appendix 2: Interview Protocol of Convergent Interview 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Safiah Rashid 

Doctor of Business Administration (DBA) 

Universiti Utara Malaysia (UUM) 

Tel: 012 3057432 

safiah_rashid@yahoo.com 

 

 
 

Interview Protocol of Convergent Interview 
 

 

Date  :………/………/……  Time :…………..am/pm 

 

Company  :………………………………………………………….. 

 

Interviewee :………………………………………………………….. 

 

Position  :………………………………………………………….. 

 

 

Introduction 

 
Dear Participant, 

 

Thank you for taking the time to participate in this research project. This 

interview will take approximately 30 minutes. You will be required to answer 

questions in regards to your experiences in your job and the human resource 

practice in your company.  

 

Purpose of the Research Project 
 

This research project investigates employee engagement within Malaysia SME 

business. This research aims to better understand the top manager’s experiences 

and perceptions in relations to employee engagement outcome at the 

organizational level. 

 

mailto:safiah_rashid@yahoo.com
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Ethical Concerns 

 
All data collected in this interview is confidential and anonymous. For the safety 

benefits of your company and yourself, the company and your name will be 

disguised in the final research report along with any other significant details, in 

order to achieve anonymity. 

 

Your permission to tape record this interview is required. The recorded interview 

will assist me with my data analysis. Please note that you are free to push 

“pause” button of the tape recorder at any time during the interview and you can 

terminate the interview at any time that you wish. 

 

Do you have further question regarding the aim or procedure of this interview?  

 

 

Benefits Associated with Participation 
 

There is no direct benefits for participating in this research project but your input 

will provide vital information regarding the specific outcomes of employee 

engagement in Malaysia’s SME business. 

 

The final results of the interview will be reported in a dissertation to be 

submitted for Ms. Safiah’s DBA degree, and as appropriate, in papers for 

presentation at conferences or for publication in scientific journals. 

 

Your cooperation and generosity in participating in this study is highly valued 

and appreciated.  

 

Thank you, 

 

 

 

Safiah Rashid 

92778 

DBA 
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Interview Questions 

 

Question 1: 

Can you please tell me about your experience in getting your employees engage 

with their work/tasks? 

 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 2: 

Tell me briefly how employee engagement assists your organization? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 3: 

What are the employee engagement outcome at the organizational level in your 

organization? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 4: 

From the factors that you have mentioned, which can be classified as core 

factors? 

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 
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Question 5: 

From the factors that you have mentioned, which can be classified as non-core 

factors? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 6: 

Who else should I talk to about this topic? 

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 7: Closing Question 

What other questions that I should have asked you that I did not ask? 

 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

 

 

Thank you for your valuable time. 
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Appendix 3: Modified Interview Protocol of Convergent Interview 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Safiah Rashid 

Doctor of Business Administration (DBA) 

Universiti Utara Malaysia (UUM) 

Tel: 012 3057432 

safiah_rashid@yahoo.com 

 

 
 

Interview Protocol of Convergent Interview 
 

 

Date  :………/………/……  Time :…………..am/pm 

 

Company  :………………………………………………………….. 

 

Interviewee :………………………………………………………….. 

 

Position  :………………………………………………………….. 

 

 

Introduction 

 
Dear Participant, 

 

Thank you for taking the time to participate in this research project. This 

interview will take approximately 30 minutes. You will be required to answer 

questions in regards to your experiences in your job and the human resource 

practice in your company.  

 

Purpose of the Research Project 
 

This research project investigates employee engagement within Malaysia SME 

business. This research aims to better understand the top manager’s experiences 

and perceptions in relations to employee engagement outcome at the 

organizational level. 

 

mailto:safiah_rashid@yahoo.com
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Ethical Concerns 

 
All data collected in this interview is confidential and anonymous. For the safety 

benefits of your company and yourself, the company and your name will be 

disguised in the final research report along with any other significant details, in 

order to achieve anonymity. 

 

Your permission to tape record this interview is required. The recorded interview 

will assist me with my data analysis. Please note that you are free to push 

“pause” button of the tape recorder at any time during the interview and you can 

terminate the interview at any time that you wish. 

 

Do you have further question regarding the aim or procedure of this interview?  

