
The copyright © of this thesis belongs to its rightful author and/or other copyright 

owner.  Copies can be accessed and downloaded for non-commercial or learning 

purposes without any charge and permission.  The thesis cannot be reproduced or 

quoted as a whole without the permission from its rightful owner.  No alteration or 

changes in format is allowed without permission from its rightful owner. 

 



THE RELATIONSHIP AND EFFECT OF ROLE OVERLOAD, 
ROLE AMBIGUITY, WORK-LIFE BALANCE AND CAREER 

DEVELOPMENT ON WORK STRESS AMONG CALL CENTER 
EXECUTIVES OF BUSINESS PROCESS OUTSOURCING (BPO) 

IN SELANGOR. 
 

 

 

 

 

 

KAVITHA D/O VENUGOBAL 
 

 

 

 

 

 

 

 

 

 

 

MASTER OF HUMAN RESOURCE MANAGEMENT 
UNIVERSITI UTARA MALAYSIA 

MARCH 2017  
 



 
 

THE RELATIONSHIP AND EFFECT OF ROLE OVERLOAD, 
ROLE AMBIGUITY, WORK-LIFE BALANCE AND CAREER 

DEVELOPMENT ON WORK STRESS AMONG CALL CENTER 
EXECUTIVES OF BUSINESS PROCESS OUTSOURCING  

(BPO) IN SELANGOR. 
 

 

 

 

 

 

 

 

 

BY 

KAVITHA D/O VENUGOBAL 

 

 

 

 

 

 

 

 

 

Thesis submitted to 
Othman Yeop Abdullah Graduate School of Business, 

Universiti Utara Malaysia, 
In Partial Fulfillment of the Requirements for the Master of Human Resource 

Management. 
 

 





i 
 

 
 

PERMISSION TO USE 
 
 
 

In presenting this thesis in fulfillment of the requirements for a Post Graduate degree 
from the Universiti Utara Malaysia (UUM), I agree that the Library of this university 
may make it freely available for inspection. I further agree that permission for copying 
this thesis in any manner, in whole or in part, for scholarly purposes may be granted by 
my supervisor(s) or in their absence, by the Dean of Othman Yeop Abdullah Graduate 
School of Business where I did my thesis. It is understood that any copying or 
publication or use of this thesis or parts of it for financial gain shall not be allowed 
without my written permission. It is also understood that due recognition shall be given 
to me and to the UUM in any scholarly use which may be made of any material in my 
thesis. Request for permission to copy or to make other use of materials in this thesis in 
whole or in part should be addressed to: 
 
 
 
 
 

Dean of Othman Yeop Abdullah Graduate School of Business 
Universiti Utara Malaysia 

06010 UUM Sintok 
Kedah Darul Aman 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



ii 
 

 

ABSTRACT 

 

Work stress is a global issue that keep rising among the working adults. The fast 
growing business pace has created a highly demanding and stressful working 
environment. Work stress is a phenomena that is extremely threaten for both 
organization and employees.  Consequently, this research is aim to identify the 
contributing factors of work stress to recognize the effect of highly influencing stressor 
among call center executives of BPO in Selangor. The four independent variables of 
this study which consist of role overload, role ambiguity, career development and work-
life balance are analyzed to determine the relationship with dependent variable of work 
stress.  Besides, this research had utilized cross-sectional study. The total 152 of 
respondents are was involved in this study. Data collection was carried out by 
distributing questionnaires. Additionally, the collected respondents was analyzed by 
Statistical Package for Social Science (SPSS) version 17.0. The research analysis are 
consist of descriptive statistics, reliability analysis and inferential analysis to identify 
the relationship among the independent and dependent variables. The multiple 
regression analysis shows that role overload (r = .794**, n= 152, p ≤ 0.00) and role 
ambiguity (r = .251**, n = 152, p≤0.00) has a positive and significant relationship on 
work stress. Besides that, work-life balance (r = -.183*, n=152, p ≤ 0.05) and career 
development (r = -.166*, n = 152, p ≤ 0.05) shows a significant and negative 
relationship on work stress. As overall all, role ambiguity, role overload, career 
development and work-life balance effect work stress by 65.1% as the R2 value is .651.  
The study findings shows that role overload are highly significant as the beta value is 
784, p ≤0.00 which contributing work stress among call center executives in BPO that 
located in Selangor. Career development is the second highest beta value. .209, p ≤0.45 
that effect work stress. Work-life balance beta value is -.207, p ≤0.45. The beta value 
of .099, p ≤0.77 shows that role ambiguity has a very low effect on work stress. 
Moreover, the managerial implication of this study are identified as long working hours 
and dual processing which are required to be managed in order to control the work 
stress level among call center executive of BPO in Selangor. Therefore, future research 
should explore other contributing factors of work stress such as interpersonal 
relationship and role conflicts. Finally, the research should extend more to other BPO 
call centers.  

