
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 INFLUENCE OF OCCUPATIONAL STRESSORS ON JOB 
PERFORMANCE AMONG BANK EMPLOYEES IN 

KUALA LUMPUR AND SHAH ALAM 

BY 

UMA DEV A KU:MARI 

Thesis Submitted to 
Othman Y eop Abdullah Graduate School of Business, 

Universiti Utara Malaysia, 
In Fulfilment of the Requirement for the Master of Science (Management) 





PERMISSION TO USE 

In presenting this dissertation/project paper in partial fulfilment of the requirements 
for a Post Graduate degree from the University 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 dissertation/project paper 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 dissertation/project paper. It is understood that any copying or 
publication or use of this dissertation/project paper 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 be made 
of any material in my dissertation/project paper. 

Request for permission to copy or to make other use of materials m this 
dissertation/project paper 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 

iii 



ABSTRACT 

Job perfonnance is a way that person can show their ability and their skills in the 
organization. This is also a method or tool to know and to measure one employee's 
job in the organization and to make sure the employees are doing their job well. This 
also known as organizational psychology which deals at workplace. The purpose of 
this study is to investigate the influences of occupational stressors such Role 
Ambiguity (RA), Role Conflict (RC), Work Overload (WO) and Working Condition 
(WC) on job performance among bank employees in Kuala Lumpur and Shah Alam. 
The objective of this study is to identify the factors and understand the factors which 
is becoming more challenging in their daily task. This also to determine the 
relationship and the effects of the factors and job performance of the employees. 
This study administered the survey methodology for data collection from 3 banks 
located in Kuala Lumpur and 4 banks in Shah Alam were chosen as the sample for 
this study. A simple random sampling procedure was used to select respondents from 
the respective banks within the zone of Kuala Lumpur and Shah Alam. Five 
hypotheses were proposed in regards to the determinants of Job Performance. A 
structured questionnaires consisting of 30 questions were adopted from previous 
scholars for this study in order to measure four variables namely Role Ambiguity, 
Role Conflict, Work Overload and Working Condition. As of from 500 
questionnaires handed out, only 369 were usable after the outlier assessment. The 
research was analyzed using descriptive as well as inferential statistics in order to 
measure the relationship of the variables and draw the inferences between the 
independent variables and the dependent variable. The research result indicated that 
there are strong relationships with role conflict and work overload. In the regression 
analysis, the data found that the role conflict and work overload have strong effects 
where the R square value is 36.8% towards the employee's job performance. In 
concluding the research, the management suggestions as well as suggestion for 
future research were discussed. 

Keywords: Job Performance, Role Conflict (RC), Work Overload (WO). 
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ABSTRAK 

Prestasi kerja adalah cara seseorang dapat menunjukkan keupayaan dan kemahiran 
mereka dalam organisasi. lni juga merupakan kaedah atau alat untuk mengetahui dan 
mengnkur satu peketja dalam organisasi dan memastikan pekerja melakukan tugas 
mereka dengan baik. Ini juga dikenali sebagai psikologi organisasi yang berurusan di 
ternpat ke1ja. Tujuan kajian ini adalah untuk mengkaji pengaruh tekanan ketja seperti 
Ketidakpastian Peranan (RA), Konflik Peranan (RC), Overload Kerja (WO) dan 
Keadaan Kerja (WC) terhadap prestasi kerja di kalangan peke1ja bank di Kuala 
Lumpur dan Shah Alam. Objektif kajian ini adalah untuk mengenal pasti faktor
faktor dan memahami faktor-faktor yang menjadi lebih mencabar dalam tugas harian 
mereka. Ini juga untuk menentukan hubnngan dan kesan faktor-faktor dan prestasi 
kerja peke1ja. Kajian ini mengendalikan rnetodologi tinjauan untuk pengumpulan 
data dari 3 buah bank di Kuala Lumpur dan 4 buah bank di Shah Alam dipilih 
sebagai sampel kajian ini. Prosedur persarnpelan rawak mudah digunakan unh1k 
memilih responden dari bank masing-masing di zon Kuala Lumpur dan Shah Alam. 
Lima hipotesis dicadangkan berkaitan dengan penentu Prestasi Kerja. Saal sel idik 
berstruktur yang terdiri daripada 30 soalan telah diterima pakai daripada sarjana 
terdahulu untuk kajian ini untuk mengukur empat pemboleh ubah iaitu 
Ketidakjelasan Peranan, Konflik Peranan, Beban Ke1ja dan Keadaan Kerja. Sehingga 
daripada 500 soal selidik yang diserahkan, hanya 369 boleh digunakan selepas 
penilaian luar. Penyelidikan dianalisis dengan menggunakan statistik deskriptif dan 
juga kesimpulan untuk mengukur hubungan pembolehubah dan menggambarkan 
kesimpulan antara pembolehubah bebas dan pemboleh ubah bergantung. Basil 
penyelidikan menunjukkan bahawa terdapat hubungan yang kuat dengan konflik 
peranan dan beban kerja. Dalam analisis regresi, data mendapati bahawa konflik 
peranan dan beban ke1ja mempunyai kesan yang kuat di mana nilai R persegi adalah 
36.8% ke arah prestasi kerja pekerja. Dalam mengakhiri penyelidikan, cadangan 
pengurusan serta saran untuk penyelidikan masa depan dibincangkan. 

Kata kunci: Prestasi Ke1ja, Konflik Peranan (RC), Behan Kerja (WO). 
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CHAPTER! 

INTRODUCTION 

1.1 Background of Study 

Job perfotmance is the assessment of whether an employee has done their job well. It's 

an individual evaluation where one measured based on a single person's effort (Ratnawat 

& Jha , 2014). The banking industries human resource department will usually manage 

the assessment, but job performance ts a hugely important process to 

the entire company's success. When an individual job performance is important, it must 

not be confused with measuring the outcome of their work. Job performance is simply the 

measurement of an employee's behaviors. This is because the outcome of an individual's 

job depends on a variety of factors that can be influencing their job performance at 

banking industries (Dhankar, 2015). 

Today's banking business is ever challenging and competitive. Every banking industries 

concern on their financial performance level and at the same time the management aspect 

the employee's job performance is to be excellent at every level. The Kuala Lumpur and 

Shah Alam banking management need their employees to give full support and to align 

with the bank's mission where the company growth is the main objective and concern 

about. 

At this concern, an employee will face the occupational stressors where the factors will 

effects their job performance due to the pressure from the management to be equality 

with other competitors (KS, 2016) . This indirectly give the effects to the management 

performance when the management fail to recognize the factors that are influencing the 
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employee's job performance. 

These factors are not seen directly where it will stack up day by day and it will give a 

negative to their behavior and give negative performance to their job. The occupational 

stressors slowly will induce an unhappy employee to quit the job. 

In general, unhappy employees also will not be concern and care on giving the great 

services for their customer. This created a negative impact values from customer. A 

satisfied and happy employee will show their smile while performing their job and do 

their best to finish their task with full heart and responsibilities. The employees whom 

servicing in the banking industries, particularly the employee at counters whom need to 

give ad-hoc service to customer. This to ensure that the employees are not only providing 

the service, they are giving the strong impression and instilling on the good brand of the 

bank. 

This research is to understand and to further the findings about the influences that causes 

the job performance which are experienced by employees in Kuala Lumpur and Shah 

Alam banking industries. This also to survey and understand the relationship between 

occupational stressors and how its effects the employee's work performance which is 

causing the negative impacts to employees and the organization. 

1.2 Problem Statement 

Nowadays, the bank industry employees are worrying about their job performance and afraid 

it will become more challenging to their carrier where there are many turnover in bank 

industries are occurring (Ashill et al., 2015). Due to role ambiguity among the employees, the 
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bank employees always will face the problem in performing their task (June & Mahmood , 

2011 ). When the job increased based on ad-hoc, the job description will not be updated and 

this will end up the employees don't know what are the job that they supposed to perform 

(Ratnawat & Jha , 2014). Job performance will affect when an employee have no idea on 

their job description and the importance of the task where this will delay and create the role 

conflicts within the colleagues. This can make the employees have lack of interest in their job 

and it will impact their performance. 

Due to heavy competition among other banking industries it will impact to employees 

directly where the management will add on the work load to employee ad-hoc base and it will 

slow down their performance (Akersted & Kecklund, 2012). The employees has to struggle 

and it will be burden with work overload to fulfil their management's requirement. According 

to Karunanithy & Ponnampalam, (2013) this will give negative impacts on employees if they 

fail to provide as per targeted and employees will start to feel the stress and have emotional 

effects. 

Working condition 1s concerned about safety, the environment, technology 

transformation and the noise level at working place (Raziq & Maulabakhsh, 2015). Most 

of the employees also fail to perform their job due to working condition which is not healthy 

and safe to work (Malik & Shahabuddin , 2015). This may happen due to the office 

structure as below: 

1.21 Equipment 

Desks, chairs, computers, te lephones, chainsaws, ladders, drills whatever equipment you 

use to run your business are a large part of working conditions. It is important that you 

have ergonomic equipment and safety measures to meet your responsibility as a small-
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business owner or manager. Not only will proper equipment and safety regulations 

protect your employees from injury and yourself from liability, they should also help 

increase productivity and efficiency. 

1.22 Lighting 

Lighting is an important component of working conditions. Not only does it help your 

employees see what they are working on, it also serves as an atmosphere creator. Bright 

lights may assist with seeing text or detail work but can also produce a glare on computer 

screens and cause eye fatigue depending on placement. Insufficient light can result in 

inaccurate work, headaches and other vision problems as well as discouragement and 

inefficiency. 

1.23 Temperature 

The comfott zone for most people is between 72 and 75 degrees (Malik & Shahabuddin, 

2015). This is also a safe zone since it prevents working in extremes of temperature. 

Since comfort zones do vary between individuals, do your best to accommodate as 

necessary. 

1.24 Office Decor and Layout 

Office decor may not rank high on many people's lists as a working condition, but colors, 

architecture and other features of office design and layout do affect people 

psychologically. Painting walls with bright colors can add energy and define spaces, 

while neutral colors and accessories can help create a calm atmosphere for a high-stress 

business. Other considerations in decor and layout include partitions, storage space such 

filing cabinets or cubbyholes, office furniture, window treatments and wall hangings. 
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This research would like to know and understand the factors that influenced on the role 

ambiguity, role conflict, work overload and working conditions on occupational stressor. 

This paper also addresses the literature understanding as the evidence on the types of 

occupational stressor within the Kuala Lumpur and Shah Alam banking industries. 

1.3 Research Questions 

1. What is the level of job performance among the employees of bank in Kuala 

Lumpur and Shah Alam? 

2. What is the relationship of role ambiguity and job performance among the 

employees of bank in Kuala Lumpur and Shah Alam? 

3. What is the relationship of role conflict and job performance among the 

employees of bank in Kuala Lumpur and Shah Alam? 

4. What is the relationship of work overload and job performance among the 

employees of bank in Kuala Lumpur and Shah Alam? 

5. What is the relationship of working condition and job performance among the 

employees of bank in Kuala Lumpur and Shah Alam? 

6. What is the effect of job performance factors among the bank employees in Kuala 

Lumpur and Shah Alam? 

1.4 Research Objective 

1. To determine level of job performance among the bank employees m Kuala 

Lumpur and Shah Alam. 

2. To determine the relationship between role ambiguity and Job Performance 

among the bank employees in Kuala Lumpur and Shah Alam. 
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3. To determine the relationship between role conflict and job performance among 

the bank employees in Kuala Lumpur and Shah Alam. 

4. To determine the relationship between work overload and job performance among 

the bank employees in Kuala Lumpur and Shah Alam. 

5. To determine the relationship between working condition and job performance 

among the bank employees in Kuala Lumpur and Shah Alam. 

6. To determine the effect of job perfonnance factors among the bank employees in 

Kuala Lumpur and Shah Alam. 

1.5 Significance of Study 

This study is important endeavor to identify the influences of occupational stressors to 

overcome the challenges of occupational stressors among bank employees job 

performance in Kuala Lumpur and Shah Alam. This is to identify how much the 

independent variables such role ambiguity, role conflict, work overload and working 

conditions are contributing to a high relationship and to a high regression which are 

effecting the job performance of bank employees in Kuala Lumpur and Shah Alam. 

