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ABSTRACT 

Service employee commitment is an interesting topic because serv1cmg has been an 
intangible product which has its own unique characteristics. Therefore, commitment is 
very important as an indication for the organisational success. However, factors 
concerning service employee commitment have been scarcely investigated especially 
within the area of government sector. Thus, this study aims to examine the interaction 
effects of internal marketing practices (internal communication and internal market 
research), training and co-worker support on service employee commitment and thus 
provide additional insights into the literature in the area of public sector. It also examines 
the mediating effect of emotional satisfaction on the relationship between internal 
marketing practices (internal communication and internal market research), training, and 
co-worker support with service employee commitment. The study employs Social 
Exchange Theory as the guidance theory and a supporting theory namely Human Capital 
Theory. Cross sectional survey was employed and questionnaires were administered to 
collect data from the government servants in Malaysia. Out of 500 questionnaires were 
distributed through a self-administered approach, 454 usable responses were used for the 
analysis. Partial Least Square - Structural Equation Modelling was advocated and the 
result provides an empirical evidence of the significant effect of internal communication, 
training and co-worker support on the service employee commitment. More important, 
this study reveals that emotional satisfaction is a significant mediator on the relationship 
of internal communication, internal market research, co-worker support and service 
employee commitment and hence supporting the theoretical premises. The study 
concludes with the theoretical contributions, managerial implications on service 
employee commitment, limitations of the study and suggestions for future research. 

Keywords: Internal marketing practices, training, co-worker support, emotional 
satisfaction, service employee commitment 
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ABSTRAK 

Komitmen pekcrja perkhidmatan adalah satu topik yang menarik kerana perkhidmatan 
merupakan produk tidak jelas yang mempunyai ciri-ciri11ya tersendiri yang unik. Oleh itu, 
komitmen adalah sangat penting sebagai penanda kejayaan organisasi. Waiau 
bagaimanapun, faktor-faktor yang berkaitan dengan komitmen pekerja perkhidmatan 
jarang diselidik khususnya dalam sektor kerajaan. Oleh itu, kajian ini bertujuan untuk 

meneliti kesan amalan pemasaran dalaman (komunikasi dalaman dan penyelidikan 
pasaran dalaman), latihan dan sokongan rakan sekerja terhadap komitmen peke~ja 
perkhidmatan dan sekali gus memberi penerangan tambahan kepada kajian dalam sektor 

kerajaan. Kajian turut meneliti kesan pengantaraan kepuasan emosi dalam hubungan 
antara amalan pemasaran dalaman (komunikasi dalaman dan penyelidikan pasaran 
dalaman), latihan dan sokongan rakan sekerja dengan komitmen pekerja perkhidmatan. 
Kajian ini menggunakan teori Social Exchange sebagai teori panduan serta sokongan 
teori Human Capital. K~jian keratan rentas juga digunakan dan soal selidik telah 
diedarkan untuk mengumpul data daripada kakitangan kerajaan di Malaysia. Daripada 
500 borang soal selidik telah diedarkan melalui pendekatan tadbir kendiri, 454 borang 

telah digunakan untuk analisis. Partial least Square - Structural Equation Modelling 
telah digunakan dan hasil kajian menunjukan bukti yang jelas kesan komunikasi dalaman, 

latihan dan sokongan rakan sekerja terhadap komitmen pekerja perkhidmatan. Lebih 
penting lagi, kajian ini mendedahkan bahawa kepuasan emosi merupakan pengantara 
yang penting dalam hubungan di antara komunikasi dalaman, penyelidikan pasaran 
dalaman, sokongan rakan sekerja dan komitmen pekerja perkhidmatan dan oleh itu 
menyokong premis teori. Kajian dirumuskan dengan sumbangan teori, implikasi 
pengurusan komitmen pekerja perkhidmatan, batasan kajian dan cadangan untuk 

penyelidikan pada masa hadapan. 

Kata Kunci: Amalan pemasaran dalaman, latihan, sokongan rakan sekerja, kepuasan 
emosi, komitmen peker:ja perkhidmatan 
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1.0 Background of study 

CHAPTER ON

INTRODUCTION 

The notion of employee commitment improvisation being associated with service 

delivery has been emphasised by many governments (Smith et al., 2015). 

Nonetheless, shifts in environmental policies and the escalating demands for 

enhanced services have generated issues as the public has begun expecting improved 

services rendered by the government servants (Agus, 2007). In fact, besides 

Malaysia, other nations like Japan, Korea, and the United Kingdom have also 

highlighted the idea of improving employee commitment to offer excellent service 

delivery, especially in enhancing their management amidst financial constrictions by 

implementing the following; cutting cost, providing e-service delivery, and 

implementing the Kanbab system Gust-in-time procedure), just to name a few. 

The progress in the Malaysian government sector has been highly emphasised by our 

leaders; Tuanku Abdul Rahman (1955-1970), Tun Abdul Razak (1970-1976), Tun 

Hussein Onn (1976-1981 ), Tun Dr Mahathir Mohamad (I 981- 2003), and Tun 

Abdullah Ahmad Badawi (2003- 2009), and the former prime minister, Dato' Sri 

Mohd Najib Tun Abd Razak (20I0-2018). Furthermore, through the establishment 

of Gagasan I Malaysia, as well as the famous slogan "Rakyat Didahulukan 

Pencapaian Diutamakan," by the former prime minister Dato' Sri Mohd Najib Tun 

Abd Razak (2016) , spearheads the employment of customer-focused approach 

within the government sector, especially upon implementing the Government 

Transfonnation Plan (GTP) (NTP, 2015). 

2 



The contents of 

the thesis is for 

internal user 

only 



REFERENCES 
Abbas, M., Raja, U., Darr, W., & Bouckenooghe, D. (2014). Combined effects of 

perceived politics and psychological capital on job satisfaction, turnover 
intentions, and performance. Journal of Management, 40(7), 181 3-1830. 

Abdullah, F. (2006).Measuring service quality in higher education: HEdPERF versus 
SERVPERF.Marketing Intelligence & Planning, 24(1 ), 31-47. 

Abdullah, F. (2005). The development of HEdPERF: A new measuring instrument of 
service quality for higher education. International Journal of Consumer Studies. 

Abdullah, M. M., Zahari, H., Rahman, R., & Khalid, K. (2011).The study of service 
employee satisfaction and its effects towards loyalty in hotel industry in Klang 
Valley, Malaysia.International Journal of Business and Social Science, 12(2), 
56-63. 

Abdullah, N. R. W., Mansor, N. B., & Hamzah, A. (2013). Keeping ahead of the 
game: Jnnovations and challenges in e-government in Malaysia. The Economic 
and Labour Relations Review, 24(4), 549-567. 

Abdul Khalid, Siti Nabiha (2008) New public management in Malaysia: In search <?f 
an e.fficient and effective service delivery.International Journal of Management 
Studies (IJMS), 15. pp. 69-90. ISSN O 127-8983 

Abu Bakar, N. B., Saleh, Z., &Mohamad, M. H. S. (2011).Enhancing Malaysian 
public sector transparency and accountability: Lessons and issues.European 
.Journal<?{ Economics, Finance and Administrative Sciences. 

Abzari, M. (2011).The effect of internal marketing on organizational commitment 
from market orientation viewpoint in hotel industry in Iran.International Journal 
of Marketing Studies, 3(1), 147-155. 

Abdullah, R., Musa, M., Zahari, H., Rahman, R., & Khalid, K. (2011 ). The study of 
employee satisfaction and its effects towards loyalty in hotel industry in Klang 
Valley, Malaysia. International Journal of Business and Social Science, 2(3), 
147-155. 

Acton, T., & Golden, W. (2003). Training the knowledge worker: a descriptive study 
of training practices in Irish software companies. Journal of European Industrial 
Training, 27(2/3/4), 137-146. 

Adey, N. H., dan Bahari, F. H. (2010). Hubungan Antara Kecerdasan Emosi, 
Kepuasan Kerja dan komitmen terhadap orgnisasi. Jurnal Kemanusiaan, 16, 62-
82. 

214 



Ahrholdt, D. C., Gudergan, S. P., & Ringle, C. M.(2017). Enhancing service loyalty: 
The roles of delight, satisfaction, and service quality . .Journal of Travel 
Research, 56(4), 436-450. 

Ahmed, I., &Parasuraman, A. (1994). Environmental and positional antecedents of 
management service employee organisational commitment: A conceptual 
framevvork. In T. A. Swartz, A. D. Bowen, & S. W. Brown (Eds.) Advances in 
services marketing and management (pp. 69-93). 

Ahmed, P. K., Rafiq, M. and Saad, N. M. (2003), "Internal marketing and the 
mediating role of organisational competencies", European Journal of Marketing, 
Vol. 37 No. 9, pp. 1221- 1242. 

Ahmed, S., & Zlate, A. (2014). Capital flows to emerging market economies: A 
brave new world?. Journal of international Money and Finance, 48, 221-248. 

Agus, A., Barker, S., & Kandampully, J. (2007). An exploratory study of service 
quality in the Malaysian public service sector. international Journal of Quality & 
Reliability Management, 24(2), 177-190. 