 

 

Benefits Associated with Participation 
 

There is no direct benefits for participating in this research project but your input 

will provide vital information regarding the specific outcomes of employee 

engagement in Malaysia’s SME business. 

 

The final results of the interview will be reported in a dissertation to be 

submitted for Ms. Safiah’s DBA degree, and as appropriate, in papers for 

presentation at conferences or for publication in scientific journals. 

 

Your cooperation and generosity in participating in this study is highly valued 

and appreciated.  

 

Thank you, 

 

 

 

Safiah Rashid 

92778 

DBA 
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Interview Questions 

 

Question 1: 

Can you please tell me about your experience in getting your employees engage 

with their work/tasks? 

 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 2: 

Tell me briefly how employee engagement assists your organization? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 3: 

What are the employee engagement outcome at the organizational level in your 

organization? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 4: 

From the factors that you have mentioned, which can be classified as core 

factors? 

……………………………………………………………………………………
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……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 5: 

From the factors that you have mentioned, which can be classified as non-core 

factors? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 6: 

Do you agree that business partners’ satisfaction is the employee engagement 

outcome at the organizational level? 

Can this factor be classified as core factor? 

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 7:  

Do agree that the following factors are not the employee engagement outcome at 

the organizational level and why? 

(1) Employee retention; 

(2) Absenteeism; 

(3) Customer loyalty; and 

(4) Advocacy an organization. 

 

Which factors can be classified as core factor(s) and non-core factor(s)? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 
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Question 8: 

Who else should I talk to about this topic? 

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

Question 9: Closing Question 

What other questions that I should have asked you that I did not ask? 

 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………………………………………… 

 

 

Thank you for your valuable time. 
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Appendix 4:  Consent to Participate in a Research Project Form 

 

 

Consent to Participate in a Research Project 

Universiti Utara Malaysia 

 

 
Title of the Research: Employee Engagement Outcome at the 

Organizational level within Malaysia SME 

Business 

 

Investigator: 

Name:  Safiah Rashid   

School:  Othman Yeop Abdullah Graduate School of Business 

(OYAGSB) 

Tel: 012 305 7432 

Email: safiah_rashid@yahoo.com 

 

Supervisor: 

Name:  Associate Prof Dr Mohd Amy Azhar Mohd Harif  

School:  College of Business 

Tel: 019 555 9939 

Email: amyazhar@uum.edu.my 

 

 
Dear Participant, 

 

Thank you for taking the time to participate in this research project. This 

interview will take approximately 30 minutes. You will be required to answer 

questions in regards to your experiences in your job and the human resource 

practice in your company.  

 

Purpose of the Research Project 

 

This research project investigates employee engagement outcome within 

Malaysia SME business. This research aims to better understand the top 

manager’s experiences and perceptions in relations to employee engagement 

outcome at the organizational level. 

 

mailto:safiah_rashid@yahoo.com
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Ethical Concerns 

 
All data collected in this interview is confidential and anonymous. For the 

safety benefits of your company and yourself, the company and your name will 

be disguised in the final research report along with any other significant details, 

in order to achieve anonymity. 

Your permission to tape record this interview is required. The recorded 

interview will assist me with my data analysis. Please note that you are free to 

push “pause” button of the tape recorder at any time during the interview and 

you can terminate the interview at any time that you wish. 

 
Benefits Associated with Participation 

 

There is no direct benefits for participating in this research project but your 

input will provide vital information regarding the specific outcomes of 

employee engagement in Malaysia’s SME business. 

 

The final results of the interview will be reported in a dissertation to be 

submitted for Ms. Safiah’s DBA degree, and as appropriate, in papers for 

presentation at conferences or for publication in scientific journals. 

 

Voluntary Consent by Participant 

 

By signing below, you indicate that: 

 This study has been explained to you; 

 You have read this document or it has been read to you; 

 Your questions about this research project have been answered; 

 You are entitled to a copy of this form after you have read and signed it; 

 You voluntarily agree to participate in the research entitled: Employee 

Engagement Outcome at the Organizational level within Malaysia SME 

Business 

 

 

 

Participant’s Name:______________________________________________ 

 

Position:________________________________________________________ 

 

Participant’s Signature: __________________________________________ 

 

Date:_______________________________   

 

Time:_______________________________ 
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Appendix 5:  Seven Steps to Facilitate Effective Communication 

 

 

 

Source: adaptation from Dick (1990) and developed for this research

 Step 1 

Contacting 

the 

respondents 

 

 Step 2 
Time and 

setting  

 Step 3 

Establishing 

rapport and 

neutrality  

 The potential respondents will be contacted. 