This is also to determine and measure the level of job performance among the employees 

of bank in Kuala Lumpur and Shah Alam where the management can identify the factors 

and to find out the right strategies to reduce the occupational stressors. This to ensure that 

they should able to challenge the influences of occupational stressors and eventually their 

performance. In addition to that, the organization should think and give more priority to 

employee's perfonnance because it will give an opportunity for the organization to gain 

competitive advantages among the banking industries. 
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1.6 Scope of Study 

This also to notify that this research focused on the relationship and the effects of 

occupational stressor on employee's job performance. The quantitative research is 

applied in this study to test the hypotheses that were constructed. This study only focused 

on the four ( 4) independent variables which are role ambiguity, role conflict, work 

overload and working conditions. The respondents for this study were employees from 

banking industries in Kuala Lumpur and Shah Alam zones. There were three (3) banks 

from Kuala Lumpur and four (4) banks from Shah Alam. 

1.7 Organization of the Study 

Chapter one consisted of the introduction of the research which ultimately describes the 

brief background of the study. It also includes the problem statement of the research, the 

research questions as well as research objective. Here also outlines the significance of the 

study, scope of study as well. 

Chapter two consisted of literatures reviews related on the occupational stressors and the 

relationship of role ambiguity, role conflict, work overload and working condition. It 

critically analyses and examines the literature and theories related to the adoption models. 

In Chapter three, the research 's theoretical framework and hypothesis are structured in 

this chapter which consists of key determinants that were expected to influence of 

occupational stressors on job performance among bank employees in Kuala Lumpur and 

Shah Alam. 
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Chapter four presents the results obtained from the data analysis using the SPSS version 

23. This includes the descriptive statistics where analysis on missing data, assessment of 

outliers, tests for violations, factor analysis and modification of framework and 

hypotheses are explained and presented. Besides that, Pearson's correlation and multiple 

regressions are also analyzed and tabled. 

The research is concluded by Chapter five where highlights of key findings of the 

research are briefed. The research implications which comprises of both theoretical and 

managerial implications are discussed along with the recommendation of the study and 

suggestions for further research. 
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2.1 Introduction 

CHAPTER2 

LITERATURE REVIEW 

In this chapter, general discussion on previous research literature in influences of 

occupational stressors on job performance among bank employees in Kuala Lumpur and 

Shah Alam will be provided. The chapter is organized as follows: Subchapter 2.2 

deliberates on literatures of job performance of bank employees trailed by subchapter 2.3 

till subchapter 2.6 which entails the determinants of occupational stressors namely role 

ambiguity, role conflict, work overload and working condition which are deemed to be a 

contributing factor to job performance among bank employees in Kuala Lumpur and 

Shah Alam. In concluding this chapter, a summary recapping provided in subchapter 2.7. 

2.2 Job Performance 

Job performance is a way that person can show their ability and their skills in the 

organization. This is also a method or tool to know and to measure one employees work 

in the organization and to make sure the employees are doing their job well (Lilian et al., 

2015). This also known as organizational psychology which deals at workplace. This 

measurement is done by human resources and immediate managers. This also a tool to 

scale the employee's wages, rewards and perks. According to Voorde et al., (2015) job 

performance also a process to align the employees attitude towards the job description 

where they have to understand and to know what to achieve in the organization. Job 

performance can be measured by MBO (Management by Objective) or KPI (Key 
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Performance Indicator) (Wood et al., 2012). This is based on their job responsibilities and 

it has to be measured end of the period which six months once or end of the year. This 

measurement tool will guide to their increment, promotions and bonuses (Keshavarz & 

Mohammadi , 2011 ). 

Job performance is important and act as mirror of an employee's ability, intelligent, 

academy level and passion in work. Employees job performance will increase if they are 

happy and have high confident in their job (Lilian et al., 2015). Job performance will 

affect when someone is lack of information in their job and have conflicts at working 

place. An employee's work load also can contribute the person to have stress and not to 

perform in their job (Qureshi et al., 2013). The company's finance performance will 

reflects from employee's performance. When employee is happy and contribute more to 

work, indirectly the company finance status will increase. If employee fails to perform 

their job and quit from job, there will be a cost involved to hire another person and train 

them from first stage on their job. This is also to indicate the company's turnover will 

give negative impact to market and to investors ( Biron & Karanika, 2014). 

According to Wood et al., (2012) studies, the management involvement is important as 

they need to coach them, provide training time to time and counselling to keep up 

employee's job performance in stable every moment. The management also need to play 

important role to prove clean and safety environment to success in their job performance 

(Chandrasekar, 2011). 
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2.3 Role Ambiguity 

Role ambiguity is where an employee are not aware and lack of confident in their roles 

and duties which expected to complete (Karimi et al., 2014 ). In every organization, 

newcomers will face role ambiguity where their role is not defined clearly. Employees 

will misunderstand on their job description, mies and the job flow procedures. 

Role ambiguity also happens when an employee feels uncertainty on the job requirement 

and they are not clear on what they need to work on. This also give them to feel 

uncomfortable and not sure what is expected from them (June & Mahmood , 2011). 

Judeh (2011) stressed that the role ambiguity will reflect their performance and give 

negative image on bank employees. The role ambiguity also can be viewed where the an 

employees is not aware the right direction and the management expectation on their job 

scope (Raziq & Maulabakhsh, 2015). The role ambiguity also occurs when an 

employee's authority are not clear in defining employees responsibilities (Keshavarz & 

Mohammadi , 2011 ). The managers can identify the role ambiguity among bank 

employees via their daily job and lack of interest in their job (June & Mahmood, 2011). 

2.3.1 Relationship between Role Ambiguity and Job Performance 

Role ambiguity is an influence that can create job tension to employees and lead them to 

have low performance in their job (Trivellas et al., 2013). In studies of Karimi et al., 

(2014) the employee's job performance will affect when an employees don't have enough 

information and helpless in their work. The role ambiguity is common in working life and 

known as a factor to make the employees get frustrated easily when it's directly affect 

their job performance. 
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This is especially when it occurs in the Kuala Lumpur and Shah Alam banking industries 

where they have to perfonn various tasks with smiling facial expression at the counter as 

part of their job requirements (Manea et al., 2013). 

The employee will have uncertainty about the expectations from their managers and their 

working colleagues at the working process (Arif Khattak & Iqbal , 2013). If there is a 

lack of training, communication down or misleading information can occur role 

ambiguity and easily will affect the employee performance (Gulavani & Shinde , 2014). 

When an employee facing role ambiguity, they will start to fear about their performance 

and it became tough challenges (Celik, 2013). According to researcher Karimi et al., 

(2014) the role ambiguity will slowly effect and damage the employees performance 

especially in the banking industries. This is becoming a menace that the role ambiguity 

will induce and increase the stress level and will lead employees to dissatisfaction path 

and will diminished their performance (Karunanithy & Ponnampalam , 2013). 

In brief, the immediate managers should be clear and brief the detailed on the job to do 

and the tool that help to solve the role ambiguity challenges. An employee will have 

confident and comfortable to perform their duties if they understand and have clear 

statement on their job requirement (Ruotsalainen et al., 2016). 

2.4 Role Conflict 

Role conflicts happen when an employee's view and opinion is different from other 

employee whom working in the relevant department (Schepers et al., 2016). Role conflict 
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will arise when an employees have to work with many job scope and they also engaged in 

other ad-hoc project (Dasgupta, 2013). 

According to Chandrasekar (2011), the role conflict occurs when employee receive task 

unexpectedly with a higher expectation from immediate manager at the work place. In 

earlier research by Belias et al., (2015) found that employees can have role conflict when 

the demands and expectations from other supervisors which cannot be fulfilled on time. 

When that an employee is confronted for different role expectations, they will experience 

role conflict. (Belias et al., 2015). According to Gulavani & Shinde , (2014) the 

employees will get stressed when their bosses demand and pressured for time framed 

project and need to work with other employees whom are not competitive enough. 

2.4.1 Relationship Between Role Conflict and Job Performance 

Schepers et al., (2016) also stated that when employees have the feelings of competing 

each other may lead to role conflicting as they might think to perform better and 

handover the work earlier to their immediate manager. This may lead the employee to 

rush the jobs and tend to make mistake where it will directly affect to their job 

performance (Celik, 2013). 

An employee will face problem when they caught in between two supervisors where they 

have to finish the task within the time period and it became firth priority at the same time 

(Ang et al., 2014). This will create more crucial situation where employees to rush and 

tend to make more mistake and this cause their perfonnance affected (Karimi et al., 

2014). 
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According to Be]ias et al., (2015) employees may change their behavior and they easily 

get angry, show the emotions to colleagues and show their frustration at working place. 

When the employees have this behavior at work place, they can't concentrate in their 

work and will have conflicts. The perfonnance will effect if this continues with 

employees. 

Karimi et al., (2014) studies show the job demands which comply with their set of rnles 

which need to change the work process according to the compliances. This will create 

more conflict where they need to change and adapt the new process where they are not 

able to supply the demand from management (Dhankar, 2015). Irnran et al., (2014) noted 

that the higher role conflict the lower the employee's performance at work. Practically, 

this to believe that the relationship between role conflict and job performance are occurs 

and occurring in the Kuala Lumpur and Shah Alam banking industries. Researcher Celik, 

(2013) also concluded that the management need to study and to adapt the right concept 

to reduce the role conflicts in the jobs in order to enhance smooth job performance. 

A proper job analysis should be carried out by organizations as a necessary step to stem 

the conflicts within jobs and an employees in banking industries (Belias et al.,2015). 

According to Vanishree (2014) the effects will not be so bad if the bank management able 

to analyze the employees capabilities and provide them their individual performance 

indicators for them to perfom1 their job in better way. Role conflict will create more 

problem to employees and the management especially to the banking employees where 

they fail to meet the customer's needs on time (Celik, 2013). Dhankar, (2015) mentioned 

that at certain level, the conflict may give positive and at beyond the level it can become 

damaging. 
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2.5 Work Overload 

Work overload usually occurs when employees need to face with many responsibilities, 

the demands and the ad-hoc duties which need them to complete within the time period 

(Ito et al. , 2014). Fail in work delegation also can cause an employee feel work 

overloaded especially peak days and hours with clients (Karimi et al., 2014). 

According to Devi & Sharma , (2013) an employees also can feel that they having work 

overload when they do many task too quickly. A person also may feel stress and 

overloaded when they are perfectionist (Qureshi et al., 2013). According to Risham & 

Kaur (2016), work overload also can occur when an employees fail to say "NO" to the 

person whom are pushing more task at peak time and date. Work overload also can be 

seen and feel when an employees are not balancing their job and family life (Mafini & 

Pooe, 2013). Most of the time, many employees struggle to perform their job when they 

choose the unsuitable fields where they will have lack of interest (Ito et al., 2014). This 

will slow down their job and this can cause work overload at the end of the day. 

2.5.1 Relationship Between Work Overload and Job Performance 

At some situation, the bank managers will pressure their employee to perform their job 

especially at peak days and time to produce quality works, where they are required to 

perform more than their daily task and their abilities (Qureshi et al., 2013). Working 

under heavy workload is a highly stressful, and employees will have anxious feeling 

when an employees need to complete heavy loaded task by the given dateline of the 

project. This will contribute to the negative job perf01mance and an employee will be 

demotivated and feel sick towards the work and the managers (Mafini & Pooe , 2013 ). 
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In the previous research found that occupational stressor like work overload has 

significant relationship with job performance (Akram & Qayyum , 2014). According to 

Arif Khattak & Iqbal , (2013) that stress in job due to different issues like work overload, 

co-workers behavior and etc. become ham1ful not for employees but it will directly affect 

the organization performance. The occupational stressors such work overload can be 

reduced by giving them a training and orientation or proper remuneration which can 

equal to employee talent and opportunities (Voorde et al., 2015). The management can 

motivate an employees with rewarding them with incentive and training to handle their 

work load (Voorde et al., 2015). 

The employees work load will increase their hatred in their jobs when they fail to perform 

and their capabilities are taken over by someone in better way (Karimi et al., 2014). 

When the employees are not able to perform their task on time period, the managers will 

blame them and this will effect in their yearly appraisal as their performance indicators 

will drop time to time (Ang et al., 2014). The stress will induce the employees not to go 

for work. This will effects their attendance and performance as they are not completing 

their tasks as per given period (Ang et al., 2014). 