 

Keywords: work stress, role overload, role ambiguity, career development, work-life 
balance, business process outsourcing, call center.  
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Abstrak 
 
Tekanan kerja adalah isu global yang terus meningkat di kalangan orang dewasa yang 
bekerja. Perkembangan pesat dalam kadar perniagaan telah mewujudkan persekitaran 
kerja yang sangat mencabar dan tertekan. Tekanan kerja adalah satu fenomena yang 
mengancam bagi kedua-dua organisasi dan pekerja. Oleh itu, kajian ini bertujuan untuk 
meninjau faktor-faktor yang meyumbang kepada tekanan kerja untuk mengenali pasti 
faktor yang sangat mempengaruhi tekanan kerja untuk mengurangkan tekanan kerja di 
kalangan eksekutif yang bekerja di pusat panggilan BPO, Selangor. Empat 
pembolehubah bebas kajian ini terdiri daripada beban kerja, kesamaran peranan, 
pembangunan kerjaya dan keseimbangan kerja-kehidupan telah diuji untuk 
menentukan hubungan dengan pembolehubah bersandar iaitu tekanan kerja. Selain itu, 
kajian ini telah menggunakan kajian keratan rentas. Seramai 152 responden telah 
terlibat dalam kajian ini. Pengumpulan data telah dijalankan dengan mengedarkan soal 
selidik. Selain itu, respon yang dikumpul telah dianalisis dengan menggunakan Pakej 
Statistik untuk Sains Sosial, versi 17.0 (SPSS). Analisis penyelidikan ini terdiri 
daripada statistik deskriptif, analisis kebolehpercayaan dan analisis inferensi untuk 
mengkaji hubungan antara pembolehubah bebas dan bersandar. Analisis menunjukkan 
bahawa beban kerja (r = .794**, n= 152, p ≤ 0.00) dan kesamaran perenan (r = .251**, 
n = 152, p≤0.00) mempunyai hubungan yang positif dan signifikan dengan tekanan 
kerja. Selain itu, keseimbangan kerja-kehidupan (r = -.183*, n=152, p ≤ 0.05) and 
pembangunan kerjaya (r = -.166*, n = 152, p ≤ 0.05) menunjukkan hubungan yang 
signifikan dan negatif dengan tekanan kerja. Beban kerja, kesamaran peranan, 
pembangunan kerjaya dan keseimbangan kerja-kehidupan meyumbang kepada tekanan 
kerja sebanyak 65.1 % (R2=.651). Keputusan kajian ini juga menunjukkan bahawa 
beban kerja sangat signifikan sebab nilai beta adalah .784, p ≤0.00 dimana iaiya 
menyumbang tekanan kerja di kalangan eksekutif yang bekerja di pusat panggilan BPO 
di Selangor. Pembangunan kerjaya mencatatkan nilai beta kedua tertinggi iaitu .209, p 
≤0.45. 
Keseimbangan kerja-kehidupan mencatatkan nilai beta sebanyak -.207, p 
≤0.45. Nilai beta .099, p ≤0.77 menunjukkan bahawa kesamaran peranan 
mempunyai kesan rendah terhadap tekanan kerja. Selain itu, implikasi 
pengurusan kajian ini adalah waktu kerja berpanjangang dan pemprosesan 
berganda yang perlu diuruskan untuk mengurangkan tahap tekanan kerja di 
kalangan eksekutif yang bekerja di pusat panggilan BPO di Selangor. Oleh 
itu, kajian masa depan perlu meneroka faktor lain yang menyumbang 
tekanan kerja seperti hubungan interpersonal dan konflik peranan. Akhir 
sekali, kajian ini perlu dilanjutkan kepada pusat panggilan BPO yang 
berlainan. 