Aish Agus, A., Barker, S., & Kandampully, J. (2007). An exploratory study of 
service quality in the Malaysian public service sector. International Journal of 
Quality & Reliability Management, 24(2), 177-190.a 

Aisha Javeria, Muhammad Rizwan, Ali Junaid Khan, AmjadHameed, 
QaziNaeem& Muhammad Subctageen. (2013). Examining the antecedents of 
affective job satisfaction and further its impact on organizational 
commitment.Journal of Public Administration and Governance, ISSN 2161-
7104, 3(3). 

Ajibade, S., & Ayinla, N. (2014). Investigating the Effect of Training on Employees' 
Commitment: An Empirical Study of a Discount House in Nigeria. Megatrend 
Review, 11(3), 7-18. 

Akdag, H. C., &Zineldin, M. (2011).Strategic positioning and quality determinants 
in banking service.The TQM Journal, 23(4), 446-457. 

Akter, S., D"Ambra, .l., & Ray, P. (201 I). An evaluation of PLS based complex 
models: The roles of power analysis, predictive relevance and GoF index. In 
Proceedings of the 17th Americas Conference on i11formation Systems 
(AMCiS2011) (pp. 1- 7). 

A ladwan, K., Bhanugopan, R. and D'Netto, Brian (2015). The effects of human 
resource management practices on employees' organisational commitment. 
Jnternational Journal of Organizational Analysis, 23(3), 472-492. 

215 



/\Ider, G. S. (200 I) . Employee reactions to electronic performance monitoring: A 
consequence of organizational culture. The Journal <?f High Technology 
Management Research, 12(2), 323-342. 

Alder, G. S., McAllister, D., & Chase, J. (2012). We Get By With a Little Help from 
Our Friends: Exploring the Effects of Perceived Coworker Support on Employee 
Burnout and Job Attitudes. Advances in Business Research, 3( I), 1-11. 

Alge, B. J., Wiethoff, C., & Klein, H. J. (2003). When does the medium matter? 
Knowledge-building experiences and opportun1t1es in decision-making 
teams. Organizational Behavior& Human Decision Processes, 91, 26-37. 

Ali Kara, Spillan, J. E. & DeShields Jr. 0. W. (2005). The effect of a market 
orientation on business performance: A study of small-sized service retailers 
using MARK.OR scale. Journal of Small Business Management, 43(2), I 05-118. 

Aliah, H. M. S., &Tarmizi, A. A. R. (1998).Jurang harapan-tanggapan pengguna: 
Suatu pengukuran kualiti perkhidmatan pembayaran cukai pendapatan di 
Malaysia . .JurnalI'engurusan, 17, 69-92. 

Allison, P. D. (2003). Missing data techniques for structural equation modeling. 
Journal <?f Abnormal Psychology, 112(4), 545- 557. http://doi.org/10. I037/002 1-
843X.l 12.4.545. 

Albdour, A. A., & Altarawneh, I. I. (2014). Employee engagement and 
organizational commitment: Evidence from Jordan. international Journal of 
Business, 19(2), 192. 

Allen, N.J. & Meyer, J.P. (1990).The measurement and antecedents of affective, 
continuance and normative commitment to the organization.Journal of 
Occupational Aychology, 63. 

Allen, N. J., & Meyer, J. P. (1996). Affective, continuance and normative 
commitment to the organization: An examination of construct validity . .Journal 
of Vocational Behaviour, 49, 252-276. 

Altinoz, M., Cakiroglu, D., & Cop, S. (20 12). The effect of affective job satisfaction 
of the talented service employees on organizational commitment: A field 
research. international Strategic Management Conference, 58(12), 322-330. 

Alshehri, M. and Drew, S.J. (20 11 ) 'Challenges of e-government services adoption 
in Saudi Arabia from an e-ready citizen perspective' , World Academy of 
Science, Engineering and Technology, Vol. 66. 

M. S. Mostafa, J. S. Gould-Williams, P. Bottomley, High-performance human 
resource practices and employee outcomes: The mediating role of 
public service motivation, Public Administration Review (2015). 

216 



Anderson, L., Ostrom, A. L., Corus, C., Fisk, R. P., Gallan, A. S., Giraldo, M., ... & 
Shirahada, K. (2013). Transfonnative service research: An agenda for the 
future. Journal of Business Research, 66(8), 1203-1210. 

Anari, N. N. (2012). Teachers: job intelligence, affective job satisfaction, and 
organizational commitment. Journal of Workplace Learning, 24( 4), 256-269. 

Anupama J.A.(20 I 5). Influence of Internal Marketing Practices on Organizational 
Commitment of Employees in Selected Engineering Colleges around Chennai 
International Journal of Applied Management & Business UtilityVol. 3 (I). 

Anvari, R., & Amin, S. M. (2011). Strategic training practices and turnover 
intention: The mediating role of organizational commitment. International 
journal of business and management studies, 3(2), 293-305. 

Arnett, D. 8., German, S. D., & Hunt, S. D. (2003). The identity salience model of 
re lationship marketing success: The case of nonprofit marketing. Journal of 
marketing, 67(2), 89-105. 

Armstrong, E. (2005). Integrity, transparency and accountability in public 
administration: Recent trends, regional and international developments and 
emerging issues. Economic and Social Ajjairs. 

Arawati, A., Baker, S. &Kandampully, J. (2007).An exploratory study of service 
quality in the Malaysian public service sector.International Journal of Quality 
and Reliability Management, 24 (2), 177-190. 

ArisKasan, Fatimah Hanum, MohamadHajari, JuwairiyahJaafar&NordinYusoof 
(2012). Stresdalamperkhidmatanawam :Jmpakn yak epadaprestasidankese jahteraan 
pegawaiawam. JurnalPsikologidanKaunselingPerkhidmatanAwam Malaysia, 7, 
ISSN: 2229-SJ0X. 

Ashar, M., Ghafoor, M., Munir, E., & Hafeez, S. (2013). The impact of perceptions 
of training on employee commitment and turnover intention: Evidence from 
Pakistan. International journal of human resource studies, 3( 1 ), 74. 

Ashill, N. J., Rod, M., &Carruthers, J. (2008).The effect of management service 
service employee commitmenton frontline service employees' job attitudes, 
turnover intentions and service recovery perfonnance in a new public 
management context.Journal of Strategic Marketing, 16(5), 437-462. 

Ashill, N . J., Ragheb, M. A., Abd-El-Salam, E. M., & El-Samadicy, A. (2015). 
Antecedents and consequences of management commitment to service quality. 
The Business & Management Review, 4(4), 24. 

Ashforth, 8. E., & Humphrey, R. H. (1993). Emotional labor in service roles: The 
influence of identity. Academy of management review, 18(1), 88-115. 

217 



AsriMarsidi ,&Hamrila Abdul Latip. (2007). Faktor-faktor yang 
mempengaruhikomitmenpekerja di organisasiawam.Jurna!Kemanusiaan, 10, 56-
64. 

Athiyaman, A. ( 1997). Linking student satisfaction and service quality perceptions: 
the case of university education. European journal o_fmarketing, 31(7), 528-540. 

A vkiran, N. K. ( 1999). An application reference for data envelopment analysis in 
branch banking: Helping the novice researcher. International Journal of Bank 
Marketing, 17(5), 206-220. 

Awad, T. A. &Alhashemi, S. E. (2012).Assessing the effect of interpersonal 
communications on employees' commitment and satisfaction. International 
Journal c?f Islamic and Middle Eastern Finance and Management, 5(2), 134 -
156. 

Av,wad, M. S., &Agti, D. A. M. (201 ]).The impact of internal marketing on 
commercial banks' market orientation.International Journal of Bank Marketing, 
29( 4 ), 308-332. 

Azim Idris A (201 3) Open source system proves effective in public sector. New 
Straits Times, 16 July, 13. Available at: 
http://www.nst.corn.my/nation/general/open-source-system-proveseffective-in­
public-sector-l.320195 

Babakus, E., Yavas, U., Karatepe, 0., &Avci, T. (2003).The effect of management 
service service employee commitmenton service employees' affective and 
performance outcomes.Journal of the Academy of Marketing Science, 20( I 0), 1-
15. 

Babbie, E. (2007). The practice of social research (lnternatio ). Thomson Learning. 

Back, K. J., Lee, C. K., & Abbott, J. (2011). Internal relationship marketing: Korean 
casino employees' job satisfaction and organizational commitment. Cornell 
Hospitality Quarterly, 52(2), 111-124. 

Babin, B . .J., &Griffiin, M. (1998). The nature of satisfaction: An updated 
examination and analysis. Journal of Business Research, 41, 127-136. 

Babin, B. J., & Boles, J. S. (1996). The effects of perceived co-worker involvement 
and supervisor support on service provider role stress, performance and job 
satisfaction. Journal of retailing, 72(1 ), 57-75. 

Badri MA, Kamali MA & Dodeen H (2013) Identifying potential biasing variables in 
student evaluation of teaching in a newly accredited business program in the 
UAE. International Journal of Educational Management 20(1 ): 43-59. 

218 



Bagozzi, R. P., Gopinath, M., & Nyer, P. U. (1999). The role of emotions m 
marketing. Journal of the academy o_lrnarketing science, 27(2), 184. 

Bai, B., Brewer, K., Sammons, G., &Swerdlow, S. (2006). Affective job satisfaction, 
organizational commitment, and internal service quality.Journal of Human 
Resources in Ho5pitality & Tourism, 5(2), 37-54. 