2.6 Working Condition 

Working condition 1s concerned about safety, the environment, technology 

transformation and the noise level at working place (Raziq & Maulabakhsh , 2015). 

Some of employees will feel discomfort if they have changes at working environment 

especially when the organization midst of preparing for renovations (Raziq & 

Maulabakhsh , 2015). 
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The technology transformation is a changes in working condition where the whole new 

process will take place and it will interrupt the working condition of the employees 

(Keshavarz & Mohammadi, 2011). 

Health and safety is an important role in any working condition. This will give a safe 

working environment where they implement the safe working floors and secured building 

for employees to work in (Ito et al., 2014 ). Raziq & Maulabakhsh , (2015) also have 

mentioned that every banking industries must design the working environment and the 

working condition for every employee to make sure they are in safe working place and 

provide happy working environment. This will enhance their thinking ability and enhance 

their strength in better way. 

2.6.1 Relationship Between Working Condition and Job Performance 

In research of Voorde et al., (2015) the environment play one of the main role for 

employees to sustain in their work for longer service. This is important in banking sector 

as they are dealing with various customers. This also will give good vibration for 

customers to repeat their visit to bank. In some situation, the banks will have major 

changes in terms of downsizing and merging with other banks. According to Choi 

(2015), this will have huge transform in the working conditions where they have to adapt 

the new changes. As noted by Belias et al., (2015), sometimes the employees feel 

demotivate to work when their colleagues are transferred from their department due to 

downsizing exercise by the management. 
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Employee also may suffer when organization is transforming to new technology and 

expect an employees to adapt it easily at the short time period (Nweke, 2015). Such 

changes contribute to the occupational stressor to employees and demanded to learn the 

new technology and at the same time to conduct their old technology which will conflict 

their daily duties (Raziq & Maulabakhsh , 2015). According to Lee et al., (2014) the 

working conditions will effect on the employees job performance. The facilities and the 

environment of office building, drugs, equipment can affect the performance of the 

employees. If the working condition is improved at organization, employees will feel 

motivated and will enjoy working. It will give new feelings (Raziq & Maulabakhsh , 

2015). 

Similarly to Chandrasekar (2011 ), also mentioned that organization should contribute and 

concern on the employees safety and their health during working hours. At this era, an 

employee prefer to have good working place and safe conditions where they feel positive 

and an a tool to induce them to perform their job with right working hour and balance 

workload (Chandrasekar, 2011 ). 

In the research of Samson et al., (2015) also stressed that the poor working condition may 

lead the employee's productivity and this will weakening their ability and talent to 

continue their job. When an organization can overcome the working condition it will 

indirectly promote the employees job performance. This can relate to systematic working 

environment which will automate the process which can do backhand job. This is 

especially at banking industries. (Mafini & Pooe, 2013). 
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As a result, any poor working condition will give negative impact and will affect the job 

performance (Belias et al., 2015). This factors being dominant in many organizations, and 

its relatively attention needed to focus on organizational change in order to improve an 

employee's health and to care of well-being of their employees (Ruotsalainen et al., 

2016). 

2.7 Summary 

In summary, this chapter deliberates the influences of occupational stressors on job 

performance among bank employees in Kuala Lumpur and Shah Alam by reviewing past 

researches, literatures and scholar reviews. This is mandatory and assists in developing 

the theoretical framework. This research model framework undertakes to reflect the 

relationship between independent variables and dependent variable. The forthcoming 

Chapter 3 will highlight the details of the research methodology which utilized as 

guidance for the development of hypothesis. 
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3.1 Introduction 

CHAPTER3 

METHODOLOGY 

This chapter will provide a detailed exposition on how the present study was conducted. 

Hence, in ensuring uniformity, this chapter is structured as follows: Subchapter 3.2 

deliberates the research framework of this study, followed by subchapter 3.3 hypotheses 

development and thereafter continued by sub chapter 3 .4 which presents the research 

design. The chapters are subsequently continued by subchapter 3.5 which looks into the 

research instrument. This chapter is then trailed by subchapter 3.6 which provides the 

population and sampling methods and follows by subchapter 3.7 which covers the data 

collection procedures. 

In the subchapter 3.8 consist of data processing and follow by subchapter 3.9 for 

reliability analysis. The validity is done in subchapter 3.10 and techniques of data 

analysis are performed in subchapter 3.11. In subchapter 3.12 the factor analysis is 

covered and the descriptive analysis is followed in subchapter 3 .13. In this research also 

cover the inferential analysis to determine the relationship and the effects of job 

performance in subchapter 3 .14. In concluding this chapter, a summary of the entire 

chapter will be provided in subchapter 3 .15. 

3.2 Research Framework 

Research theoretical framework is termed as assemblages of concepts and models from 

various literatures that reinforces a positivistic research study (Collis & Hussey , 2013). 

In other words, theoretical framework provides the fundamental structure which supports 
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and explains as to why the research problem exists in this study. Thus, the conceptual 

framework of a research will help to hypothesize as well as test the interrelationships 

among the research variables in order to have better understand and comprehend the 

dynamics of the research. 

The testable hypotheses can be thereafter be developed in order to examine the validity of 

the research framework formulated (Sekaran & Bougie, 2009). According to Taylor and 

Todd (1995), a parsimonious and predictive capability of a model are key factors in 

developing a conceptual framework. 

Based on the contemplation derived from the literature and problem statements, the 

research framework for this research is the influences of occupational stressors on job 

performance among bank employees in Kuala Lumpur and Shah Alam whereas the four 

independent variables are role ambiguity, role conflict, work overload and working 

conditions. After examining the literature of all relevant variables, the below figure 3.1 is 

a conceptual framework of this research illustrated as follows: 

Occupational Stressors 

Independent Variables (IV) Dependent Variable (DV) 

Role Ambiguity (RA) Hl 

L.I _R_ol_e_c_o_nfl_i_ct_(_R_C_) ___ _J,~ 
L ___ I~ ~rk Overload (WO) _ 

H4 

Working Conditions (WC) 

Figure 3.1: 
Research Framework 
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3.3 Hypotheses Development 

Hypotheses in general are developed by the researcher in order to test and investigate the 

relationship between dependent variable and independent variables. As for this thesis the 

following will be the hypotheses that were investigated by the researcher: 

3.3.1 Role Ambiguity and Job Performance 

Role ambiguity is claimed by many previous studies to have influence on employees' job 

performance especially in banking industries. It is believed that employees can perform their job 

if they are aware and have their updated job description with close communication with their 

immediate managers (Keshavarz & Mohammadi , 2011 ). Based on this, the following 

hypothesis were proposed for the variable role ambiguity: 

Hl - There is a significant relationship between role ambiguity and job performance 

among bank employees in Kuala Lumpur and Shah Alam. 

3.3.2 Role Conflict and Job Performance 

Employee always will have the role conflict when they are not clear on their process or 

the managers add on the ad-hoc projects without knowing the ability of the employees. 

According to (Dasgupta, 2013 ), this is a common in any industries and also found that 

this have relationship between role conflict and job performance among employees in 

Kuala Lumpur and Shah Alam. 

H2 - There is a significant relationship between role conflict and job perfonnance among 

bank employees in Kuala Lumpur and Shah Alam. 

22 



3.3.3 Work Overload and Job Performance 

Fail in work delegation also can cause an employee feel work overloaded especially peak 

days and hours with clients (Karimi et al., 2014). In research of Ito et al., (2014) found 

that there is relationship between work overload and job performance. The employees 

work load will increase their hatred in their jobs when they fail to perform and their 

capabilities are taken over by someone in better way (Karimi et al., 2014).Based on this, 

the following hypothesis were proposed for the variable work overload: 

H3 - There is a significant relationship between work overload and job performance 

among bank employees in Kuala Lumpur and Shah Alam. 

3.3.4 Working Condition and Job Performance 

Some of employees will feel discomfort if they have changes at working condition where 

it is especially when the organization midst of preparing for renovations (Raziq & 

Maulabakhsh , 2015). As noted by Belias et al., (2015), sometimes the employees feel 

demotivate to work when their colleagues are transferred from their department due to 

downsizing exercise by the management. Based on this, the following hypothesis were 

proposed for the variable working condition: 

H4 - There is a significant relationship between working conditions and to job 

performance among bank employees in Kuala Lumpur and Shah Alam. 
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3.3.5 The Effect and Job Performance 

The occupational stressors effects are the major factors that always effects the employee' s 

job performance where they always face the role ambiguity, role conflict, work overload 

at place and changes in working conditions. Based on this, the following hypothesis were 

proposed to determine the effects on the variables and job performance of bank 

employees in Kuala Lumpur and Shah Alam: 

HS - There is an effect of role ambiguity, role conflict, work overload and working 

condition on job performance among bank employees in Kuala Lumpur and Shah Alam. 

3.4 Research Design 

Research design is vital in providing a solid framework which incorporates a detail work 

plan guide before embarking the process of data collection and analysis. In short, the 

functionality of a research design is to enable the researcher to answer the research 

questions with the data gathered and analyzed as unambiguously as possible (Broadhurst 

et al., 2012). 

According to Creswell (2009), quantitative method eases the process of quantifying 

variables such as attitudes, behaviors while the results are generalized from a larger 

sample population. Besides that, the quantitative method was also chosen as it enables 

better understanding of the variables relationship in the given situation (Sekaran & 

Bougie, 2013). 
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The time frame used is based on the cross-sectional research where data are collected on 

certain issues that need to be examined at one point in time. According to Smith (2012), 

survey methods allows researchers to conduct data collection in a quantitative method 

from manifold respondents in order to examine and test hypotheses of the variables. This 

study uses the survey method as it is able to describe the issues investigated and analyse 

the relationship of the variables studied (Eom et al., 2006). The survey method is 

appropriate to be utilized as it significantly will be able to describe this research's 

independent variables relationship which consists of role ambiguity, role conflict, work 

overload and working condition. According to Smith (2012), survey methods allows 

researchers to conduct data collection in a quantitative method from manifold 

respondents in order to examine and test hypotheses of the variables. Thus, in concluding 

the literature and books findings, a survey method best fit to analyses technology 

adoption and its detriments. This conclusion concurs with Gilbert (2008) who states that 

the survey method is appropriate for individual unit of analysis and used by many 

scholars. 

3.5 Research Instrument 

The design of the questionnaire is conceivably the most significant part of this research. 

Relatively, the questionnaire design is the process of formation of questions that precisely 

measure the variables under research such as opinions, experiences and behaviors of the 

population. The findings of the survey will be futile and useless should the data collected 

is from an ambiguous or biased questions (Robson & McCartan, 2016). Hence, in 

crafting the questionnaire, the survey questions were built based on the design principle 

of questionnaire where focus were given on the wording of questionnaire, the method 
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used to categorized, to scale and to code the variables and the general look and feel of the 

questionnaire itself. 

The design of the questionnaire is conceivably the most significant part of this research. 

The instruments has been adopted and adapted with modifications from several studies of 

Irfann Ismail & Teck-Hong, (2011 ). Table 3.1 shows the result of Cronbach's coefficient 

alpha which were satisfactory (between 0.768 and 0.834), by earlier researcher. 

Table 3.1: 
Cronbach 's Coefficient Alpha Reliability Testing 

Construct 

Role Ambiguity (RA) 

Role Conflict (RC) 

Work Overload (WO) 

Working Conditions (WC) 

Employees Performance (EP) 

Number of Items 

7 

7 

7 

5 

10 

Cronbach 's Alpha 

0.818 

0.768 

0.820 

0.789 

0.834 

The questionnaires strnctured with three sections which consist of Section A, Section B 

and Section C. 

Section A 

This section A covers the information of demographic characteristic of respondents. In 

this part the important concern is covered as gender, marital status, age, education level 

of respondents, the working experience and their positions level at their bank. 

Section B 

The influences and the effects on job performance are measured in this section where the 

respondents need to express by choosing the Likert scale. 
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Section C 

Section C covers the four influences of occupational stressors of the research which 

consist of Occupational Stressors level , Role Ambiguity, Role Conflicts, Work Overload, 

Working Conditions and Employee's Job Performance. 

3.5.1 Type and Format of Questions 

The key detriment of creating an effective questionnaire is by understanding the 

questionnaire fonnat and the type of questions that are suitable to be asked to the 

respondent. The type of questions can be either open-ended or closed-ended and the 

question formatting can be either worded positively or negatively (Bradburn et al., 1992). 