 An overview of the research will be explained, purpose of the 

interview will be clarified.  

 If agreed to participate, the venue and time will be decided (Carson et 

al, 2001). 

 

 The length of the interview session will be informed.  

 Face-to-face interviews will be carried out.  

 Confirmation of the interview time will be confirmed the day prior to 

the scheduled interview. 

  

 Clarification of the preliminary issues will be made at the start of the 

interview session (Carson et al, 2001).   

 A briefs explanation on the aim of the research will be given after the 

researcher introducing herself. 

 Confidentiality and anonymity of the interviews will be informed. 

 Permission to tape record the interview will be sought. 

 
 Step 4 

Opening 

question  

 To start the interview with opening question (Nair & Reige, 1995).  

  

 Step 5 
Probe 

questions  

 Probe questions will be prepared based on the input from the first 

interview for the subsequent interview based on the proceeding 

interview.  

 Step 6 
Inviting a 

summary  

 Step 7 
Concluding 

the 

interview  

The researcher starts closure by: 

 inviting the interviewee to highlight the key points; 

 indicating their relative priority and then questions to indicate priority 

(Dick, 1990),  

  

 The interviewer will summarize the interview. 

 End the session ends by thanking the interviewee for the cooperation 

given and offering a copy of the data analysis.  

 Reassure the interviewee of the confidentiality and anonymity of the 

interview.  
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Appendix 6: Results of Convergent Interviews 

 

 

 

 

 

 

 

 

 

Respondent 

Questions 

Q3 Q4 Q5 Q6 Q7 

What are the 

employee engagement 

outcome at the 
organizational level in 

your organization? 

From the factors that 

you have mentioned, 

which can be classified 
as core factors? 

From the factors that 

you have mentioned, 

which can be 
classified as non-core 

factors? 

Do you agree that 

business partners’ 

satisfaction is the 
employee 

engagement outcome 

at the organizational 
level? Can this factor 

be classified as a core 

factor? 

Do you agree that the 

following factors are not 

the employee 
engagement outcome at 

the organizational level 

and why? (1) Employee 
retention; (2) 

absenteeism; (3) 

customer loyalty; (4) 
advocacy of an 

organization. Which 

factors can be classified 
as core factor(s) and 

non-core factor(s)? 

 

R01SEC01  Give us confidence 

to embark into new 

business 

 Confidence in the 

staff, the staff can do 
the task 

 Profit is good 

 Customer 
satisfaction increase, 

no complaints 

 Productivity increase 

 

 Business growth 

Profitability 

 Customer satisfaction 

 Productivity 

 

 Manager self-

efficacy 

  

R02SEC02  No problem with 
absenteeism 

 Employee retention 
is one of the 

outcomes 

 Customer satisfied 

with our service 

 Profitability of the 
company 

 Productivity 
increase, less 

mistakes 

 Business grow  

 Working 
environment is good 

and harmonious 

 

 Customer satisfaction 

 Profitability 

 Productivity 

 Organizational 
performance 

 

 Employee retention 

 Absenteeism 

 Business growth 

  

R03SEC03  Productivity increase 

 Having engaged 
employees, 

customers will be 

happy and less 
customer complaints 

 Harmonious working 
environment, 

employees get along 

very well 

 Business growth or 

continuity of 

business 

 Profitability is the 

ultimate outcome, no 
leakages 

 Business partners are 
satisfied 

 Productivity 

 Customer satisfaction 

 Profitability 

 Business growth 
Organizational 

performance 

 Business partner 
satisfaction 

 None   

R04SEC04  No problem on 

relationship with 

 Customer satisfaction 

 Business growth  

 Absenteeism 

 Organizational 
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customers 

 With employee 
engagement, no 

problem with 

absenteeism  

 Have a harmonious 

situation in the office 

 Business is able to 

continue and grow 

 A better productivity, 

mistakes are reduced 

 Sales increase, better 
financial result 

 Productivity 

 Profitability 
 

performance 

R05SEC05  Embark into new 
business and able to 

grow 

 Contributes to 
profitability of the 

company, sales 
increase 

 Able to work 
independently and 

committed 

 No major complaints 
from the clients 

 Less employee 
turnover 

 No problem with 
absenteeism 

 Good working 

environment 

 Business growth 

 Profitability, sales 

 Productivity is core 

 Organizational 

performance 
 

 Customer 
satisfaction 

 Employee retention 

 Absenteeism 

  