Barzoki, A. S., & Ghujali, T. (201 3). Study the relationship of internal marketing 
with job satisfaction, organizational commitment and organizational citizenship 
behavior. International Journal of Academic Research in Business and Social 
Sciences, 3(3), 33. 

Bailey (20 l 6). The roles of employee job satisfaction and organizational 
commitment in the internal marketing-employee bank identification 
relationship. International Journal of Bank Marketing, 34(6), 821-840. 

Balfour, D. L., & Wechsler, B. (1991 ). Commitment, performance, and productivity 
in public organizations.Public Productivity and Management Review, 14, 355-
367. 

Bulut, C. & Cu Iha, 0. (20 I 0). The effects of organizational trammg on 
organizational commitment. International Journal of Training and Development, 
14, 4, pp. 309-332. 

Dav id Ballantyne, (2003) "A re lationship-mediated theory of internal marketing", 
European Journal of Marketing, Vol. 37 Issue: 9, pp.1242-1260 

Sadri, M., Attia, S., and Ustadi, A. (2009). Healthcare quality and moderators of 
patient satisfaction: testing for causality. International Journal of Health Care 
Quality Assurance, Vol. 22 No. 4, pp. 382-410 

Bajpai, S., &Bajpai, R. (2014). Goodness of Measurement: Reliability and Validity. 
International Journal of Medical Science and Public Health, 3( I). 

Barbiero, 0 . and B. Cournede (20 I 3), "New Econometric Estimates of Long-term 
Growth Effects of Different Areas of Public Spending", OECD Economics 
Department Working Papers, No. 1100, 

Barnes, B.R., Fox, M.T., & Morris, D.S. (2004).Exploring the linkage between 
internal marketing, relationship marketing and service quality: A case study of a 
consulting organisation. Total Quality Management, I 5(5/6), 593-60 I. 

Baron, R. M., & Kenny, A. D. (1986). T he moderator-mediator variable distinction 
in socia l psychological research:Conceptual, strategic, and statistical 
consideration. Journal of Personality and Social Psychology, 5 I(6), 1173-1182. 
http://doi.org/l 0.1016/j.addbeh.2015 .07 .009 

219 



Bartlett, K. R. (2001 ). The relationship between training and organizational 
commitment: A study in the health care field. Human Resource Development 
Quarterly, 12, 335-352. 

Beatson, A., Lings, I. N., &Gudergan, S. (2008). Employee behaviour and 
relationship quality: Impact on customers. The Service Industries .Journal, 28(2), 
211-223. 

Becker, J.M., Klein, K., & Wetzels, M. (2012). Hierarchical latent variable models 
in PLS-SEM: guidelines for using reflective-formative type models. Long Range 
Planning, 45(5), 359-394. 

Becker, G. S. (1994). Human capital revisited. In Human Capital: A Theoretical and 
Empirical Analysis with Special Reference to Education (3rd Edition) (pp. 15-
28). The university of Chicago press. 

Bell, S. J. and Luddington, J. A. (2006), "Coping with customer complaints", Journal 
of Service Research, Vol. 8 No. 3, pp. I 92-204. 

Bennett, R., &Barkensjo, A. (2005). Internal marketing, negative experiences, and 
volunteers' commitment to providing high-quality services helping and caring 
charitable organisation. International Journal of Voluntary and Nonprofit 
Organisations, I 6(2), 251-274. 

Bentein, K., Vandenberghe, C., Vandenberg, R., & Stinglhamber, F. (2005). The role 
of change in the relationship between commitment and turnover: a latent growth 
modeling approach . .Journal of Applied Psychology, 90(3), 468. 

Bennis, W ., & Nanus, B. (l 985). The strategies for taking charge. Leaders, New 
York: Harper. Row. 

Bettencourt, L. A., Brown, S. W., & MacKenzie, S. B. (2005). Customer-oriented 
boundary-spanning behaviors: Test of a social exchange model of 
antecedents . .Journal of retailing, 81(2), 141-157. 

BeritaHarian (20 l 0). 45,000 service employee have been reported to have falsified 
their medical leaves. Retrieved from http://bharian.com.my 

BeritaHarian (2010). 6133 service employee have been reported to have low 
productivity, The Star (2014). Reported service employee at Welfare Office are 
not friendly. Retrieved from http://thestar.com.my 

Berry, L. L. ( 1981 ). The service employee as customer Journal of Retail Banking, 3, 
25-28. 

Berry, L. L. (4). a. Parasuraman (199 1). Marketing services: Competing through 
quality. 

220 



Berta, D. (2005). Put on a happy face: High morale can lift productivity. Nation 's 
Restaurant News, 39(20), 8-10. 

Bishop, J. W., Scott, K. D., & Burroughs, S. M. (2000).Support, commitment, and 
service employee outcomes in a team environment. Journal of Management, 26, 
1113-1132. 

Bitner, M. J., Booms, B. H., &Tetreault, M. S. (1990). The service encounter: 
Diagnosing favourable and unfavourable incidents . .Journal of Marketing, 54, 71-
84. 

Bitner, M. (1990). Evaluating service encounters: The effects of physical 
surroundings and service employee responses. Journal of Marketing, 54, 69-82. 

Blau, P. (1964). Power and exchange in social life. NY: John Wiley & Sons. 

Blancero, D. M., & Johnson, S. A. (2001 ). A process model of discretionary service 
behavior: Integrating psychological contracts, organizational justice, and 
customer feedback to manage service agents. Journal of Quality 
Management, 6(2), 307-329. 

Blegen, M. (1993). Nurses' affective job satisfaction: A meta-analysis of related 
variables. Nursing Research, 42( 1 ), 36-41. 

Bloemer, J.,&de Ruyter, K. (1998). On the relationship between store image, store 
satisfaction and store loyalty. European Journal of Marketing, 32(5/6), 499-513. 

Bollen, K. a, & Stine, R. ( 1990). Direct and indirect effects: Classical and bootstrap 
estimates of variability. Sociological Methodology, 20, 115- 140. 
http://do i.org/ l 0 .2307/271084. 

Bono, J. E., & Judge, T. A. (2003). Core self-evaluations: A review of the trait and 
its role in affective job satisfaction and job performance. European Journal <?/ 
Personality, 17, 5- I 8. 

Boren, A. (20 I 0). Emotional Intelligence: The secret of successful 
entrepreneurship?.Leadership in Agriculture, 2, 55-61. 

Boshoff, C., &Meis, G. (1995).A causal model to evaluate the re lationships among 
supervision, role stress, organizational commitment and internal service 
quality.European Journal<?( Marketing, 29(2), 23-42. 

Boshoff, C., &Tait, M. (1996). Quality perceptions in the financial services sector: 
The potential impact of internal marketing. International Journal <?I' Service 
Industry Management, 7(5), 5-31. 

221 



Boshoff, C., & Allen, J. (2000).The influence of selected antecedents on frontline 
staffs perceptions of service recovery performance.International Journal of 
Service industry Management. 11(1 ), 63-90. 

Boswell, J. W., Boudreau, W.R., & Judge, T. A. (200 1). Effe.cts of personality on 
executive career success in the United States and Europe . .Journal of vocational 
behavior, 58(1 ), 53-81. 

Boukis, A., & Gounaris, S. (2014). Linking IMO with employees' fit with their 
environment and reciprocal behaviours towards the firm. Journal of Services 
Marketing, 28( I), I 0-21. 

Bowen, D. E., & Lawler, E. E. ( 1992). The empowerment of service workers: What, 
why, how, and when.Sloan Management Review, 33, 31 -39. 

Bowen, D. E., & Schneider, B. ( 1988). Services marketing and management: 
Implications for organizational behavior. Research in Organizationa!Behavior, 
JO, 43- 80. 

Brah, S. A., Tee, S. S., & Madhu Rao, B. (2002). Relationship between TQM and 
performance of Singapore companies. International Journal of Quality & 
Reliability Management, 19(4), 356-379. 

Bryman, A., & Bell, E. (2011 ).Business Research Methods 3e: Oxford university 
press. 

Bruhn, M., Georgi, 0., & Hadwich, K. (2008). Customer equity management as 
formative second-order construct. Journal of Business Research, 61(12), 1292-
1301. 

Brunetto, Y ., Farr-Wharton, R. and Shacklock, K.H. (201 l ). 'Using the Harvard 
HRM model toconceptualise the impact of changes to supervision upon HRM 
outcomes for different types ofpublic sector employees'. International Journal of 
Human Resource Management, 22: 3, 553-573 

Briscoe, D. R. ( 1980). Organizational design: dealing with the human 
constraint. California Management Review, 23(1), 71-80. 

Brown, P. (1995). Cultural capital and social exclusion: some observations on recent 
trends in education, employment and the labour market. Work, Employment and 
Society, 9(1 ), 29-51. 

Butcher, K., Sparks, B., & O'Callaghan, F. (2002).EHect of social influence on 
repurchase intentions.Journal Service Marketing, 16(6), 503-514. 

222 



Burman C., Zeplin S. (2005). Building brand commitment: A behavioural approach 
to internal brand management. Journal of Brand Management, vol. 12, n. 4, pp. 
279-300. 

Burmann C., Zeplin S., Riley N. (2009). Key determinants of internal brand 
management success: An exploratory empirical analysis. Journal of Brand 
Management, vol. 16, n. 4, pp. 264-284 

Byrne, B. M. (2010). Slructural equation modeling with AMOS: Basic concepts, 
applicalion, and programing (2nd edition). New York: Routledge Academy. 