Hence, for the purpose of this research, closed-ended questions types were engaged as it 

would enable while restricting respondent to choose among any given multiple choice 

answers. The closed-ended type of questions will help respondent to make fast selection 

of answers from the multiple choice of answers given. Besides that, it also eases the 

process of codifying the responses for the researcher's analysis. The administration of the 

questionnaire for this study was done by the researcher by distributing it directly to the 

respondents in the respective banks in Kuala Lumpur and Shah Alam. The banks 

management's permission was obtained prior to the data collection and distribution of 

questionnaire to bank employees (respondents). 

3.5.2 Measurement Scale 

The measurement of scales that is used in a study determines the form of statistical 

analysis that can be conducted which influences the final conclusion drawn. The 

operationalization of the measurement is the process of defining the variables into a 
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measurable factor either empirically or quantitatively. Hence, it sets the precise definition 

of each variable of this study, thus increases the finding's quality (Sekaran & Bougie, 

2013). This study used three type of measurement scales in its research questionnaire 

namely nominal scale, ordinal scale and Likert scale. The nominal scale was used to as 

the measurement for the Section A of the questionnaire, where the demographical 

information was collected. Meanwhile, the ordinal scale were used in no anchors from 

strongly agree to strongly disagree. The Likert scale is used to measure the variables. 

3.5.2.1 Nominal Scale 

In this research, the nominal scale applied at Section A where the respondents need to select 

the relevant category. The categories designed with code which is 1 and 2 to determine the 

selections. 

3.5.2.2 Ordinal Scale 

An ordinal scale is applied in this research for the respondents to indicate the level of 

agreement and disagreement. 

3.5.2.3 Likert Scale 

Likert scale is a level of measurement of attitude designed to allow respondents to 

indicate how strongly they agree or disagree with constructed statement that range from 

positive to negative towards an attitudinal object (Zikmund, 2013). Five Likert Scale used 

in this research questionnaire where the respondents able to a choose from the options of 

"strongly disagree", "disagree", "neither agree nor disagree", "agree" and "strongly 

agree" from each statement. 
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According to theory of Likert ( 1932) developed the principle of measuring attitude by 

requesting respondents to respond to a series of statements about a topic, the extent to 

which they agree with them. Usually, five Likert Scale is the most common and widely 

used in research questionnaire. The respondents chose from five alternative options: 

"strongly disagree", "disagree", "neither agree nor disagree", "agree" and "strongly 

agree" from each statement. Each of the five responses would have a numerical value 

which would be used to measure the attitude under study. The value can be summed up to 

measure the participant's overall attitude. 

3.5.2.4 Pilot Test 

In this research, a pilot test is performed by distributing 30 questionnaires samples to 

selected bank respondents before conduct the actual survey. This also to make sure that 

the questionnaires are understood by the respondents and to recognize the error in the 

questionnaires. This will aid to make the necessary amendments and adjustment in the 

questionnaires if any. 

3.5.2.5 Administration of Questionnaire 

In ensuring that the questionnaire instruments are professionally displayed with a touch 

of precision and presentable, several steps were taken during the administering of the 

questionnaire. High emphasize were given to the engagement of interest of responders 

towards the questionnaire. The questionnaires were designed attractively and concise to 

the objectives of the research. The questions elements were formed and arranged 

interestingly in order to continuously engage the respondents to answer with a high 

conscious mind. Hence, to further engage the interest of respondents, the questionnaire 
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was printed in color and 12-sized font for better visibility and easy reading. Prior to the 

research, permission to conduct the research was obtained from University Utara 

Malaysia, Kuala Lumpur on 09th November 2016 as per appended in Appendix A. 

3.6 Population and Sampling Method 

3.6.1 Population Method 

The sampling process is initiated with the identification of the population. The target 

population for this research were bank employees whom working in within Kuala 

Lumpur and Shah Alam. This bank are clustered based on zone namely zone Kuala 

Lumpur and zone Selangor. The population frame was obtained from the official website 

Bank Negara Malaysia which sources by Official Portal of Department of Statistics 

Malaysia. 

Based to Department of Statistics Malaysia official portal, they have done the statistics on 

the number of employees by industry. In the statistic, they have state the number of 

employees for financial and insurance / takaful activities (2010-2015) at Kuala Lumpur 

and Selangor. The below table 3.2 shows the simple calculations on the population count 

for banking employees of Kuala Lumpur and Shah Alam. 

Table 3.2: 
Number of employed persons by industry, Kuala Lumpur and Shah Alam , 20I0-2015 

Kuala Lumpur 

Shah Alam 

Total 

Source: Department of Statistics Malaysia 

30 

Research Population 

33,650 

69,750 

103,400 



3.6.2 Sampling Technique 

The sampling process of this research begins with the identification of the population and 

thereafter selecting the sample size as representative of the population by using the 

sampling method which is appropriate for the research in terms of convenience, time and 

cost. Base on Etikan et al., (2016), there is probability sampling and non-probability 

sampling methods in sampling methods. In this study, simple random sampling applied to 

avoid bias in conducting the survey. 

3.6.3 Sample Size 

Sample size where the number of respondents to be involved in the research. Based on 

Krejcie & Morgan, (1970) theory, the sampling process is done to choose the right 

populations so it will determine and simplified the characteristic of the population. 

In this research, the total count was 103,400 employees in Kuala Lumpur and Shah Alam. 

The number of employees in Kuala Lumpur was 33,650 and 69,750 employees from 

Selangor during the collection of this statistic. According to Krejcie & Morgan, (1970) 

the sample size are S=384 samples for N= I 03,400. 

In addition to that, it is found that in circumstances where the respondent's population is 

motivated and the survey is executed effectively, the respond rate is able to ascend past 

85% (Baruch & Haltom, 2008). Thus, in anticipating the probability of not receiving the 

expected responses and perceiving that only 30% to 40% respond rate will be received 

during the data collection process, a total of 500 questionnaire were distributed as per 

listed in Table 3.3 with the objective to achieve the prerequisite sample size of 384. 

Subsequently, about 387 questionnaires were received from the respondents. 
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Out of total questionnaires of 500 set of questionnaires only 387 sets of questionnaire 

returned. The below table 3.3 also shows the count on the returned questionnaires from 

the banks of Kuala Lumpur and Shah Alam. The 387 set of questionnaires were carried 

out for data processing using several types of data analysis techniques to convert the 

quantitative data. 

Table 3.3: 
Returned of Questionnaires from Kuala Lumpur and Selangor Zone Respondents 
Zone Number of Returned Questionnaires 

Kuala Lumpur 

Maybank, Alliance Bank and Public Bank 

Shah Alam 

Maybank, Alliance Bank, CIMB Bank 
and Public Bank 

Total 

3.7 Data Collection Procedures 

164 

223 

387 

This research administered the survey method as the primary method in collecting due to 

its high reliability. Thus, in this research, self-administered questionnaires are considered 

suitable due to its ability to cover extensive geographical area, requires a very minimal 

costs, and were very convenient for the respondents. Besides that, respondents were also 

assured of anonymity and the measuring instruments were standardized throughout the 

study. 

In this research study, the questionnaire is the tool to collect the primary data from the 

original sources. Secondary data will be from current information such as journals of 

previous research works, articles from media, relevant websites, as well as other 

periodicals from libraries. 
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3.8 Data Processing 

Once the collection of data is collected, the data will be filtered to separate those with 

inadequate information or unusable data due to unfinished questionnaires. There are 

numerous types of data analysis techniques to convert the quantitative data once the 

completed sets of questionnaires are collected. 

These analysis results pem1its the researcher to further deduce the data and substantiate 

the hypotheses. These analyses will be carried out using the SPSS computer software 

programed version 23. The descriptive analysis, Pearson correlations analysis and 

regression analysis are the techniques in data processing. 

3.9 Reliability Analysis 

Reliability is defined as an agreement between two efforts to measure the same thing 

using the same method (Hammersley, 1987). Thus, in relevance to the research, a finding 

is considered to be reliable when it provides the same result after repetitive research. 

Hence, reliability is the ability to measure consistent (Bryman, 2012) whereby the 

reproduction of the measurement are same and stable (Lehner, 1979). The Cronbach's 

Alpha Cronbach's alpha analysis provides the researcher with a tool to measure of the 

internal consistency of the set of items in the research's instmment. 
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Constructively, Table 3.4 below illustrates the Cronbach's alpha value which was deemed 

reliable and acceptable based on the pilot study conducted. 

Table 3.4: 
Results of Reliability Analysis from the Pilot Study 

Construct Number of Items Cronbach's Alpha 
Occupational Stress Level 5 0.864 
Role Ambiguity (RA) 5 0.833 
Role Conflict (RC) 5 0.772 
Work Overload (WO) 5 0.892 
Working Conditions (WC) 5 0.740 
Employees Performance (EP) 5 0.934 

3.10 Validity 

The questions for this research were adapted from past research and the measuring 

instruments were redefined to adapt to the present research due to insufficient measuring 

scale. As the measuring instrument were adapted from past research, the face validity was 

available. The face validity is the extend where the measurement technique used in a 

research tends to be a valid measure of variable or construct of the study (Sekaran & 

Bougie, 2013). 

3.11 Techniques of Data Analysis 

This research administered a few techniques in analyzing the data obtained. Thus, in 

ensuring there are zero irregularities, the collected data were screened and cleaned 

(Sekaran & Bougie, 2013). Thereafter, the descriptive indicators such as the number of 

respondents, the proportion of response from each formation were scrutinized and 

analysed. Subsequently, a validity and reliability measurement analysis was conducted in 

effort to further reduce measurement errors. In furtherance to that, a factor analysis was 

also performed in order to provide a criterion validity of this research. 
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3.11.1 Data Preparation and Cleaning 

Prior to subjecting the research data for detail analysis, it is vital for the data gathered 

thru the research instrument to be thoroughly prepared and screened. Hence, only upon 

the data screening process, the collected data will be inserted into the SPSS 's data file 

whereby the data accuracy are checked and explained in chapter 4. 

3.11.2 Assessment of Outliers 

Subsequent to the data screening process, the assessment of data outliers were conducted 

on the univariate, bivariate or multivariate data which thereafter the data are placed into 

chapter 4. 

3.11.3 Normality Analysis 

This analysis is conducted to ensure the data collected from the respondents are normally 

distributed and this is mandatory according to Hair et al., (2010). The common method 

that is administered in order to evaluate whether the data are distributed normally is 

through observing the skewness and kurtosis of the analysis which will be explain in 

chapter 4. 
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3.11.4 Linearity Analysis 

In addition to the normality analysis, linearity test is also vital to be conducted before 

proceeding with the inferential analysis. The data would enable researchers to evaluate 

the linearity among the variables and explained in chapter 4. 

3.11.5 Homoscedasticity 

The homoscedasticity test is also required to be perfonned pnor to the inferential 

analysis. According to Hair et al., (20 l 0), homoscedasticity refers to the assumptions that 

the variances nearby or close to the regression line are similar for all values of the 

predictor variable. Hence, homoscedasticity happens in the event the residuals band is 

roughly similar even at different points of the dependent variables. This is also depicted 

in the scatterplot whereby the residual are typically distributed around the mean. 

3.11.6 Multicollinearity 

The multicollinearity is also conducted prior running the multiple regression analysis. 

Multicollinearity is the level of correlation among independent variables whereby the 

independent variables are regarded as highly correlated if it ranges above 0.90 among 

themselves (Hair et al., 2010). Furthermore, any presence of multicollinearity in research 

data effects the model's parameter estimates accuracy and stability which proves the 

necessity for the multicollinearity analysis to be conducted prior to the multiple 

regression analysis. Therefore, the main purpose of this analysis is to test the data to 

ensure that there are no multicollinearity. 
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3.12 Factor Analysis 

A factor analysis was conducted to further test the validity of this research in order to 

establish that all the element of constructs is connected to the sample of the research. The 

findings of this test will be discussed in detail in Chapter 4. 

3.13 Descriptive Analysis 

Descriptive analysis is performed in this research study to investigate the demographic 

and general data which will be presented in the form of bar chart, pie chart, line chart and 

others. 

3.14 Inferential Analysis 

The inferential analysis incorporates procedures which are required in ensuring that the 

inferences are thorough and rational. This research used the inferential analysis namely 

the Pearson 's correlation as well as the regression whereby every hypothesis is analyzed 

to see its significant values. This determines whether the hypotheses is supported or not 

supported based on the level of significance where at 95% confidence level, the p-value 

must be lower than 0.05. 