R06SEC06  They embark on the 

activities or tasks and 
you can see the 

output 

 Business able to 
grow 

 The result of having 

engaged employee is 

the bottom line 

 Our business 
partners are happy 

and received less 
complaints from 

them 

 Working 
environment is good 

and employees are 

happy 

 Productivity 

 Profitability is a 
critical success factor 

 Business partner 
satisfaction 

 Organizational 
performance 

 

 Business growth   

R07SEC07  Even when given the 

task even though 
more they are willing 

to do 

 Bottom line or 
financial result is the 

ultimate business 

goal 

 Company can 

expand rapidly 

 Do not have to 

monitor them even 
though they work 

until morning 

 Harmonious working 
environment is the 

factor 

 Productivity yes 

 Profitability 

 Organizational 

performance 

 Business growth   Agree 

 Yes  

 Disagree. Only 

employee retention is 
the outcome. Other 

factors are not 

important 

 Core factors: 

employee retention 

 

R08MAC01  Business growth is 
important to the 

 Business growth  

 Customer satisfaction 

 None   Yes 

 Yes, is the outcome  

 Not agree.  

 None are core factors 
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company 

 Employees make the 
customer happy, give 

something extra to 

customers 

 Profit is very 

important, know how 
to collect money and 

bring back to 

business  

 They are committed 

to you 

 Willing to learn new 

things 

 Ability to close deal 
and bring back to 

business 

 Harmonious working 

environment 
 

 

 Profitability 

 Productivity  

 Organizational 

performance 

 Non-core factors: 

customer loyalty; 
Manager self-

efficacy; advocacy of 

an organization 
 

 

R09SEC08  Good financial 
standing, sales 

increase 

 Employees 
understand how to 

run the business, 
how the outlet can be 

managed, how what 

the organization 
wants from them 

 

 
 

 Profitability 

 Organizational 

performance 

 None   Of course I agree 

 Business partner 

satisfaction is very 
important 

 Disagree 

 All factors i.e. 

Employee retention, 
Customer loyalty, 

Absenteeism and 

Advocacy of an 
organization are core 

factors 

 Customer loyalty is 
very important 

 

 

R10SEC09  Get satisfaction from 

customers  

 Better workplace 

environment, happier 
time in the 

workplace  

 Getting the bottom 
line, profitability, 

sales target  

 

 Profitability  

 

 Customer 

satisfaction  

 Organizational 

performance 

 Agree 

 Yes  

 Yes and No 

 Core factors: employee 
retention; Customer 

loyalty; and Advocacy 
of an organization 

 Employee retention is 

crucial 

 Non-core factors: 

Absenteeism because 
absenteeism is a 

subjective term 

because of mobile 
technology  

 

 
 

R11SEC10  Clients are happy, 

satisfied, they give 
more jobs to us 

 Employees are 
productive 

 Obviously, money 
matters in term of 

cash flow, 

profitability 
 

 Customer satisfaction 

 Productivity  

 Profitability  
 

 

 None   Yes 

 Yes, a core factor 

 Depends 

 Core factors are only 
employee retention, 

Customer loyalty and 
Advocacy of an 

organization 

 Clients will look for us 

when they require our 

service 

 Absenteeism is not 

applicable due to usage 
of technology in 

communication 

 
 

R12SEC11  Engaged employees 

engaged more with 
clients and make 

clients happy 

 Customer satisfaction 

 Profitability  
 

 None  I agree 

 Of course business 
partner satisfaction 

 I disagree 

 Core factor(s): 
employee retention; 
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 Give prosperity, 

financial returns to 
the firm  

 

is the core factor, 

partners have less 
stress and give 

support to the 

organization 

Customer loyalty; 

Advocacy of an 
organization 

 With employee 

engagement, there is 
high employee 

retention 

 Engaged employees 
able to service client 

with their best ability 

 Non-core factor(s): 

Absenteeism  

 

Legend: 
The question was not asked at this stage of interview 
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