Bytyqi, F., V. Reshani, V. Hasani, 2010. Work stress, job satisfaction and 
organizational commitment among public employees before privatization. 
European Journal of Social Science., 18: 156-162 

Caldwell Jr, J. A. ( 1992). A brief survey of chemical defense, crew rest, and heat 
stress/physical training issues related to Operation Desert Stonn. Military 
medicine, 157(6), 275-281. 

Carlos, V. S., & Rodrigues, R. G. (2012). Internal marketing practices in higher 
education institutions - its inter-relations with other organisational variables. 
Public Policy and Administration, 11(4), 690-702. 

Caykoylu, S., Egri, C.P., Havlovic, S. and Bradley. C. (2011 ). Key organizational 
commitment antecedents for nurses, paramedical professionals and non-clinical 
staff. Journal of HealthOrganization and Management, 25(1 ), 7-33. 

Cenfetelli, R. T., & Bassellier, G. (2009). Interpretation of formative measurement in 
information systems research. MIS Quarterly, 33(4), 689- 707. 
http://doi.org/10.1057/ejis.2011.7 

Chang, C. S., & Chang, H. C. (2009). Perceptions of internal marketing and 
organizational commitment by nurses. Journal o_f advanced nursing, 65( 1 ), 92-
100. 

Chang, C.S., & Chang, H.C. (2008).Perceptions of internal marketing.Journal of 
Advanced nursing, 8(87), 92-100. 

Chen, Z. X., Aryee, S., & Lee, C. (2005). Test of a mediation model of perceived 
organizational support. Journal o_f Vocational Behavior, 66(3), 457-470. 

Chenevert, D., Vandenberghe, C., & Tremblay, M. (2015). Multiple sources of 
support, affective commitment, and citizenship behaviors: the moderating role of 
passive leadership. Personnel Review, 44(1 ), 69-90. 

Chernick, M. R. (2008). Bootstrap methods: A guide .f<>r practllwners and 
researchers. Wiley series in probability and statistics (2nd edition). 
Newtown,PA: United BioSources Corporation. http://doi.org/978047 I 7562 I 7. 

223 



Cherniss, C. &Goleman, D. (Eds.). The emotionally intelligent workplace. San 
Francisco: Jossey-Bass. 

Chiaburu, 0., & Harrison, D. (2008). Do co-workers make the place? Conceptual 
synthesis and meta-analysis of lateral social influences in organizations. Journal 
ofApplied Psychology, 93(5), I 082- 1103. 

Chiang, C. F., & Wu, K. P. (2014). The influences of internal service quality and job 
standardization on affective job satisfaction with supports as mediators: Flight 
attendants at branch workplace. The International Journal of Human Resource 
Management, 25( I 9), 2644-2666. 

Chin, W. W. (1998). The partial least squares approach to structural equation 
modeling. Modern Methods for Business Research, 295(2), 295- 336. 
http://doi.org/ l 0.10 l 6/i.aap.2008.12.0 I 0. 

Chin, W. W. (2010). How to write up and report pis analyses. In Handbook of 
Partial Least Squares (p. 671 ). Springer-Verlag Berlin Heidelberg. 
http://doi.org/ l 0.1007/978-3-540-32827-8 

Chen, Z. X., Tsui, A. S., & Farh, J. L. (2002). Loyalty to supervisor vs. 
organizational commitment: Relationships to employee performance in 
China. Journal of occupational and organizational psychology, 75(3), 339-356. 

Chuan Sun, P., Ju Hsu, W., & Cheng Wang, K. (2012).Enhancing the service service 
employee commitment through developmental and rewarding systems: CSQ 
consistency as a moderator.The International Journal of Human Resource 
Management, 23(7), 1462-1480. 

Chuang, N. K., Yin, D., & Jenkins, M. D. (2009). Intrinsic and extrinsic factors 
impacting casino hotel chefs' job satisfaction. International Journal of 
Contemporary Hospitality Management, 21 (3), 323-340 

Churchill Jr, G. A., & Peter, J.P. (1984). Research design effects on the reliability of 
rating scales: A meta-analysis. Journal of marketing research, 360-375. 

Clark, R. A., Hartline, M. D., & Jones, K. C. (2008). The effects of leadership style 
on hotel service employees' service employee organisational commitment. 
Cornell Hospitality Quarterly, 50(2), 209-231. 

Clegg, S., & Dunkerley, D. (1980). Organization, class and control. Taylor & 
Francis. 

Cobb, .I. C., Samuels, C . .I., & Sexton, M. W. (2001). Alignment and strategic 
change: a challenge for marketing and human resources. Leadership & 
Organization Development Journal, 19(1 ), 32-43. 

224 



Cooper, Donald, R., Pamela, S., & Schindler.(2006). Marketing Research.N ew 
York: McGraw-Hill. 

Cronin, J. J., Jr., Brady, M. K., &Hult, G. T. M. (2000).Assessing the effects of 
quality, value, and customer satisfaction on consumer behavioral intentions in 
service environments.Journal of Retailing, 76(2), 193-218. 

Cropanzano, R., & Mitchell, M. S.(2005).Social exchange theory. An 
Interdisciplinary Review,31, 874. 

Cohen , J. (1988). Statistical power analysis for the behavioral sciences (2nd ed). 
Hillsdale, Lawrence Erlbaum Associates, NJ. 

Coyle-Shapiro, J., A. M., & ashill, N . (2004) .The employment relationship through 
the lens of social exchange theory. In J. Coyle-Shapiro, L. M. Shore, M. S. 
Taylor, & L. E. Tetrick (Eds.), The employment relationship: Examining 
psychological and contextual perspectives (pp.5-28). Oxford, UK: Oxford 
University Press. 

Cresswell, J. (2012). Educational research: Planning,conducting and evaluating 
quantitative and qualitative Research (Fourth). Book, Pearson. 

Creswell, J. W. (2003). Research design qualitative quantitative and mixed methods 
approaches. (C.Deborah Laughton, Ed.)Sage Publication (2nd edition). 
California,London,New Delhi. http://doi.org/ 10.3 109/0894 1939.20 12. 723954. 

Cronbach Lee, J., & Meehl, P .. (l 955). Construct validity in psychological test. 
Psychological Bulletin, 52(4), 281- 302. 

Cropanzano, R., Byrne, Z. S., Bobocel, D.R., & Rupp, D. E. (2001).Moral virtues, 
fairness heuristics, social entities, and other denizens of organizational 
justice. Journal of Vocational Behavior, 58, 164-220. 

Caykoylu, S., Egri, C. P., Havlovic, S., & Bradley, C. (2011 ). Key organizational 
commitment antecedents for nurses, paramedical professionals and non-clinical 
staff. Journal of Health Organization and Management, 25(1), 7-33. 

Curristine, T., Louti,Z., & Journard, I. (2007). Improving Public Sector Efficiency: 
Challenges and Opportunities. OECD Journal on Budgeting, 7( 1 ). 

Dabholkar, P.A. and Abston, K. A (2008), "The role of customer contact employees 
as external customers: A conceptual framework for marketing strategy and future 
research", Journal of Business Research, Vol. 61 No. 9; pp 959-967. 

225 



Daneshfard, C., & Ekvan iyan, K. E. (20 I 2). Organizational Commitment and job 
Satisfaction in Is lamic Azad University. lnterdisciplinary Journal of 
Contemporary Research in Business, 3(9), 168-181. 

Dawes, J. (2008). Do data characteristics change according to the number of scale 
points used? An experiment using 5 point, 7 point and IO point scales. 
international .Journal <?[Market Research, 51(1 ) . .Journal Article. 

Davis, K. &Newstrom, J. W. (1989). Man behavior at work: Organizational 
behaviour (8th ed.). New York: McGraw Hill. 

Deckop, J. R., Cirka, C. C., &Andersson, L. M. (2003).Doing unto others: The 
reciprocity of helping behavior in organizations. Journal o_[Business Ethics, 47, 
101 -114. 

Demirbag, M., Sahadey, S., Kaynak, E., &Akgul, A. (2012). Modelling quality 
commitment in service organizations: An empirical study.European Journal <?f 
Marketing, 46(6), 790-810. 

DeConinck, J. B., & Bachmann, D. P. (1994). Organizational commitment and 
turnover intentions of marketing mangers. Journal of Applied Business 
Research, 10(3), 87. 

Deshpande, R., Farley, J. U., & Webster, F. E. (1993). Corporate culture, customer 
orientation and innovativeness in Japanese firms: A quadrant analysis. Journal 
o_/Marketing, 5 7(1 ), 23-37. 

Deepakshi Jaiswal, Rajib Lochan Dhar, (2016) "Impact of perceived organizational 
support, psychological empowerment and leader member exchange on 
commitment and its subsequent impact on service quality", International 
Journal of Productivity and Performance Management, Vol. 65 Issue: I, 
pp.58-79. 

DeVillis, R. F. (2012). Scale development: Theory and application. (L. 8. and D. 
J.Rog, Ed.) (3rd ed.). Sage Publication Inc. 

Dhar, R. L. (2015). Service quality and the training of employees: The mediating 
role of organizational commitment. Tourism Management, 46, 419-430. 

Dias, A. & Silva, R. (2016). Organizational Training and Organizational 
Commitment: A Literature Review and Conceptual Development. International 
Journal of Innovative Science, Engineering & Technology, 3( I), 387 - 399. 