3.14.1 Pearson Correlations Coefficient Analysis 

The Pearson's correlations technique is a part of the inferential analysis which is 

performed by researchers in observing the association between each and every variables 

of the study. The correlation coefficient (r) determines the strength of the variables 

relationship whereby the value zero indicates the relationship is very low and not exist 
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(Cohen & Cohen, 1983; Pallant, 2013). Davis, (1971), has suggested the strength level of 

the variables relationship based on the findings of the coefficient as represented in table 

3.5 below. 

Table 3.5: 
Measurement Scale of Correlation Coefficient (r) 
Correlation value r 

±0. 70 or higher 

±0.50 to ±0.69 
±0.30 to ±0.49 
±0.10 to±0.29 

±0.01 to±0.09 

0.0 

Strength of relationship 

Very high relationship 

High relationship 

Moderate relationship 
Low relationship 
Very low relationship 

No relationship at all 

The va1iables and hypotheses of this research will be subjected to the Pearson's 

correlation analysis to determine the strength of the relationship between variables. 

3.14.2 Regression Analysis 

The regression analysis is conducted in the attempt to predict and understand the 

association among the study's linear independent variables (IV) and the single dependent 

variable (DV). Hence, based on the analysis, the coefficient beta of each variables are 

able to be determined and can be interpreted as the total changes to the dependent 

variable given a unit of change in the independent variable. 

3.15 Summary 

In summary, the research methodologies were discussed in this chapter. This exploratory 

research focused on the bank employees at Kuala Lumpur and Shah Alam as the 

respondents for its study. This chapter consists of the construction of research 

instrument. It begins with the methods of analysis from questionnaire design until the 
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type of data analysis method. In the next chapter 4, data analysis techniques are 

performed to interpret the information collected from the questionnaire surveys. All the 

results will be presented in table or chart form to ensure easy presentation and fast 

readings. 
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4.1 Introduction 

CHAPTER4 

RESULT AND DISCUSSION 

This chapter will deliberate the result from the survey conducted .. The chapter will 

consist of the following subchapters: subchapter 4.2 would discuss on the data 

preparation and cleaning analysis that would discuss on the test on violation and data 

cleaning processes and thereafter trailed with subchapter 4.3 that will test on factor 

analysis. Thereafter, subchapter 4.4 will explain on the reliability analysis of the research 

questionnaires. In subchapter 4.5 will describe on the demographic factors subsequently 

followed by subchapter 4.6 highlighting the level of the job performance among 

employees. Subchapter 4. 7 will provide the detail of the hypotheses while subchapter 4.8 

will provide the summary of the hypotheses. This chapter will be concluded with the 

summary of this chapter in subchapter 4.9. 

4.2 Data Preparation and Cleaning 

Based on the analysis conducted on the data, there was no missing data value. Therefore, 

upon the data screening, there were a total of 369 responses which were carried forward 

to conduct the outlier assessment from 387 questionnaires collected. 
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4.2.1 Assessment of Outliers 

The outlier's assessment of this study found that there were 18 such cases hence need to 

be removed from further analysis while only the balance of 369 responses were used for 

further analysis. In furtherance, the SPSS version 23 was used in computing the 

Mahalanobis distance values in order to measure the multivariate outliers. 

In reference to Tabachnick and Fidell (2012), the statistical analysis, Mahalanobis 

distance was administered with the aim to detect the distance of a specific individual 

respond which sets off from the mean center of all other variables in a multidimensional 

space. In this study, any Mahalanobis distance in the value of more than 52.62 were 

deleted. Besides that, heeding the suggestion of Hair et al., (2010), any extreme case 

scores that impacts the results either too high or too low were also deleted. In other 

words, any cases with values out of the permitted Mahalanobis value are reckoned to be 

outliers and deleted. Table 4.1 displays the results of the item process summary whereby 

only 369 respondents were selected after running the outlier assessment. 

Table 4.1: 
Results after Outlier Assessment 

Cases Valid 
Total 

N 
369 
369 

Note: Listwise deletion based on all variables in the procedure 

4.2.2 Normality Analysis 

% 
100.0 
100.0 

According to Coakes & Ong , (2008), the normality analysis is performed to ascertain 

that all the data has been entered properly as well to check on the distribution of variables 

if it is normal. This study conducted the normality analysis and the evaluation of the 

normality were made based on the skewness and kurtosis of the distribution and the 
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normal probability plots. The normality analysis outcome were then displayed graphically 

and explained numerically. The graphical display of the normality assumptions was made 

based on the histogram residual plots which shows the distribution pattern of the data for 

a singular variable and its correspondence to the normal data distribution. Thus, in 

meeting this assumptions, according to Tabachnick and Fidell (2012), the plot 

distribution needs to be appearing as normally distributed. Figure 4.1 shows the normality 

assumption is achieved in this study as depicted in the histogram of residual plots 

whereby the bars are close to a normal curve. 
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Figure 4.1: 
Histogram Residual Plots 

Histogram 

DependentVariable: meanep 
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Regression Standardized Residual 

Mean = -5.70E-15 
S1d. Dev. = 0 .995 
N = 369 

Likewise, based on the normality analysis conducted, it was revealed that the normal 

probability plot of the study complies with the homoscedasticity assumptions as the entire 

data set lies alongside the 450 diagonal line as depicted in Figure 4.2 (Hair et al., 20 I 0). 

Besides that, the normality assumption for other variables was also found not violated. 

Therefore, it shows that the data for these study's variables are normally distributed. 
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Figure 4.2: 

Normal P-P Plot of Regression Standardized Residual 
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4.2.3 Linearity Analysis 

The linearity analysis was performed by using the residual scatter plot in order to check 

for linearity. According to Tabachnick & Fidell (2012), the linearity assumptions are 

satisfied in the event the residuals are scattered around O or most of the scores are 

concentrated in the center along the O point. Based on the linearity analysis conducted for 

this study, Figure 4.3 illustrates the scatter plot of the variables. In observing the 

scatterplot, it was found that there are highly concentrated residual scores at the center of 

the zero point. This suggests that the linearity assumption of this study was satisfied and 

weren't violated. 
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4.2.4 Homoscedasticity 

0 

In assuming the homoscedasticity of the data, the analysis found nil residual pattern in the 

distribution of data whereby the residuals were scattered randomly around the horizontal 

line centering zero point (Norusis, 20 I 0). Norusis (20 l 0) further stated that the Durbin

Watson analysis is good to be performed whereby the Durbin-Watson value should range 

in between 1.50 to 2.50. This analysis has enable the researcher to confirm that the 

Durbin-Watson value of each independent variable of this study were not violated. Table 

4.2 shows that the homoscedasticity did not violate the independence of error term 

because the Durbin-Watson value were within the value of 1.50 and 2.50 in where the 

value is 1.667. 

Table 4.2: 
Durbin-Watson Value 

Model R 

.607" 

Model Summary 

R Square 

0.368 

Adjusted R 
Square 

0.361 

Std. Error of 
the Estimate 

0.42292 

a. Predictors: (Constant), Role Ambiguity, Role Conflict, Work Overload, Working Condition 

b. Dependent Variable: Employee Performance 
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The homoscedasticity analysis of this study shows that there were absence of decreasing 

or increasing in the residuals pattern, therefore presumed that the homoscedasticity 

assumption weren't violated. 

4.2.5 Multicollinearity 

Multicollinearity is demarcated as the level of correlation among independent variables of 

the study. The multicollinearity of this study were observed based on the variance 

inflated factor (VIF) and its tolerance value as enlisted in Table 4.3. According to Hair et 

al. , (2010), any variance inflation factor which exceeds the value of 10 while, the 

tolerance value is lower than 0.10, is an indicator to the presence of multicollinearity. The 

results in Table 4.3 supports that there are no multicollinearity exists among the 

independent variables of the study as the VIF values are lower than 10 whereas the 

tolerance value are more than 0.10. The result of the analysis clearly finds that there are 

no multicollinearity problem exist in this study. 

Table 4.3: 
Tolerance Value and the Variance Inflation Factor (VIF) 

Coefficients" 

Unstandardized Standardized 

Coefficients Coefficients Collinearity Statistics 

Model B Std. Error Beta t Sig. Tole rance VIF 

1 (Constant) 1.463 .192 7.628 .000 

RA_C1 .001 .006 .010 .240 .8 lO .965 1.037 

RC_C2 .055 .OIO .395 5.341 .000 .3 17 3. [58 

WO_C3 .037 .008 .254 4.597 .000 .567 l .763 

WC C4 .003 .009 .019 .289 .773 .389 2.568 

a. Dependent Variable: Employee Performance 
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4.3 Factor Analysis of the Research Instruments 

The study used the factor analysis in order to determine the underlying factors of this 

study's variables. The factor analysis were also conducted to test the construct validity of 

the questionnaire. Relatively, the factor analysis has enable researcher of this study to 

analyze of the structure of the correlations amid large number of variables by defining a 

set of common underlying dimensions known as factors (Hair et al., 2010). 

The data factor analysis was assessed whereby the Kaiser-Meyer-Olkin (KMO) measure 

of sampling adequacy was 0.696 in table 4.4 which exceeds the benchmark value 

between 0.50 and 0.60. It shows that the sample size is adequate for the factor analysis to 

be conducted. 

Table 4.4: 
KMO and Bartlett's Test 

KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure 
0.696 of Sampling Adequacy. 

Bartlett's Test of Approx. 
Sphericity Chi- 4762.196 

Square 

df 
190 

Sig . 0.000 

The factor analysis for this study observes some basic assumptions as suggested by Hair 

et al., (20 l 0). As for this study, the factors with Eigenvalues > 1 are accepted for further 

analysis. Besides that, according to Sekaran (2006), factor loadings in the range value of 

>0.50 on a particular one factor that is loaded at a difference of >0.35 determines the 

validity of the construct. In contrast, factor loading of >0.50 on one factor and loaded at a 
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difference <0.40 are eliminated and removed in order to avoid cross loading. However, 

factors which has only a single variable contained within it, will not be considered as a 

factor and will also be removed from further analysis (Kim & Mueller, 1978). 

Table 4.5: 
Overall variance of the variables 

Total Variance Explained 

Initial Eigenvalues Loadings Loadings 
Component % of Cumulative %of Cumulative % of Cumulative 

Total Variance % Total Variance % Total Variance 

1 6.052 30.261 30.261 6.052 30.261 30.261 3.272 16.361 
2 3.327 16.635 46.896 3.327 16.635 46.896 3.230 16.150 
'3 1.841 9.205 56.102 1.841 9.205 56.102 3.206 16.032 
.. 4 1.442 7.212 63.314 1.442 7.212 63.314 2.954 14.770 
Extraction Method: Principal Component Analysis. 

The variance values for the variables of the study is as presented in Table 4.5. According 

to the eigenvalues criterion, the extract number of factors is four. The first component 

explains 30.26% of the total variance, the second factor 16.63%, the third 9.20% and the 

fourth 7.212% respectively. The percentage of the cumulative variance was 63.31 %. In 

interpreting the factors, the factor rotation tool was administered. Relatively, the rotated 

component factor matrix summarizes statistically single items to form one factor as 

displayed in Table 4.6 

Table 4.6: 
Factor Analysis - Rotated Component Matrix 

Rotated Comoouent Matrix" 
Component 

I 2 3 4 
1013 0.528 - - -
1021 0.847 - - -
1022 0.800 - - -
1021 0.835 - - -
1024 0.808 - - -
109 - 0.561 - -
101 I - 0.457 - -
101 2 - 0.848 - -
1014 - 0.44? - -
n I 6 - 0.718 - -
01 7 - 0.709 - -
0 20 - 0.559 - -
()6 - - 0.778 -

107 - - 0.799 -
108 - - 0.706 -
109 - - 0.646 -
1010 - - 0.637 -
1013 - - 0.472 -
1010 - - - 0.499 
1015 - - - 0.559 
IOJ6 - Ll.7- - 0.458 
1017 - - - 0.445 
10[8 - - - 0.53? 
01 9 - - - 0.831 
10? <; - - - 0.648 
Extraction Method: Princioal Comoonent Analysis. 
a. Rotation converged in 6 iterations. 