 
Kata kunci: tekanan kerja, bebanan peranan, kesamaran peranan, pembangunan 
kerjaya, keseimbangan kerja-kehidupan, BPO, pusat panggilan.  
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1 

CHAPTER 1 

INTRODUCTION 

 

1.1 Background of the Study 

Stress is a mental and physical reaction that becomes a part of every human’s daily life. 

Stress at workplace is also known as work stress that commonly used interchangeably 

in most literatures and past researches which consist of job stress, occupational stress, 

and work related stress. Based on a study conducted by Sheraz et al. (2014) stress is 

defined as a situation whereby there is a physiological and psychological imbalances 

due difference among situational request and capacity or energy that the people is 

required to handle with those requirements. Work stress is one of the main concerns 

that faced by every employee in this modern world. The fastest growing business 

domain had created a demanding work environment in most of the organizations. 

Technology advancement also had increased the employee’s requirement to cope with 

the changes. High demand requires high coping level of the employees.  

 

Job stress is determined as a human’s physical and mental responses or feedback of 

changes or certain environment. Occupational stress may result from several factors 

including, psychological, physical and environmental. According to Lehrer et al. (2009) 

it is found that severe and lasting physical factors, psychological condition and social 

stressor are contributing stress.  Work stress arises among the employees due to stressor 

such as heavy work overload, lack of job security, interpersonal relationships in the 

workplace, role conflict and travelling stress. Stressors has been recognized as 

impacting the female and male employee’s health (Days & Livingstone, 2001). Work 

related stress may vary and the stress level is different based on the job type, job 

requirements and employee’s capability to absorb. Stress across different occupations  
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Dear Respondent  
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Utara Malaysia (OYAGSB UUM). I’m currently conducting a research in the area 
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in Selangor. Therefore, I would appreciate if you could answer all of the questions in 
the survey as the information you provide will influence the success of this research. It 
will take less than 15 minutes to complete the questionnaire. Please note that responses 
collected will be treated with the strictest confidentiality and will be used for academic 
purposes only. Your honest completion of this questionnaire will assist in generating 
information that will help business process outsourcing call centers to improve on work 
stress management, enhance quality of service and improved productivity. 
Thank you very much for your time and cooperation in answering this questionnaire. 
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SECTION A: DEMOGRAPHIC INFORMATION 

 

Gender:  
1.             Male          2.              Female  

 
Age group:  

1.            19-29          2.              30-39          3.              40-49          4.              
50- 60                                                  

 
Highest education qualification:  

1.             Master Degree  
2.             Bachelor Degree  
3.             Certificate/Diploma  
4.             SPM/STPM 
5.             Others, please specify: ……………………  

 
Current position:  

1.             Senior Manager  
2.             Manager  
3.             Assistant Manager  
4.             Senior Executive 
5.             Executive  

 
Length of employment in this company (years): 

1.               Below than 2 years                        2.             2 years to 5 years 
3.               5 years to 10 years                         4.             More than 10 years  

Type of employment: 
1.             Permanent 
2.             Contract  
3.             Outsource (Agency)  
4.             Expatriate  

 
Monthly income (RM):  

1.              <2000    2.                  2001 - 3000 
3.               3001 – 4000                               4.                   4001 - 5000 
5.               > 5001 

 
 
 
 
 

 

 

 

This section contains questions that will ask your personal information. For each question, 
please tick (/) in the most appropriate box or write your response in the space provided. 
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SECTION B: WORK STRESS 
(Work stress: The harmful physical and emotional responses that occur when job 

requirements do not match the worker’s capabilities, resources, and needs.) 
 