Dick, G. & Metcalfe, B. (2007).The progress of female police officers? An empirical 
analysis of organisational commitment and tenure explanations in two UK police 
forces.International Journal of Public Sector Management, 20(2 & 3), 81-100. 

226 



Dijkstra, T. K. (20 I 0). Latent variables and indices:Herman Wold"s basic design and 
partial least squares. In W. W .Chin & Bauer (Eds.), Handbook of Partial Least 
Squares:Concepts, melhod~ and application (pp. 23-46). New York: Springer. 
http://do i.org/ I 0. 1007 /978-3-642-16345-6. 

Dobel, P. J. (I 990). Integrity in the public sector.Public Administration Review, 
50(3), 354-366. 

Donaghey, .I., Reinecke, .I., Niforou, C., & Lawson, B. (2014). From employment 
relations to consumption relations: Balancing labor governance in global supply 
chains. Human Resource Management, 53(2), 229-252. 

Dube, L., &Menon, K. (2000). Multiple roles of consumption emotions in post­
purchase satisfaction with extended service transactions. International Journal of 
Service Industry Management, 11(3), 287-304. 

Ducharme, L. J., &. Martin, J. K. (2000). Unrewarding work, coworker support and 
affective job satisfaction. Work and Occupations, 27, 223-244. 

Dunlca\> & Carrera (2012). Gt"lrn1ng the Producti,it> of' Gmernmcnt Sen ices. 
Ld\,ard Llgar. l hcltcnham. 

Edvardsson, B., &Gustavsson, B. 0. (2003). Quality in the work environment: A 
prerequisite for success in new service development. Managing Service Quality, 
13(2), 148-163. 

Edward Shih-Tse Wang(2014 ).Moderators of the relationship between social 
bonding and organizational commitment. Managing Service Quality, 24(3), 300 
-314. 

Eighth Malaysia plan (2001-2005).Statistical report. Retrieved from 
http://epu.gov .my 

E isenberger, R., Huntington, R., Hutchison, S., & Sowa, D. (1986).Perceived 
organizational support.Journal of Applied Psychology, 71, 500-507. 

Eisenberger, R., Armeli, S., Rexwinkel, 8., Lynch, P. D., & Rhoades, L. (200 I). 
Reciprocation of perceived organizational support.Journal of Applied 
Psychology, 86, 42-51. 

Eisenberger, R., Stinglhamber, F., Vandenberghe, C., Sucharski, I. L., & Rhoades, L. 
(2002). Perceived supervisor support: Contributions to perceived organizational 
support and service employee retention. Journal o_/Applied Psychology, 87, 565-
573. 

227 



Eisenberger, R., Lynch, P., Aselage, .J., &Rohdieck, S. (2004). Who takes the most 
revenge? Individual differences in negative reciprocity norm 
endorsement. Personality & Social Psychology Bulletin, 30, 789-799. 

Ekinci, Y. (2015). Designing research questionnaires for business and management 
Students. (S. and N. Lee, Ed.) (I st ed.). London: Sage Publication Ltd 

Ellinger, A. E., Musgrove, C. F., Ellinger, A. D., Bachrach, 0. G., ElmadagBa~, A. 
8., & Wang, Y.(2013). Influences of organizational investments in social capital 
on service service employee commitment and performance.Journal of Business 
Research, 66, 1124-133. 

Elmadag, A. B., Ellinger, A. E., &Franke, G. R. (2008). Antecedents and 
consequences of frontline service service employee service employee 
organisational commitment. Journal of Marketing Theory and Practice, 16(2), 
95- 110. 

Emerson, R. M. (1976). Social exchange theory.Annual Review of Sociology, 2, 335-
362. 

Emery, C. R., & Barker, K. .J. (2007). The effect of transactional and 
transformational leadership styles on the organizational commitment and job 
satisfaction of customer contact personnel. Journal of organizational culture, 
communications and conflict, 11 (I), 77. 

Enders.K, C., & Deborah L. Bandalos. (200 I). The relative performance of full 
information maximum likelihood estimation for missing data in structural 
equation models. Structural Equation Modeling: A Multidisciplinary .Journal, 
8(3), 470-489. http://doi.org/ 10.1207/S l 5328007SEM0803. 

Ensher, E. A., Thomas, C., & Murphy, S. E. (2001 ). Comparison of traditional, step­
ahead, and peer mentoring on proteges' support, satisfaction, and perceptions of 
career success: A social exchange perspective. Journal of Businessand 
Psychology, 15, 419-438. 

Erben, G. S. &Gu .. nes, er A. 8. (2008). The relationship between paternalistic 
leadership and organizational commitment: Investigating the role of climate 
regarding ethics. Journal(?/ Business Ethics, 82, 955- 968. 

Eskildsen, Jacob K.; Dahlgaard, Jens J.(2000). A causal model for employee 
satisfaction. Total Quality Management, Volume 11 , Number 8, pp. 1081-
1094(14) 

ETOS(20 l 2)https://www.pmu.edu.rny/v2/fi les/Etos%20Perkhidmatan%20Awam.pd 

228 



Ewing, M. T., &Caruana, A. (1999).An internal marketing approach to public sector 
management - the marketing and human resources interface.The 
International Journa ojPublic Sector Management, 12(1 ), 17-26. 

Fairlie, R. W. (2004). Self-employed business ownership rates in the United States: 
I 979-2003. Research Summary 243, December. Smal I Business 
Administration. 

Fairchild, A. J., & McQuillin, S. D. (2010). Evaluating mediation and moderation 
effects in school psychology: A presentation of methods and a review of current 
practice. Journal of School Psychology, 48(1 ), 53-84. 
http://doi.org/l 0.1016/j.jsp.2009.09.00 I 

Farrell, D., &Rusbult, C. E. ( 1981 ). Exchange variables as predictors of affective job 
satisfaction, job commitment, and turnover: The impact of rewards, costs, 
alternatives, and investments. Organizational Behavior and Human 
Pe,:formance, 28, 78-95. 

Farzad, A., Nahavandi, N., &Caruana, A. (2008).The effect of internal marketing on 
organizational commitment in Iranian banks.American Journal of Applied 
Sciences,5(11), 1480-1486. 

Felmban, Joas Fouad Noaui (2015). Job satisfaction and its relationship with 
organizational 
commitment of supervisors for the management of education in the city of 

Mecca. 
University or Um AlQura, Saudi Arabia 

Fiske, S. T. ( 1992). Thinking is for doing: portraits of social cogmllon from 
daguerreotype to laserphoto. Journal ofpersonality and social psychology, 63(6), 
877. 

Farooq, 0., Payaud, M., Merunka, D., & Valette-Florence, P. (2014). The impact of 
corporate social responsibility on organizational commitment: Exploring 
multiple mediation mechanisms. Journal of Business Ethics, 125( 4), 563-580. 

F irth, R. (I 967). Themes in economic anthropology. London: Tavistock. 

Flynn, F. J. (2003). How much should I give and how often? The effects of 
generosity and frequency of favor exchange on social status and 
productivity. Academy o_f Management Journal, 46(5), 539-553. 

Foreman, S.K., & Money, A.H. (1995). Internal marketing: concepts, measurement 
and application. Journal of Marketing Management, 1 ( 11 ), 755-768. 

Fornell, C., & Cha, J. (1984). Partial least squares. Advanced Methods a/Marketing 
Research, 407, 52-78. 

229 



Fournier, S., & Mick, D. G. ( 1999).Rediscovering satisfaction.Journal <?f Marketing, 
63, 5-23. 

Fok, L. Y., Hartman, S. J., Patti, A. L., & Razek, .I. R. (2000). Human factors 
affecting the acceptance of total quality management. International .Journal of 
Quality & Reliability Management, I 7(7), 714-72 9. 

Frank Q. Fu , Willy Bolander & Eli Jones (2009) Managing the Drivers of 
Organizational Commitment and Salesperson Effort: An Application of Meyer 
and Allen's Three-Component Model, .Journal of Marketing Theory and Practice, 
17:4, 335-350 

Frone, M. R. (2000). Interpersonal conflict at work and psychological outcomes: 
testing a model among young workers. Journal of occupational health 
p!)ychology, 5(2), 246. 

Fu, W., & Deshpande, S. P. (2014). The impact of caring climate, job satisfaction, 
and organizational commitment on job performance of employees in a China' s 
insurance company . .Journal of Business Ethics, I 24(2), 339-349. 

Gazioglu, S., & Tansel, A. (2006) . .Job satisfaction in Britain: individual and job 
related factors. Applied economics, 38(10), I 163-1171. 

Geisser, S. (1975). The Predictive Sample Reuse Method with Applications. Journal 
of the American Statistical Association, 70(350), 320-328. 

George, W. R., &Gronroos, C. (1990). Developing customer-conscious service 
employees at every level-internal marketing. In: C. A. Congram, & M. L. 
Frieman (Eds.). HandbookofServices Marketing. New York: AMACOM. 

Gergen, K. J. (1969). The psychology of behavioral exchange. Reading, MA: 
Addison-Wesley. 

Gilbert, D. T. (1991 ). How mental systems believe. American Psychologist, 46, 107-
119. 

Giovanni Mangiarotti, Cesare A.F. Riillo, (2014) "Standards and innovation in 

manufacturing and services: the case of ISO 9000", International Journal of 
Quality & Reliability Management, Vol. 31 Issue: 4, pp.435-454. 