% 

16.361 

32.512 

48.544 

63.314 



In this research applied both the eigenvalue and the scree test criterion in order to decide 

on the number of factors to extract. The eigenvalue and the scree test criterion are the 

most commonly applied technique by researchers in determining the variables that 

contribute a value of l to the total eigenvalue. As a result, only the factors having 

eigenvalues greater than 1 were considered as significant. 

Likewise, the scree test was used to identify the optimum number of factors that could be 

extracted before the amount of unique variance began to dominate the common variance 

structure (Coakes & Ong, 201 1 ). Graphically, Figure 4.4 below displays the plotted the 

factors extracted from all independent variables used in this study. Beginning with the 

first factor, the plot slopped steeply downward initially and then slowly became an 

approximately horizontal line. The cut-off point at which the curve first begins to 

straighten out was considered to indicate the maximum number of factors to extract. 

Here, the first four factors would qualify. As a general rule, the scree test results included 

at least one or sometimes two or three factors to consider for inclusion than did the 

eigenvalue criterion. 

Figure 4.4: 
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4.4 Reliability Analysis 

The table 4.7 shows that role ambiguity has a coefficient alpha value Of 0.839, role 

conflicts is 0.831, work overload has 0.833, working conditions is 0.797 and employee's 

job performance is 0.832 coefficient alpha. 

Table 4.7: 
Cronbach 's Alpha Reliability Analysis 

Construct 

Role Ambiguity (RA) 

Role Conflict (RC) 

Work Overload (WO) 

Working Conditions (WC) 

Employees Job Performance (EP) 

Pilot Test 

0.833 

0.772 

0.892 

0.740 

0.934 

4.5 Descriptive Analysis on Demographics Factors 

Current Test 

0.839 

0.831 

0.833 

0.797 

0.832 

In this section, several profile are presented such as the overview description of 

respondents' demographic information including gender, age group, highest education 

attained, marital status, job level, working experience, annual income, current salary 

scheme and number of years with current organization. 
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Table 4.8: 
Summary of Descriptive Analysis on Demographic Factors 

FREQUENCY PERCENTAGE 

Male IOI 27.4 

GENDER Female 268 72.6 

TOTAL 369 100 

20 - 30 years old 99 26.8 

AGE 31 - 40 years old 136 36.9 

41 years and above 134 36.3 

TOTAL 369 100 

Single 95 25.7 

MARITAL STATUS Married 269 72.9 

Divorced s 1.4 

TOTAL 369 100 

SPM 18 4.9 

ACADEMIC 
STPM QUALIFlCATION 30 8.1 

Diploma 135 22.7 

Degree 181 49.1 

Master s 1.4 

TOTAL 369 100 

Below I year 39 10.6 

WORKING 
I - 5 years 65 17.6 EXPERIENCE 

6 - IO years 95 25.7 

11 - 15 years 75 20.3 

Above 16 years 95 25.7 

TOTAL 369 100 

Non-Executive 43 11.7 

POSITION/ RANKING Executive 226 61.2 

Manager 68 23.8 

Top Management 12 3.3 

TOTAL 369 lOO 
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The gender of the respondents are 101 (27.4%) of male and 268 (72.6%) of female 

respondents were involved in this research. The majority age group of respondents falls 

between age ranges of 31-40 years which consist 136 (36.9%) respondents. Followed by 

134 (36.3%) respondents from 41 years and above. 99 (26.8%) respondents age fall 

between ranges 20-30 years. 

The majority respondents are married employees which consist of 269 (72.9%) 

respondents. Follows the single status respondents are 95 (25.7%) and 5 respondents 

(1.4%) were from divorced status out of369 respondents. In terms of education level, 181 

(30.5%) respondents were Bachelor Degree holders. Followed by 135 (22.7%) 

respondents have completed their Diploma. The STPM holders were 30 (5. l %) 

respondents where else SPM holders were 18 (3.0%) respondents. There were also 5 

(0.8%) respondents from Master Degree background. 

Out of 369 respondents, the majority of the respondents working experience fall between 

the ranges of 6.-10 years and above 16 years which consist of 95 (26.9%) respondents. 

The working experiences from 11-15 years are 75 (20.3%) respondents. The respondents 

working from 1-5 years are 65 (I 7.6%) respondents and 39 (10.06%) respondents from 

below 1 year working experience. Based on the position level, shows that 226 (61.2%) 

respondents holds Executive positions where the respondents from Managers position are 

88 (23.8%). The Non-Executive are 43 (I 1.7%) and 12 (3 .3%) from top management. 
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4.6 Level of Job Performance 

The range for the level of job performance among bank employees in Kuala Lumpur and 

Shah Alam is obtained through a descriptive analysis. The count of point for three levels 

of performance level are shown in Table 4.9. 

Table 4.9: 
Range for Level of Job Performance 
Mean Value 

< 2.722 

2. 723 to 3.056 

>3.057 

Level of Stress 

Low 

Moderate 

High 

Based on the result, the range for every level is developed and shown in Table 4.10. We 

can see that the mean level for job performance are 3.988 which indicate the range is high 

level of job performance can be affected through occupational stressors. 

Table 4.10: 
Mean Level of Job Performance 

No Statements Mean Standard 
Score Deviation 

EP 1. 
My performance is affected by occupational stress 

4.18 0.757 resulting in burnout. 

EP 2. 
My performance is affected by occupational stress 

4.09 0.766 resulting in fatigue and constant tiredness. 

EP 3. 
My perfonnance is affected by occupational stress 

4.17 0.667 
resulting in a loss of enthusiasm 

EP 4. 
My performance is affected by occupational stress 

3.93 0.902 
resulting in high absenteeism. 

EP 5. 
My perfonnance is affected by occupational stress 

3.57 1.074 
resulting in illness from the workplace. 

Grand Mean 3.988 0.52922 
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4.7 Hypotheses Testing 

The hypotheses were established by using the inferential statistic. In the cunent study, 

hypothesis Hl to H4 was tested using the Pearson's Bivariate Correlation Analysis 

and Multiple Linear Regression was used to analyze Hypothesis H5. The relationship 

between the variables can be seen in Table 4.11 through the r value. 

Table 4.11: 
Measurement Scale of Correlation Coefficient (r) 
Correlation value r 

±0. 70 or higher 
±0.50 to ±0.69 
±0.30 to ±0.49 
±0.10 to±0.29 
±0.01 to±0.09 
0.0 

Strength of relationship 

Very high relationship 
High relationship 
Moderate relationship 
Low relationship 
Very low relationship 
No relationship at all 

Hl: There is a relationship between role ambiguity and job performance among 
bank employees in Kuala Lumpur and Shah Alam 

From the result in Table 4.12, the Sig.2-tailed is 0.071 which shows that there is no 

significance relationship between role ambiguity and employee's job performance. The 

value of correlation is r-0.094, P > 0.01. It indicated no relationship. 

Table 4.12: 
Correlation between Role Ambiguity and Employee's Job Performance 

Correlations 

EP RA 
EP Pearson Correlation 1 .094 

Sig. (2-tailed) .071 

N 369 369 

RA Pearson Correlation .094 I 

Sig. (2-tailed) .071 

N 369 369 

**. Correlation is significant at the 0.0 I level (2-tailed). 
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H2: There is a relationship between role conflict and job performance among 
bank employees in Kuala Lumpur and Shah Alam. 

From the result in Table 4.13, the Sig.2-tailed is .000 which shows that there 1s a 

significance relationship between role conflict and employee's job performance. The 

value of correlation is r-0.575, P < 0.01 indicate high relationship. 

Table 4.13: 
Correlation between Role Conflict and Employee 's Job Performance 

Correlations 

EP RC 

EP Pearson Correlation I .575'' 

Sig. (2-tailed) .000 

N 369 369 

RC Pearson Correlation .575" I 

Sig . (2-tailed) .000 

N 369 369 

**. Correlation is significant at the 0.0 1 level (2-tailed). 

H3: There is a relationship between work overload and job performance among 
bank employees in Kuala Lumpur and Shah Alam. 

From the result in Table 4.14, the Sig.2-tailed is .000 which is a significance relationship 

between work overload and employee's job performance. The value of correlation is r-

0.522, P < 0.01 indicate high relationship. 

Table 4.14: 
Correlation between Work Overload and Employee's Job Performance 

Correlations 

EP WO 

EP Pearson Correlation I .s22" 

Sig. (2-tailed) .000 

N 369 369 

WO Pearson Correlation .522" I 

Sig. (2-tailed) .000 

N 369 369 
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H4: There is a relationship between working condition and job performance 
among bank employees in Kuala Lumpur and Shah Alam. 

From the result in Table 4.15, the Sig.2-tailed is .000 which is a significance relationship 

between working condition and employee's job performance. The value of correlation is 

r-0.463, P < 0.01. It indicated moderate relationship. Meaning working condition will 

determine the performance of employees. Conducive working condition will enhance 

work performance. 

Table4.15: 
Correlation between Working Condition and Employees Job Performance 

Correlations 

EP WC 

EP Pearson Correlation 1 .463** 

Sig. (2-ta iled) .000 

N 369 369 

WC Pearson Correlation .463 .. 1 

Sig. (2-tailed) .000 

N 369 369 

HS: There is an effect of role ambiguity, role conflict, work overload and working 
condition on job performance among bank employees in Kuala Lumpur and Shah 
Alam. 

The researcher of this study also performed a regression analysis in order to analyze the 

overall effect of the independent variables such as role ambiguity, role conflict. Work 

overload and working conditions with the dependent variable occupational stressors on 

employee's work performance. 

Table 4.16: 
Summary of the Regression Analysis 

Model Summarl 

Std. 
Adjusted Error of 

R R the Durbin-
Model R Square Square Estimate Watson 
I .6073 0.368 0.36 1 0.42292 1.667 

a. Predictors: (Constant), Role Ambiguity, Role Conflict, Work Overload, Working Condition 

b. Dependent Variable: Employee Perfonnance 
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Based on the table 4.1 6, the R value of this study is 0.607. Thus, the sig nifi cant 

effects between independent variables and dependent variable is high. Based on the 

generated result, the R2 square value is 0.368, which shows that the independent 

variables; role ambiguity, role conflict, work overload and working conditions can 

explain 36.8% of the variation independent variable of employee 's job performance 

among bank employees in Kuala Lumpur and Shah Alam. 

Table 4.1 7: 
ANOVA Summary 

ANOVA" 

Sum of 

Model Squares df Mean Square F Sig. 

I Regression 37.961 4 9.490 53.059 .ooob 

Residual 65.106 364 .179 

Total 103.068 368 

a. Dependent Vanable: Employee Performance 

b. Predictors: (Constant), Role Ambiguity, Role Conflict, Work Overload, Working Conditions 

Based on the Table 4. I 7, the p-value of 0.0001 is less than the p-value 0.01. Therefore, it 

can conclude that the independent variables role ambiguity, role conflict, work overload 

and working conditions are significant to explain the variance in employee's work 

performance. The model for this research considers a good descriptor of the relation 

between independent and dependent variables. 

Table 4.1 8: 
Coefficients 

Coefficients" 

Unstandardized Standardized 

Coefficients Coefficients 

Model B Std. Error Beta t Sig. 

I (Constant) 1.463 .192 7.628 .000 

RA -.001 .006 -.010 -.240 .810 

RC .055 .OIO .395 5.341 .000 

WO .037 .008 .254 4.597 .000 

WC .003 .009 .01 9 .289 .773 

a. Dependent Variable: Employee Performance 
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Based on the table 4.1 8, it shows that the role conflict and work overload are the most 

significant effects among bank employee's job performance. However, the ro I e 

am biguit y (P -value 0 . 8 10) and work ing conditions (P-va lue 0. 773) 

variable is not proved to be significant effect to among bank employee's job 

performance as the p value of (P < 0. 005) . 

4.8 Summary of Hypotheses Testing 

Table 4.19: 
Summary of the Research Hypotheses 

HN Research Hypotheses 

HI 

H2 

H3 

H4 

H5 

There is a relationship between role ambiguity 

and job performance among bank employees in 

Kuala Lumpur and Shah Alam 

There is a relationship between role conflict 

and job performance among bank employees in 

Kuala Lumpur and Shah Alam 

There is a relationship between work overload 

and job performance among bank employees in 

Kuala Lumpur and Shah Alam 

There is a relationship between working 

condition and job performance among bank 

employees in Kuala Lumpur and Shah Alam 

There is an effect of role ambiguity, role 

conflict, work overload and working condition 

on job performance among bank employees in 

Kuala Lwnpur and Shah Alam. 