Please answer all the questions and please chooseONE (1) answer based on the 
following statements. The highest ranking, 5 (Strongly Agree), 4 (Agree), 3 (Neutral), 
2 (Disagree) and the lowest, 1 (Strongly Disagree). 
 

No Elements 

 
1 

Strongly 
Disagree 

2 
 Disagree 

3 
Neutral 

4 
Agree 

 
5 

Strongly 
Agree 

1. 
I have unachievable 
deadlines. 

1 2 3 4 5 

2. 
I have to neglect some 
tasks because I have 
too much to do. 

1 2 3 4 5 

3. 
I am unable to take 
sufficient breaks. 

1 2 3 4 5 

4. 
I have to work very 
fast. 

1 2 3 4 5 

5. 
I have a choice in 
deciding how I do my 
work. 

1 2 3 4 5 

6. 
Staff are consulted 
about change at work. 

1 2 3 4 5 

7. 
I feel that job pressures 
interfere with my 
family or personal life. 

1 2 3 4 5 

8. 

At times I fell 
overloaded with the 
amount of work 
required to do.  

1 2 3 4 5 

9. 

I feel that my job is 
negatively affecting my 
physical or emotional 
well-being. 

1 2 3 4 5 

10. 
I have adequate control 
or input over my work 
duties. 

1 2 3 4 5 
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SECTION C: ROLE OVERLOAD 
(Role overload:  A situation in which the various roles, assignments or work required 
of a role occupier exceed the amount of time and resources and energy available to 

the individual for their execution.) 
 

Please answer all the questions and please choose ONE (1) answer based on the 
following statements. The highest ranking, 5 (Strongly Agree), 4 (Agree), 3 (Neutral), 
2 (Disagree) and the lowest, 1 (Strongly Disagree). 
 

No Elements 

 
1 

Strongly 
Disagree 

2 
Disagree 

3 
Neutral 

4 
Agree 

 
5 

Strongly 
Agree 

1. 
I never seem to have 
enough time to get 
everything done. 

1 2 3 4 5 

2. 
I have too little time to 
perform my daily tasks. 

1 2 3 4 5 

3. 
Times that I must work 
under time pressure. 

1 2 3 4 5 

4. 
Worry that I will not be 
able to fulfill my tasks. 

1 2 3 4 5 

5. 
It often seems like I 
have too much work 
for one person to do. 

1 2 3 4 5 

6. 
It seems to me that I 
have more work at my 
job than I can handle. 

1 2 3 4 5 

7. 
I often have too much 
to do in my job. 

1 2 3 4 5 

8. 
I have too much work 
to do everything well. 

1 2 3 4 5 

9. 
My work contains 
elements that are too 
demanding. 

1 2 3 4 5 

10. 
The amount of work I 
am asked to do is fair. 

1 2 3 4 5 
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SECTION D: ROLE AMBIGUITY 
(Role Ambiguity: A situation where an individual does not have a clear direction 

about the expectations of his/her role in the job or organization.) 
 

Please answer all the questions and please choose ONE (1) answer based on the 
following statements. The highest ranking, 5 (Strongly Agree), 4 (Agree), 3 (Neutral), 
2 (Disagree) and the lowest, 1 (Strongly Disagree). 
 

No Elements 

 
1 

Strongly 
Disagree 

2 
Disagree 

3 
Neutral 

4 
Agree 

 
5 

Strongly 
Agree 

1. 
My duties and work 
objectives are not clear 
to me. 

1 2 3 4 5 

2. 
I feel certain about 
how much authority I 
have. 

1 2 3 4 5 

3. 
Clear, planned goals 
and objectives for my 
job. 

1 2 3 4 5 

4. 

I know that I have 
divided my time 
properly.  
 

1 2 3 4 5 

5. 
I know what my 
responsibilities are. 

1 2 3 4 5 

6. 
I know exactly what is 
expected of me. 

1 2 3 4 5 

7. 
Explanation is clear of 
what has to be done.  
 

1 2 3 4 5 

8. 
My authority matches 
the responsibilities 
assigned to me. 

1 2 3 4 5 

9. 