Golhar, D. Y., & Deshpande, S. P. (1997). HRM practices of large and small 
Canadian manufacturing firms . .Journal of small business management, 35(3), 
30. 

Gopinath, M., &Nyer, P. U. (1999).The role of emotions in marketing.Journal ,?[The 
Academy <?f Marketing Science, 27(2), 184-206. 

230 



Goh, S. K., & Low, B. Z. J. (2013). The influence of servant leadership towards 
organizational commitment: The mediating role of trust in leaders. International 
Journal o_/Business and Management, 9( 1 ) , 17. 

Gouldner, A. W. (1960). T he norm of reciprocity: A preliminary 
statement. American Sociological Review, 22, 161-178. 

Gounaris, S. (2006). Measuring internal marketing practices in services: Some 
empirical evidence.Journal ofBusiness Research, 59(4), 432-438. 

Gounaris, S. (2008). The notion of internal marketing practices and service employee 
affective job satisfaction: Some preliminary evidence. Journal o_f Services 
Marketing, 22( 1 ), 68-90. 

Gounaris, S., Vassilikopoulou, A., &Chatzipanagiotou, K. C. (2010). Internal-market 
orientation: A misconceived aspect of marketing theory. European Journal 
ojMarketing, 44(11/12), 1667-1699. 

Gomez-Mejia, L. R., Balkin, D. 8., & Cardy, R. L. (1995). Managing human 
resources. Government Transformation Plan (2016). www.pemandu.gov.my 

Gray, L., & Diehl, P. (1992). Research methods for business and management. 
Macmillan Coll Division. 

Gray, D. M. (2010).Pulling internal marketing practices into behavioral patterns 
employed during marketing strategy implementation. Conference on Marketing 
Strategy, Macquarie University. 

Gray, R., & Robertson, L. (2005). Effective Internal Communication Starts at the 
Top Help executives understand the need for c lear, concise communication. 
, 22(4), 26. 

Greenglass, E. R., Burke, R. J., &Konarski, R. (I 997).The impact of social support 
on the development of burnout in teachers: Examination of a model. Work and 
Stress, I I , 267-278. 

Grigg, S. H. (2009). The impact of affective job satisfaction, organizational 
commitment, and intent to leave on employee retention: An investigation within 
the child care industry. 

Nelson-Gray, R. 0., Keane, S. P., Hurst, R. M., Mitchell, J. T., Warburton, J. B., 
Chok, J. T., & Cobb, A. R. (2006). A modified DBT skills training program for 
oppositional defiant adolescents: Promising preliminary findings. Behaviour 
Research and Therapy, 44(12), 18 I 1-1820. 

Gronroos, C. (1984): "A Service Quality Model and Its Marketing Implications. 
European Journal of Marketing, No. 4. 

231 



Gronroos, C. (2001 ). The perceived service quality concept - a mistake?. Managing 
service quality. An international Journal, 11(3), 150-152. 

Guilbault, M. (2010).Customer mind-set: investigating a measure of market 
orientation using higher education as the context. Anderson University. 

Gummesson, E. ( 1991 ). Marketing-orientation revisited: The crucial role of the 
part-time marketer. European Journal of Marketing, 25(2), 60-75. 

Gunawardane, G. (2011 ). Total experience as a dimension of quality in services - A 
study in the health care industry.Cal(fornia Journal of Operations Management, 
9(1), 91-103. 

Guest, D. E., & Conway, N. (2002). Communicating the psychological contract: an 
employer perspective. Human resource management journal, 12(2), 22-38. 

Guest, D. ( 1997). Human Resource Management and Performance. International 
Journal of Human Resource Management, 8 (3), 263-275 

Gyamfi, G. D. (2014). Influence of job stress on affective job satisfaction: Empirical 
evidence from Ghana police service. International Business Research, 7(9). 

Hausknecht, J. P., Rodda, J. M. & Howard, M. J. (2008). Targeted employee 
retention: Performance-based and job-related differences in reported reasons for 
staying (CAHRS Working Paper #08-06). Ithaca, NY: Cornell University, 
School of Industrial and Labor Relations, Center for Advanced Human Resource 
Studies 

Haenlein, M., & Kaplan, A. M. (2004). A beginner"s guide to partial least squares 
analysis. Understanding Statistics, 3(4), 283- 297. 
http://doi.org/ 10.1207 Is 15328031 us0304 4 

Hair Josep F, J., H.Money, A., Samouel, P., & Page, M. (2007).Research Methods 
for business (2ed ed.): John Wiley &Sons,Ltd. 

Hair, J., Black, W ., Babin, B., & Anderson, R. (2010). Mutivariate data analysis. 
Upper Saddle River: Pearson Prentice Hall. 

Hair, Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: Indeed a Silver Bullet. The 
Journal of Marketing Theory and Practice, 19(2), 139-152. 
http://do i.org/ l 0 .2753/MTP 1069-6679190202. 

Hair, J ., Sarstedt, M ., Ringle, C., & Mena, J . (20 I 2). An assessment of the use of 
partial least squares structural equation modeling in marketing research. Journal 
of the Academy of Marketing Science, 40(3), 414-433. Retrieved from 
http://link.springer.corn.sci-hub.org/article/ 10.1007/s 11 747-0 I 1-0261 -6. 

232 



Hair, J., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2014). A Primer on partial 
least squares structural equation modelling (PLS-SEM). Sage Publication Inc. 

Hair, J., Hopkins, L., Georgia, M., & College, S. (2014). Partial least squares 
structural equation modeling ( PLS-SEM ) An emerging tool in business 
research. European Journal of Business Review, 26(2), · 2014. 
http://doi.org/10.1108/EBR-I 0-2013-0128. 

Hair Jr, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2016). A primer on partial 
least squares structural equation modeling (PLS-SEM). Sage Publications. 

Hallowell, R., Schlesinger, L.A., Zornitsky, .J., 1996. Internal service quality, 
customer and job satisfaction: Linkages and implications for management. 
Human Resource Planning 19 (2), 20-30. 

Hassan, A. (2002). Organizational justice as a determinant of organizational 
commitment and intention to leave. Asian Academy of Management 
Journal, 7(2), 55-66 

Hulland, J. ( 1999). Use of partial least squares (PLS) in strategic management 
research: A review of four recent studies. Strategic management journal, 195-
204. 

Harrison, D. A., Johns, G., &Martocchio, J. J. (2000). Changes in technology, 
teamwork, and diversity: New directions for a new century of absenteeism 
research. In G. Ferris (Ed.), Research in personnel andhuman resources 
management (pp. 43-91 ). Greenwich, CT: JAi Press. 

Hartline, M. D., Maxham, J. G. 111., &Mckee, D. 0. (2000). Corridors of influence in 
the dissemination of customer-oriented strategy to customer contact service 
service employees. Journal of Marketing, 64, 35-50. 

Hayes, A. F. (2009). Beyond Baron and Kenny: Statistical mediation analysis in the 
new millennium. Communication Monographs, 76(.July 2013), 408--420. 
http://doi.org/l 0.1080/036377509033 I 0360. 

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing 
discriminant validity in variance-based structural equation modeling. Journal of 
the Academy of Marketing Science, 43(1), 115-135. 

Heskett, J L., Jones, T.O., Loveman, G.W., Sasser E.W Jr., & Schlesinger, L.A. 
(1994).Putting the service-profit chain to work.Harvard Business Review, 72 
(March-April), l 64-174. 

Heskett, J. L., Sasser, W. E., Jr., & Schlesinger, L. A. (1997). The service pr<?fit 
chain.New York: Free Press. 

233 



Hitt, M. A., Beamish, P. W., Jackson, S. E., & Mathieu, J. E. (2007). Building 
theoretical and empirical bridges across levels: Multilevel research in 

management. The Academy o_f Management Journal, 5 0( 6), 13 85-1399. 

Hochschild, A. ( 1983). The managed heart: Commercialization of human feeling. 
Berkeley: University of California Press. 

Hoffman, D. K., Kelley, S. W ., &Rotalsky, H. M. (1995). Tracking service failures 
and service employee recovery efforts.Journal e>( Services Marketing, 9(2), 49-
61. 

Hogg, G., Carter, S., & Dunne, A. (1998).lnvesting in people: Internal marketing and 
corporate culture.Journal of Marketing Managemenl, 14(8), 879-895. 

Holmstrom, M. F. J. (2013). A manufacturer moving upstream: Triadic collaboration 
for service delivery. Supply Chain Management: An International Journal, 18(1), 
21-33. 

Homans, G. C. (1958). Social behavior as exchange. American Journal of Sociology, 
63, 597- 606. 

Homans, G. C. (1961 ). Social behavior: Its elemenlary forms. New York: Harcourt 
Brace. 

Hon, A.H. Y.(2013). Does job creativity requirement improve service performance? 
A multilevel analysis of work stress and service environment. International 
Journal <?/Hospitality Management, 35, 161-170. 

Hong, Y ., et al. (2013). Missing link in the service chain: A Meta analytic review of 
the antecedents, consequences and moderators of service climate. Journal of 
Applied Psychology, 98(2), 237-267. 

Hudson, S. (2008). Tourism and hospitality marketing: a global perspective. Sage. 

Hunt,S.D., Arnett, D.B., & Sieg, R. (2006). The explanatory foundations of 
relationship marketing theory. Journal of Business & Industrial Markeang, 2 I 
(2), 72-87. 