Results Relationship 

0.094 No Relationship 

0.575 High relationship 

0.522 High relationship 

0.463 Moderate Relationship 

Supported. 
R2 =0.368, where the overall IV 

only explains 36.8% of the D V 

The researcher intends to summarize the overall hypotheses proposed in this research 

study and it will indicate whether they were supported or not based on the data collected 

and analyzed. Table 4.19 indicates the summary of the hypotheses results wherein one 

hypotheses (HI to H4) were tested using Pearson's Correlation where two (2) of its 
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results indicated high relationship among the independent variables of role conflict and 

work overload. The result also identifies that there is no relationship with two (2) of its 

independent variable of role ambiguity and working condition. 

Hypotheses (HS) were tested using regression analysis whereby the overall independent 

variables were regressed to test its influence towards the job performance which found 

that there was significant effect of the overall independent variables (R2 =0.368, Sig. 

0.000) as predictor to job performance .. Hence, the overall regression of the independent 

variables towards the dependent variable support the final hypotheses (H5) where the 

overall independent variables explains 36.8% of the job performance. 

4.9 Summary 

As a summary, the researcher interpreted the findings obtained from the questionnaire. 

The findings allowed the researcher to have deeper and clear understanding on the 

factors that influence bank employee's job performance in Kuala Lumpur and Shah 

Alam. The researcher shall present all these findings inclusive the past studies and in

depth discussion of the causal and effect in the final chapter 5. 
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CHAPTERS 

CONCLUSION AND RECOMMENDATION 

5.1 Introduction 

This chapter further discussed the findings and the overview of the entire research. The 

chapters begin with subchapter 5.2 which recap the entire research by revisiting the 

purpose of this study while subchapter 5 .3 details the general discussion of the research 's 

findings. This followed suit by subchapter 5.4 which discussed and pointed out the 

limitation of this study. Thereafter, subchapter 5.5 presented the recommendations for 

future studies which include the implications of the research academically and 

managerially. The conclusion of the research presented in subchapter 5.6. 

5.2 Recapitalization of the Study 

The main reason of this research is to investigate the influence of occupational stressors 

on job performance among bank employees in Kuala Lumpur and Shah Alam. The 

researcher answered the following research objectives:-

1. To determine level of job performance among the bank employees m Kuala 

Lumpur and Shah Alam. 

2. To determine the relationship between Role Ambiguity and Job Performance 

among the bank employees in Kuala Lumpur and Shah Alam. 

3. To determine the relationship between Role Conflict and Job Performance among 

the bank employees in Kuala Lumpur and Shah Alam. 

4. To determine the relationship between Work Overload and Job Performance 

among the bank employees in Kuala Lumpur and Shah Alam. 
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5. To determine the relationship between Working Condition and Job Performance 

among the bank employees in Kuala Lumpur and Shah Alam. 

6. To determine the effect of Job Performance factors among the bank employees in 

Kuala Lumpur and Shah Alam. 

5.3 The Discussion On The Findings Based On The Objectives 

Based on the research conducted the overall findings for the objectives of this thesis is as 

follows: 

Objective 1: To determine level of job performance among the bank employees in 

Kuala Lumpur and Shah Alam. 

In this thesis the dependable variable employee job performance was evaluated in order 

to see the level of its influences in banking industry in Kuala Lumpur and Shah Alam. 

Based on the findings it can be seen that the grand mean for performance are 3.9881. 

Moreover the findings also states that the highest mean is EP 1: My performance is affected 

by occupational stress resulting in burnout whereby it has the mean of 4.18. This shows that 

employee easily burnout when their job performance affected. 

However the findings discover that employees do not agree much with EP5: My 

performance is affected by occupational stress resulting in illness from the workplace. The mean 

for this EP5 is 3.57. By looking at the mean it can be seen that employees still can 

manage the occupational stressors and perfonn their job without complaining that they 

are affected to their health. 
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Objective 2: To determine the relationship between Role Ambiguity and Job 

Performance among the bank employees in Kuala Lumpur and Shah Alam. 

This objective was investigated by using correlation analysis. Based on the findings , the 

correlation coefficient value between role ambiguity and employee job performance is 

p-0.094 with a p-value > 0.0 l. This falls under very low relationship. In a study done by 

Arif Khattak & Iqbal , (2013) there is low relationship between role ambiguity and 

employee's job performance. The finding in research conducted by (Celik, 2013) also 

agrees that role ambiguity will give impact to employee's job performance even though is 

low in analysis 

Objective 3: To determine the relationship between Role Conflict and Job 

Performance among the bank employees in Kuala Lumpur and Shah Alam. 

Based on this objective, the relationship between role conflict and employee job 

performance was investigated by using correlation analysis. The result shows the 

correlation coefficient value is p-0.575 with a p-value :S 0.01 which means it is high and 

significant relationship. It has to be noted that this correlation value is the highest among 

all the variables which shows it's significant. According to Karimi et.al., (2014) the 

result showed that there was a strong relationship between role conflict and employee's 

job performance. Even in study of Karunanithy & Ponnampalam , (2013) has agreed that 

the role conflict and employee's job performance cannot be separated and it will give 

strong effects to the performance. 
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Objective 4: To determine the relationship between Work Overload and Job 

Performance among the bank employees in Kuala Lumpur and Shah Alam. 

This was investigated by using the correlation analysis method. The result shows the 

correlation coefficient value is p-0.522 with a p-value :S 0.01 which means it is high and 

significant relationship. The finding from research conducted by Zaman et al., 2013) also 

states the similar findings as this study. There also study done by Karimi et.al., (201 4) 

and agreed that in is study also the relationship is high and it effects the employee's job 

performance. Therefore it is important for the manager to constantly review the 

employee's work load time to time. 

Objective 5: To determine the relationship between Working Condition and Job 

Performance among the bank employees in Kuala Lumpur and Shah Alam. 

This objective was investigated by using the correlation analysis method. The result of 

correlation coefficient value shows p-0.463 with a p-value :S 0.01 which means there is a 

moderate relationship between working condition and employee job performance. In 

study of Bakotic, Babic et.al., (2013), there is a relationship with moderate level and 

whom agreed that working condition is also important in every management and to 

employees to perform. It is also depends how much it is affecting to employee's 

performance. 

Objective 6 To determine the effect of Job Performance factors among the bank 
employees of bank in Kuala Lumpur and Shah Alam. 

The regression analysis on the independent variables namely role ambiguity, role conflict, 

work overload and working condition has a significant effect towards the job 

performance (R2 =0.368, Sig. 0.000). The findings of the R2 =0.368 shows that the overall 
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independent variables (IV) describes only 36.8% of the job performance. The result 

shows that only two independent variables that is role conflict and work overload have 

influence with dependent variables, while ambiguity and working condition have no 

influence with the dependent variable. 

5.4 Limitation of the Study 

The researcher encountered some limitations when pursumg this research. The 

limitation is sought in order to identify improvement for further research in this area. 

In the scarcity of empirical studies on occupational stressors in Kuala Lumpur and Shah 

Alam banking industries, there is less research in addressing the stress level of employees 

in the banking industries. 

It is believed that qualitative research should be helpful to improve our understanding of 

the employee's stress level at banking industries. To have better observation on 

employee's behavior the interviewing employees enable researchers to gain insight that 

typically is difficult to acquire through quantitative analysis (Russell et al., 2016). The 

main reason for this is to make sure the employees have the discipline to provide the right 

answer as this will give better results instead of ticking all the same scale. (Creswell & 

Creswell, 2013). 

Another limitation is due to banking compliances and security purposes, the data was 

gathered only from certain banks in Kuala Lumpur and Shah Alam which consist of 

Kuala Lumpur and Selangor states. The respondents are based in Kuala Lumpur and Shah 

Alam, the states are in Kuala Lumpur and Selangor and not to other regions in Malaysia. 

The limitation of having two states is due to time and work environment. 
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5.5 Future Research Recommendations 

5.5.1 Academic Purpose 

As for the future research suggestions, they can focus more on variables that is not 

studied in this research so that the relationship with employee's job performance can be 

evaluated. Besides that, it must be remembered that the independent variables that are 

used in this research provide very small evidence due to the limited participants as well 

apart from the variables. Hence, in future more banking industries and many zones should 

be included and the number of respondents also should be higher so that more 

comprehensive results can be gained. This result is important because it will help to 

educate the management of banks on which occupational stressors should be prioritize so 

that it could help to increase the overall employee's job performance. 

In addition to that, the organization also should give more priority to employee 

performance because it will give an opportunity for the organization to gain competi tive 

advantage in the industry compared to other companies. In thi s study, employees from 

banking employees place greater challenges on role conflict and work overload stressors. 
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5.5.2 Managerial Purpose 

Occupational stressors are factors that associated with poor levels of mental and physical 

health typically include role ambiguity, role conflict, work overload and working 

condition. These factors being prevalent in many organizations, relatively the attentions 

is needed to focus and to have innovated changes in a way to improve the employee' job 

performance (Ruotsalainen et al., 2016). Employing the changes need to be aimed at 

lessening the job stressors and not to have the costly innovation and it is difficult to 

implement. The management should consider the consultant whom are strong in job 

stressors and whom are able to identify the stress level followed by the changes which 

comply the current job scope (Nweke, 2015). 

According to Tetrick & Winslow , (2015) support of organizational level interventions is 

preferred as an method to deal the job stress . This need to learn and apply with an 

employees of bank whom are in job stress. This also need to be concentrated on the 

reducing the factors instead of simply treating the challenges for sake of management 

intervention. The below are the interventions that may apply in the organization: 

• 

• 

• 

Motivate employees with good reward systems 

Provide training and motivations to employees time to time 

To implement changes in role after 2 years to give positive changes to work 

Enhance employees decision making in any situation with minimum guidance 

Free working place or work station 

Innovative working place 

Practice frequent two way communication 
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The listed suggestions are general in nature. The management are always encouraged to 

understand what an employees need in order for them to perform better in their job. 

5.6 Conclusions 

This study has demonstrated and provided a theoretical perspective that would be able to 

recognize the occupational stressors that affects the employee's job performance among 

bank employees in Kuala Lumpur and Shah Alam. Based on the findings of this research, 

it can be concluded that management of banking industries should focus on the role 

conflict where the p-value is p-0.575 and p-value for work overload is p-0.522 which 

indicates high relationship whereby the level of influence is r2 =0.368(36.8%). This 

shows that the future researcher should find other occupational stressors variables which 

may influence the employee's job performance. 

Even though the role ambiguity and working condition is not highly related with 

employee's job performance, it should be improvised so that job performance can be 

enhanced. Overall from this study, we can understand that every employee in banking 

sector will have and will go through the occupational stressors and this is depends on the 

individual on how they managed their stress level to make sure their performance is not 

affected. Individuals and management have to work together very well in order to ensure 

employees willingness to grow successfully with the organization. 
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QUESTIONNAIRE 

Survey On The Influence of Occupational Stressor On Job Performance Among 
Bank Employees In Kuala Lumpur and Shah Alam 

Dear Sir/Madam, 

I would like to invite you to participate in this survey on the influence of occupational stressor 

among bank employees in Kuala Lumpur and Shah Alam. This research is the fulfillment of 

completing my MSc Management in University Utara of Malaysia. 

I would highly appreciate your participation in this research by completing the enclosed 

questionnaire. It should require only about 5 to IO minutes of your time, and your input is most 

critical to the success of this research. 

This questionnaire consists of three parts/sections. Section A consists of questions about your 

demographic profile; continue with section B about stress and its effects on Performance and the 

section C about the influences of occupational stressors. 

All information provided in this survey will no means reflect the identity of the participants. It 

will be kept strictly confidential and will be used merely for academic purposes. 

Thank you in advance for your participation 

You're sincerely 

Uma Deva Kumari A/P Krishnan 

Othman Yeop Abdullah Graduate School ofBusiness 
College of Business 
Universiti Utara Malaysia. 