Sometimes I am not 
sure how to complete 
all the tasks I have 
been assigned. 

1 2 3 4 5 

10. 
Ambiguity of 
instructions at work. 

1 2 3 4 5 
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SECTION E: CAREER DEVELOPMENT 
(Career Development: A process which employees progress from a series of stages, 
and each stage characterized by different sets of development tasks, activities, and 

relationships.) 
 

Please answer all the questions and please choose ONE (1) answer based on the 
following statements. The highest ranking, 5 (Strongly Agree), 4 (Agree), 3 (Neutral), 
2 (Disagree) and the lowest, 1 (Strongly Disagree). 

No Elements 

 
1 

Strongly 
Disagree 

2 
Disagree 

3 
Neutral 

4 
Agree 

 
5 

Strongly 
Agree 

1. 

My workplace provide 
me with opportunity to 
fully develop my skills 
and abilities.  

1 2 3 4 5 

2. 
I receive appropriate 
recognition or rewards 
for good performance. 

1 2 3 4 5 

3. 
I have been trained to 
develop my career. 

1 2 3 4 5 

4. 
I have been given a 
personal development 
plan. 

1 2 3 4 5 

5. 
I have been given work 
which has developed 
my skills for the future.  

1 2 3 4 5 

6. 

My departmental 
officer has made sure I 
get the training I need 
for my future. 

1 2 3 4 5 

7. 

I see a future for mysel
f in a higher 
level role in this organi
zation.  

1 2 3 4 5 

8. 
My direct supervisor ta
kes interest in my  
Career development.  

1 2 3 4 5 

9. 

I have good access to d
evelopment 
Opportunities 
in my current job.  

1 2 3 4 5 

10. 

My organization has a 
 formal mentoring 
Program 
for jobs like mine.  

1 2 3 4 5 
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SECTION F: WORK LIFE BALANCE  
     (Work Life Balance: Are the absence of conflict between work and family or 

personal roles.) 
 

Please answer all the questions and please choose ONE (1) answer based on the 
following statements. The highest ranking, 5 (Strongly Agree), 4 (Agree), 3 (Neutral), 
2 (Disagree) and the lowest, 1 (Strongly Disagree). 
 

No Elements 

 
1 

Strongly 
Disagree 

 

2 
Disagree 

3 
Neutral 

4 
Agree 

 
5 

Strongly 
Agree 

 

1. 
Inflexible working 
hours. 

1 2 3 4 5 

2. 
Time off is more 
important to me than 
overtime. 

1 2 3 4 5 

3. 

I would accept a 
promotion with higher 
pay even if it means 
working longer hours.  

1 2 3 4 5 

4. 

My work life, family 
life and leisure time 
are not separated 
entities. 

1 2 3 4 5 

5. 
I think about my job 
when I’m not working. 1 2 3 4 5 

  

  ************************** THANK YOU*************************** 
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APPENDIX B - SPSS Outputs 
 

1) Reliability Analysis of Work Stress. 

 
 
 

2) Reliability Analysis of Role Overload. 

 
 
 

3) Reliability Analysis of Role Ambiguity. 

 
 
 

4) Reliability Analysis of Career Development  
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5) Reliability Analysis of Work-life Balance 

 
 
 
 

   Descriptive Statistic. 

 
 
 
 
 

   Normality Test. 
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1. Factor Analysis – Role Overload (Independent). 
 

 

 
 
 

2. Factor Analysis – Role Ambiguity (Independent). 
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3. Factor Analysis – Career Development (Independent). 
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4. Factor Analysis – Work-life Balance (Independent). 

 

 
 
 

5. Factor Analysis – Work Stress (Dependent). 
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Correlations Analysis 

 
 

1. Correlations Analysis for Role Overload, Role Ambiguity, Career 
Development, Career Development and Work Stress.  
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Multiple Regression Analysis 
 
 

1. Multiple Regressions for Role Overload, Role Ambiguity, Career Development, 
   Work-life Balance and Work Stress. 
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