Huang, Y.-T., &Rundle-Thiele, S. (2015).A holistic management tool for measuring 
internal marketing activities . .Journal ofServices Markeling, 29(617), 571 - 584. 

Hussien, M. I., El Aziz, R. A. (2013). Investigating e-banking service quality in one 
of Egypt's banks: A stakeholder analysis.The TQM .Journal, 25(5), 557-576. 

Huseman, R. C., & Hatfield, J. D. (1990). Equity theory and the managerial 
matrix. Training & Development Journal, 44(4), 98-103. 

234 



Hogg, G., Carter, S., & Dunne, A. (1998).Investing in people: Internal marketing and 
corporate culture.Journal of Marketing Management, 14(8), 879-895. 

Hyun-Woo Joung Ben K. Goh Lynn Huffman Jingxue Jess ica Yuan James Surles 
,(2015),"Jnvestigating relationships between internal marketing practices and 
employee organizational commitment in the foodservice industry", International 
Journal of Contemporary Hospitality Management, Vol. 27 lss7 pp. I 618 - I 640. 

J amaludin, Z. (2009). Perceived organizational justice and its impact to the 
development 
of commitments: A regression analysis. World Journal of Management, l(I ), 49-

61. 

Joung, H. W., Goh, B. K., Huffman, L., Yuan, .J. J., & Surles, J. (2015). Investigating 
relationships between internal marketing practices and employee organizational 
commitment in the foodservice industry. International Journal of Contemporary 
Hospitality Management, 27(7), 1618-1640. 

J ingxue Jessica Yuan James Surles , (2015). Investigating relationships between 
internal marketing practices and employee organizationalcommitment in the 
foodservice industry.International Journal of Contemporary 
HospitalityManagement, 27(7), 1618 - 1640. 

J ungert, T., Piroddi, B., & Thornberg, R. (2016). Early adolescents' motivations to 
defend victims in school bullying and their perceptions of student-teacher 
relationships: A self-determination theory approach. Journal o_f'adolescence, 53, 
75-90. 

Henseler, Ringle, C. M., & Rudolf R. Sinkovics. (2009). The use of partial least 
squares path modeling in international marketing. Advances in International 
Marketing, 20(2009), 177-191. http://doi.org/l 0.10I6/0167-81 16(92)90003-4 

Ibrahim, H. I., & Zulkafli, A. H. (2016). An empirical inquiry into the re lationship 
between corporate governance and human resource management. 

llhaamie, A. G. A. (20 I 0). Service quality in malaysian public service: Some 
findings. International Journal of Trade, Economics and Finance, I (1 ). 

Iverson, R. D., &Buttigieg, D. M. (1999). Affective, normative, and continuance 
commitment: Can the 'right kind' of commitment be managed?.Journal of 
Management Studies, 6(3), 307. 

Iverson, R. D., & Roy, P. (1994). A causal model of behavioural commitment: 
E vidence from a study of Australian blue-collar service employees. Journal of 
Management, 20( I ), l 5-41. 

Izard, C. E. ( 1977). Human emotions. New York: Plenum Press. 

235 



Portal Rasmi Jabatan Perkhidmatan Awam (2017). http://www,jpa.gov.my 

James, B., DeConinck, Duane, P. & Bachmann (1994).Organizational commitment 
and turnover intentions of marketing managers, 10(3). 

Jena, L. K., Bhattacharyya, P., & Pradhan, S. (2017). Employee Engagement and 
Affective Organizational Commitment: Mediating Role of Employee Voice 
among Indian Service Sector Employees. SAGE, 21(4), 1-11. 

Jerome, L., & Kleiner, B. H. (1995). Employee morale and its impact on service: 
what companies do to create a positive service experience? Managing Service 
Quality: An International Journal, 5(6), 21-25 . 

.lohlke, M. C., Duhan, D. F., Howell, R. D., & Wilkes, R. W. (2001).An integrated 
model of sales managers' communication practices. Academy of Marketing 
Science Journal, 28(2), 263-277. 

John, E. E., Stephen, R. R. (2012). Service innovation in manufacturing.Journal of 
Service Management, 23(3),440-454. 

Johnson, V ., & Powell, W. W. (2015). Poisedness and propagation: Organizational 
emergence and the transformation of civic order in 19th-century New York 
City (No. w2 l O 11 ). National Bureau of Economic Research. 

Joiner, T. A., &Bakalis, S. (2006). The antecedents of organizational commitment: 
The case of Australian casual academics. International Journal of Educational 
Management, 20(6),439-445. 

Joiner, T. A. (2007). Total quality management and performance: The role of 
organization support and co-worker support. International Journal of Quality & 
Reliability Management, 24(6), 617-627. 

Joseph, C., Amy, Y. C., Chan, Jane, B. (2001). Measuring emotional intelligence in 
adolescent.Individual Differences Personality and Journal, 31. 

Jou, J.Y., Chou, C.K., & Fu, F.L. (2008).Development of an instrument to measure 
internal marketing concept.Journal <?f Applied Management and 
Entrepreneurship, 13(3), 66-79. 

Judson, K.M., Gorchels, L., &Aurand, T.W. (2006).Building a university brand from 
within: a comparison of coaches' perspectives of internal brandingJournal of 
Marketing/or Higher Education, 16(1 ), 97-114. 

Juliet, A. A. (2015).lnfluence of internal marketing practices on organizational 
commitment of employees in selected engineering colleges around 
Chennai.lnternational Journal <?f Applied Management & Business Utility, 3(1 ). 

236 



J ungert, T. (2012). The meaning of support from co-workers and managers in teams 
when working. Linkoping University Electronic Press. 

Jusoh, A., Omain, S. Z., Majid, A. A., Som, M. H., &Shamsuddin, A. S. (2004). 
Service quality in higher education: Management student's perspective. Research 
Management centre, UiTM. 

Kandampully, J. (2002). Jnnovation as the core competency of a service 
organisation: The role of technology, knowledge and networks. European 
Journal of Innovation Management, 5 (l ), 18-26. 

Kanibir, H., Nart, S. (2012). The Effects of Internal Relationship Marketing on 
Superior Customer Relations as Competitive Performance: Evidence from 
Healthcare Industry. Social and Behavioral Sciences, 58(2012), 1378 - 1385. 

Karasa, A., Akinci, F., EsatoElu, A. E., Parsons, A . L., &Sarp, N. (2008). An 
Evaluation of the Opinions of Hospital Employees Regarding the Contirbution of 
Internal Marketing to the Application of Total Quality Management in Turkey. 
Health Marketing Quarterly, 24(3), 167-187. 

Karatepe, 0. M. (2016). Does job embeddedness mediate the effects of coworker and 
family support on creative performance? An empirical study in the hotel 
industry . .Journal of Human Resources in Hospitality & Tourism, I 5(2), 119-132. 

Karatepe, 0. M. (2012). Do job resources moderate the effect of emotional 
dissonance on burnout? A study in the city of Ankara, Turkey. international 
Journal a/Contemporary Hospitality Management, 23(]), 44-65. 

Karin Falkenburg, Birgit Schyns, (2007) "Work satisfaction, organizational 
commitment and withdrawal behaviours", Management Research News, Vol. 30 
Issue: 1 0, pp. 708-723 

Kaur, G., Sharma, R. D., &Seli, N. (2009). Internal marketing practices in Indian 
banking: An empirical analysis. Managing Service Quality, 19(5), 595-627. 

Khalaf Ahmad, A. M. & Mohammad AI-Borie, H. (2012). Impact of internal 
marketing on affective job satisfaction and organizational commitment: A study 
of teaching hospitals in saudiarabia. Business and Management Research, 1(3). 

Khairulneezam Ahmad (2016). Buletin Johor. 

Kelley, H. H. (1968). Interpersonal accommodation. American Psychologist, 23, 
399-4] 0. 

Kelley, H. H., &Thibault, J. W. (] 978). interpersonal relationships: A theory of 
interdependence. New York: John Wiley. 

237 



Keep, E., Mayhem, K., SKOPE and McConsulting. (2002). Review of the Evidence 
on the Rate of Employers of Investment in Training and Employer Training 
Measures. SK OPE Research, Paper 32. 

Kim, W. G., Leong, J. K., & Lee, Y. K. (2005).Effect of service orientation on 
affective job satisfaction, organizational commitment, and intention of leaving in 
a casual dining chain restaurant. Hospitality Management, 24, I 7 I- I 93. 

Kim, W. G., & Brymer, R. A. (2011). The effects of ethical leadership on manager 
job satisfaction, commitment, behavioral outcomes, and firm performance. 
International Journal of Hospitality Management, 30(4), I 020-1026. 

Kluger, A. N., & DeN isi, A. ( I 996). The effects of feedback interventions on 
performance: A historical review, a meta-analysis, and a preliminary feedback 
intervention theory. 

Kirkman, B., Chen, G., Farh, J., Chen, Z., & Lowe, K. (2009). Individual power 
distance orientation and follower reactions to transformational leaders: A cross­
level, cross-cultural examination. Academy of Management Journal, 52(4), 744-
764. 

Kroth, M. (2007). Maslow-move aside! A heuristical motivation model for leaders 
in career and technical education. 

Kohli, A. K., &Jaworski, B. J. (1990). Market orientation: The construct, research 
propositions, and managerial implications. Journal(?{ Marketing, 54, I -18. 