Matric No: 818759 
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Section A: Demographic Profile 
Please place a tick"✓" or fill in the blank for each of the following: 

1. Gender: 
□ Male 

□ Female 

2. Marital Status: 

□ Single 
□ Married 

□ Divorced 

□ Widow 

3.Age: 
□ 20 - 30 years old 
□ 31 - 40 years old 
□ 41 years old and above 

4. Highest education completed: 
D SPM 

□ STPM 

□ Diploma 

□ Bachelor's Degree 

□ Master 's Degree 

□ PhD 

5. How long you have been working in banking industry? 
□ Below 1 year 
□ 1-5 years 
□ 6-10 years 
□ 11-15 years 
□ Above 16 years 

6. Position I Rank: 

□ Non-Executive 
□ Executive 
□ Manager 
□ Top Management 

7. Please state your current working zone in Kuala Lumpur and Shah Alam: 

□ Kuala Lumpur 
o Shah Alam 
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Section B: Stress and its Effects on Performance 
Please place a tick "✓" or fill in the blank for each of the following: 

8. Have you heard about occupational stress? 
D Yes 

D No 

9. Which medium of communication did you hear it from? 
□ Radio 
D TV 
D News Paper 
D Internet 
D Friends 

10. To you, what influence occupational stress? 
D Role Ambiguity 
□ Role Conflict 
□ Work Overload 
D Working Conditions 

11. Have you ever experienced any signs of occupational stress? 
D Yes 
D No 

12. Does occupational stress have any effects on your performance? 
□ Yes 
o No 
D Maybe 

13. Do you think occupational stress can be minimized? 
□ Yes 
D No 
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Section C: lnfluences of Occupational Stressors 

Please circle your answer to each statement using 5 Likert scale 

(1) = strongly disagree; (2) = disagree; (3) = neutral; (4) = agree and (5) = strongly agree 

Occupational Stress Level 

No. 

2 

3 

4 

5 

Questions 

I consider myself stressed at work. 

My level of stress is considerably high. 

My work is emotionally demanding. 

When my performance is poor, it is due to my lack of 
ability. 

Overall I am not proud ofmy job. 

Role Ambiguity 

No. Questions 

I I do not have a proper job description explaining my 
tasks. 

2 My job description can be interpreted in more than one 
way. 

3 I am being asked to do more than what is required in the 
job description. 

4 My work is unevenly spread without proper supervision. 

5 I feel unsure about how much authority I have. 

Role Conflict 

No. 

2 

3 

4 

5 

Questions 

My job requires me to carry out many tasks at once. 

I have to keep an eye on many things at once. 

My departmental and organizational objectives do not 
match. 
My personal and organizational goals do not match. 

I receive incompatible requests from two or more people. 
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Work Overload 
No. Questions ;>-.<II <II -; ;>-. 

- <II <II <II - <II OJ) ;.. ;.. ;.. <II OJ) <II 
C: OJ) OJ) - ;.. C ;.. 
0 ~ ~ = OJ) 0 OJ) 
;.. "' "' <II < :: < -·- i:S z rf.l ~ rf.l 

1 I have to take work home with me. 1 2 3 4 5 

2 I have to work overtime on a regular basis. 1 2 3 4 5 

3 I feel the performance standards set by the 1 2 3 4 5 
m ;:in;:im~mP.nt ::irP. 11nrp;:iJi<:tir. 

4 I am under constant pressure to meet the 1 2 3 4 5 
nerformance standards. 

5 I am currently working at the limits of my 1 2 3 4 5 
capabilities. 

Working Conditions 
No. Questions 

I My working conditions are not up to satisfactory 1 2 3 4 5 
"tcinrl,.,rr1c 

2 All required resources are unavailable to me. 1 2 3 4 5 

3 The working environment is not conducive. 1 2 3 4 5 

4 The comfort I am provided at work is low. 1 2 3 4 5 

5 My management concern employee' s safety. 1 2 3 4 5 

E I mpo yee s er ormance ' p £ 
No. Questions ;>-. <II <II -; ;>-. 

- <II <II <II - <II ell i. i. ;.. <II OJ) <II 
C: OJ) OJ) - i. C i. 
0 ~ ~ = OJ) 0 OJ) 
;.. "' "' <II < -0 < -·- i:S z rJ1 ~ r/1 

1 My perfonnance is affected by occupational 1 2 3 4 5 
<:trP.<:<: rP.<:11 ltino in h11rnn11t 

2 My performance is affected by occupational 1 2 3 4 5 
stress resulting in fatigue and constant tiredness. 

3 M y performance is affected by occupational 1 2 3 4 5 
stress resulting in a loss of enthusiasm. 

4 My performance is affected by occupational 1 2 3 4 5 
stress resulting in high absenteeism. 

5 My performance is affected by occupational 1 2 3 4 5 
stress resulting in illness from the workplace. 

- The End -
Thank you for your time, opinion and comments 
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STATISTICS FOR EMPLOYEE COUNTS FOR KUALA LUMPUR 

AND SHAH ALAM 

Jadual U: Bilangao peodlJlJuk bekerja meogilrut industri, W. P. Kuala Lump11r, 2010-2015 [s.mb,I 

Tat,'~ 12: N1.1m!)e, of e,rn_c.'ot'ed pers.orr5 t'f Lricfr..,stry. W. P. Kuata Lumpur. l Oltr-2015 {c:,m'd) 

Tahuo J;s;nlahl 

Year Total 
A 8 C 0 E F 

2010 788.0 1.2 O.S 59.l 4.0 1.4 78.9 

2011 Sll.5 0.2 1.3 67.7 2.9 4.5 821 

2012 810.4 1.2 1.5 73.6 l.7 B 76.9 

2013 877.8 08 2.4 56.8 4.9 5.0 86.1 

2014 85l.0 0.8 0.6 56.6 4.2 5.0 86.4 

2015 853A 0.6 17 51.7 1J ~9 74.4 

N,,t,/,'1tt,: 

Bilaogao/llum~r ('(OJ) 

Kategori industJi/l'at"'P'f of inrkJstry l 

G H I J K l M 

185.9 JU 62.6 415 52.5 14.3 S2i 

186.6 39.9 67.0 396 61.5 9.0 52,j 

201.5 35.1 fA.2 36.5 67.2 10.6 49.0 

207.5 393 93.7 33.3 590 11.5 534 

200.7 35.6 no 42.6 594 16.2 60.7 

207.0 40.6 S6.5 31.3 67.3 14.l 68.3 

' lndustridikdmnmen~lwt 'Piawli>nXl><nkasi lmtri Maloy,, IMlKI 200!". Ket.,.,ns,n bt~ri ir,:ru:tri odol>h :,pffli beriki.t 

~ P<rtvi"', perhutonon d,o p<rikanon 

Aj ~-c..,.t.:-~•r, , j::,-.·1'1"/ a,d f1,~•r:9 

B Por~M>On!"' d., pe'1,'bi,rian 

1,~;,1".'9.Jr::ic~1JIT}·'r:9 

C Peni>uamn 

.\!oi:1..~~i.iv, 

0 lld:alan d<ltri~ •" • -..p don pendingil ul,r, 
E:«tto!.!'f. ?4 S!~,'": a.,~ ~:r .:on~:~·or:i.,; S"~tV-1/ 

G P...d,gs,;,n boro'!I dOl1 Nnat, po ........ kendemn bennotO< dan motoob,/ 

lt'io.'.'5:;• ili:.o 7.,n t10di. " .PC.1 t;f :Ntc.-"'h·-:;~~!'..i ~rcrqc'•~ 

'StatisttHJ!l-1011 dikema>nri b<ldolorlw> .-.;,,,,, peno.iduk """"' t,h111 b,d....,,, 

rr.~:G1!·20JJ nr..'lt~ M r, :.pdt;~~a;.r.0.1~~:J'~O!l '-<!ir'i~.3 cft.~, !"UJ«!{,;- ,1"111. 
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M ~ pro'e,iOM!, ,.iolifik don t,mk,I 

Frcf'!ictll', :.::,1"=.jic ~,'1 t"-~i:lca.1or:;~:!l~ 

P P,ro<idib n 

Q Akti>iti keihatM kemonusim don kuj, ,.,;~ 
'1'?.,-.:a., i:,;,.nr: !i'ld ;x_\l! it.\ti: o,.~;'iti~ 

R Ke.efV¥11 ~btnn dan reb-e~i 

A"'S. ,~!.tta:~.r:,.,ca!ldmr,c~for, 

N 0 p Q 

38.8 55.5 30.4 21.1 

m jQ6 33& 26.7 

39.8 44.0 34.l 31.5 

48.4 59.6 36.4 33.6 

45.2 623 35.9 31.0 

49.3 44.4 353 318 

R s r 

9.1 15.7 295 

9.0 16.0 23.4 

7.6 17.6 iS.7 

7.8 16.4 10.9 

7.4 143 13.2 

10.0 15.8 15.6 



Jadual U: Bilan,an penduduk bek,r~ mengikut industri, Sl!la"6or, 2010-2015 (s.mb,J 

rabii! 12: ::~·(T'/b~r of ~m~!ove-d per;c!':s b!' i1~d1,;str,•, SiGngor, 201c-10!5 {cot1r'C) 

rahun Jumlah i 

Yeor Toto! 
A 8 C D E F 

2010 2,551,1 50.1 16.7 496.4 lV 12 l 246 3 

2011' 2,645,2 451 15.1 539j liS !H 263 1 

2012' 2,776.1 i0.1 16.6 555 0 18.6 173 mo 

!Oil' 2,933.3 }jj 13.9 5730 19.l 151 299.l 

1ou' 3,033,6 Jl.J 26.6 601.9 liJ lH 279.5 

lOt; 3,135.0 485 31.4 5685 U.6 10.0 JJS l 

hotl/,,c:-;: 

Bil.nganil,'umber 1'000) 

ICategori industri/Categoty of indurtr1 ' 

G H I l k l M ff 

38!.3 1621 1633 941 ll4.6 lU 114.5 ?71 

l93.6 1378 174.l l!U 124.5 25.1 1348 S7 0 

m.1 203.8 166.S 111.l m.9 ll.l ]27.7 1321 

46a.4 l9i4 174.9 116.l m.J ll.4 120.0 141.i 

m.9 lS2l 217.6 lli.S 130.6 19.1 lll.! 198 ! 

52J.8 174.1 213.7 130.2 ll9j m 140.6 169.i 

1 lr.dt:nriditdchn ntr.jwt 'Fihnian.<r1i'fi1ui'ncu1tri M! ~lsi& 11>.SK) ~oor . Ket~r~n,a(li~et~50ri ir,d1_.1tri.e>1a!al!~ftrti t1erit1,,t 

il. .'trt1r· en, pt:rh•Jbnnn d111iperikar~"I 

81tl1<m,o'!'n ,., p<ngtu,r,,n 

v· .. •·1 ~1: ,:i :::,r,r"t 

C le10,1t1n 

o !ehl!n e'd.trt, ?I, wnpdanperdir-{,~m 

E:~t··c·r1. g:1. 5:,a,.,., :i~.J ::,:,,r;~::·,~ -""? ::.;:w 

F 'mbinnn 

I ?eJ1~n1~-an 0-L-"I ,kfa,ffi pe1kt~dmt~nmkar.?11 d!.1 m~1u11nn 

)m,-ir.-xc~, .. -:~, jo-;d :rr,,,1 ::rrii.-~ ·,! 
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L Al1iviti t,.,IP .... "\91'! 

'i"': H~:ti' :tt',:!l·~s 

M .!.ktMti proftsic-naJ, saintitik dan tei.~ik&I 

;i'r-/m c . ....,;1 5c:'•r.~fr~r:ar•..:~i:ic:1{,,r.-\1NJ 

~ u,,,. p<nt1tl>ir011 don t~Jdmot ,clo'I'•' 
.-!.:,r, ··-:r-:r\ , ::.~ s~;,),n w r',:1 ac::i~··r,.-; 

Q AI.LY,"ti tesihatln ltmincsiiun d5n kttj! sosi!I 

"':ir.:-:i,: :9;.-:"t:'IL'~C'tUi.'',1t-rn .. 1~:r1tii'S 

S ,Uti\'it pe1kMrn1b11 lai!I 

Ctt•r~ :w,1c; ::."r1::!_1s 

0 p Q R s T 

176.9 168.! ro.1 lS.9 39.5 82.4 

126.2 15lj 86.l 2;,2 l9.2 65.9 

117.l !6i9 92.J 21.0 37.6 58.4 

ll69 166.5 l!i.1 l!.9 l9.1 SO.O 

120.7 178.0 !B.J lS.2 4ll .S.l 

BH m .9 136.1 18.S sn J9.l 
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