Korczynski, M. (2003).Communities of coping: Collective job labour in service 
work. 10(1), 55-79. 

Korsgaard, M. A., Schweiger, D. M., & Sapienza, H. J. (1995). Building 
commitment, attachment, and trust in strategic decision-making teams: The role 
of procedural justice. Academy of Management journal, 38( I), 60-84. 

Korkosz, M. (2011). Exploring a relationship between organisational communication 
and job satisfaction.A study of internal communication within Irish-owned 
Communication satisfaction and working relationship pharmaceutical contract 
packaging company 

Krejcie, R. V., & Morgan, D. W. (1970). Detennining sample size for research 
activities.EducPsychol Meas. 

Kreitner, R., &Kinicki, A. (2001).Organizational behaviour (5th ed.). New York: 
McGraw-Hill. 

Kram, K. E., & Cherniss, C. (200 I). Developing emotional competence through 
relationships at work. The emotionally intelligent workplace: How to select for, 

238 



measure, and improve emotional intelligence m individuals, groups, and 
organizations, 254-285. 

Krosnick, J. A. (1999). Survey research. Annu.Rev.Psychol, 50, 537- 567. 

Kumar, M., Talib, S. A., &Ramayah, T. (2013). Business Research Methods: Oxford 
Fajar/Oxford University Press. 

Kotler, P., Annstrong, G., Saunders, J., & Wong, V. (2003). Principi di Marketing 
(Italian Translation of Principles of Marketing). ISEDE and Prentice Hall 
International. 

L. Di Matteo & Tom Barbiero, 2017. "Economic Growth and the Public Sector: A 
Comparison of Canada and ltaly, l 870a€ 2013,"' Working Papers 069, Ryerson 
University, Department of Economics 

Ladd, D., & Henry, R. A. (2000). Helping coworkers and helping the organization: 
The role of support perceptions, exchange ideology, and conscientiousness. 
Journal of Applied Social Psychology, 30(10), 2028-2049. 

Ladhari, R. (2009). A review of twenty years of SERVQUAL research.International 
Journal of Quality and Service Sciences, 1(2), 172 - 198. 

Ladhari, R. (2009). Service quality, affective job satisfaction, and behavioural 
intentions.Managing Service Quality: An International .Journal, 19(3), 308 -
331. 

Latifah, S. SAK., Mokhtar, A., &Arawati, A. (2000). On service improvement index: 
A case study of the public service sector. Total Quality Management, 11(4-6), 
837-843. 

Latifah, S. SAK. (2001). Measuring the effectiveness of the implementation of total 
quality management programmes m the Malaysian public service 
sector. Unpublished Doctoral Thesis. 

Lambert, E. (2007). A test of a turnover intent model: The issue of correctional staff 
satisfaction and commitment. Criminal justice theory: Explaining the nature and 
behavior of criminal justice, 223-256. 

Lau, P. Y. Y., Tong, J. L. T., Lien, B. Y. H., Hsu, Y. C., & Chong, C. L. (2017). 
Ethical work climate, employee commitment and proactive customer service 
performance: Test of the mediating effects of organizational politics. Journal c!f 
Retailing and Consumer Services, 

Laurette Dube, Kalyani Menon, (2000) "Multiple roles of consumption emotions 
post-purchase satisfaction with extended service transactions", International 
Journal of Service Industry Management, Vol. 11 Issue: 3, pp.287-304, 

239 



Lawler, E. J. (200 I). An affect theory of social exchange. American Journal of 
Sociology, I 0 7(2), 321-352. 

Lazarus, R. S. ( 1991 ). Emotion and adaptation. New York: Oxford University Press. 

Lee, C., & Chen, W.-J. (2005). The effects of internal marketing and organisational 
culture on knowledge management in the information technology industry. 
lnternationaUournal ofManagement, 22(4), 661 -672. 

Lee, F. H., Lee, T. Z., & Wu, W. Y. (2010). The relationship between human 
resource management practices, business strategy and firm performance: 
evidence from steel industry in Taiwan. The International journal of human 
resource management, 21 (9), 1351-13 72. 

Lee, N., & Cadogan, J. W. (2009). Sales force social exchange in problem resolution 
situations. industrial Marketing Management, 38(3), 355-372. 

Lee, S. H., & Olshfski, D. (2002). Employee commitment and firefighters: It's my 
job. Public Administration Review, 62, I 08-114 

Leeuw, E. D. De, & Hox, J. J. (1988). The effects of response-stimulating factors on 
response rates and data quality in mail survey: A test of Dillman"s total design 
method. Journal of Official Statistics, 4(3), 241 - 249 

Lewis, N. K., & Palmer, A. (2014).The effects of anticipatory emotions on service 
satisfaction and behavioral intention.Journal of Services Marketing, 28(6), 437-
451. 

Lhuer,X., Olanrewaju, T., Yeon,H. (2015). What it takes to deliver breakthrough 
customer experiences. 

Liao, H., Joshi, A., & Chuang, A. (2004). Sticking out like a sore thumb: Service 
employee dissimilarity and deviance at work. Personnel P5ychology, 57, 969-
1000. 

Liaw, Y. J., Chi, N. W., & Chuang, A. (2010). Examining the mechanisms linking 
transformational leadership, employee customer orientation, and service 
performance: The mediating roles of perceived supervisor and coworker 
support. Journal of Business and Psychology, 25(3), 4 77-492. 

Libai, Barak, Ruth Bolton, Marnix S. Buege!, Ko de Ruyter, O liver Goetz, Hans 
Risselada, et al. (2013), "Customer-to-Customer Interactions: Broadening the 
Scope of Word of Mouth Research," Journal of Service Research, 13 (3), 267- 82 

240 



Lincoln, J. R., & Kalleberg, A. L. (1996). Commitment, quits, and work organization 
in Japanese and U.S. plants. Industrial and Labor Relations Review, 50(1), 39-
59. 

l iden, R. C., Wayne, S. J., Kraimer, M. L., & Sparrowe, R. T. (2003). The dual 
commitments of contingent workers: An examination of contingents' 
commitment to the agency and the organization. Journal of Organizational 
Behavior, 24(5), 609-625. 

Liljander, V ., &Strandvik, T. ( I 997).Emotion in service satisfaction.International 
Journal c,fService Industry Management, 8(2), 148- I 69. 

Limpanitgul, T., Boonchoo, P., &Photiyarach, S. (2014). Coworker support and 
organizational commitment: A comparative study of T hai service employees 
working in Thai and American airlines. Journal of Hospitality and Tourism 
Management, 21, 100-107. 

Lin, S. C., & Lin, J. S. J. (2011).Impacts of coworkers' relationships on 
organizational commitment and intervening effects of affective job 
satisfaction African Journal of BusinessManagement, 5(8), 3396-3409. 

Lings, I. N. (2000). The impact of internal marketing practices on external market 
orientation and business performance: An empirical study of the UK retail 
market. Journal o_j"Marketing Research, 30( 4 ), 697-702. 

Lings, I. N. (2004). Internal marketing practices : Constructs and consequences. 
Journal of Business Research, 5 7(4), 405-413. 

Lings, I. N ., &Greenley, G. (2005). Measuring internal marketing practices.Journal 
ofService Research, 7(3), 290-305. 

Lings, I. N ., &Greenley, G. (20 I 0). Internal marketing practices and market-oriented 
behaviors.Journal of Service Management, 21(3), 321-343. 

Lings, I. N. (2004).lnternal marketing practices constructs market orientation . 
.Journal of Business Research, 57, 405-4 I 3. 

Little, M. M., & Dean, A. M. (2006).Links between service climate, service 
employee commitment and service employees' service quality 
capability.Managing Service Quality, 16(5), 460-476. 

Lively, K. J. (2000). Reciprocal emotion management: Working together to maintain 
stratification in private law firms. Work and occupations, 27(1 ), 32-63. 

Lockwood, C. M ., & Mac Kinnon, D. P. ( 1998). Bootstrapping the standard error of 
the mediated effect. In Proceedings of the 23rd annual meeting of SAS Users 
Group International (pp. 997- 1002). Retrieved from 

241 



http://citeseerx.ist.psu.edu/viewdoc/download?doi= I 0. l. l . l 22.5447&amp:rep=re 
p l &amp;type=pdf. 

Loveman G W ( 1998), "Employee Satisfaction, Customer Loyalty and Financial 
Performance: An Empirical Examination of the Service Profit Chain in Retail 
Banking", Journal of Service Research, Vol. 1, No. I, pp. 18-31. 

MacKinnon, D. P., Lockwood, C. M., Hoffman, J. M., West, S. G., & Sheets, V. 
(2002). A comparison of methods to test mediation and other intervening 
variable effects. Psychological Methods, 7( I), 83-104. 
http://doi.org/ 10.1037/ 1082-989X.7. I .83. 

MacKinnon, David, P., Lockwood, C. M., & Williams, J. (2004). Comparison of 
approaches in estimating interaction and quadratic effects of latent variables. 
Multivariate Behavioral Research, 39(1), 37-67. 
http://doi.org/l 0.1207/s I 5327906mbr390 I. 

Mackinnon, D. P., Fairchild, A. J., & Fritz, M. S. (2007). Mediation Analysis. Annu 
Rev Aychology,58,593-615 

MacDuffie, J.P. & Kochan, T.A. (1995), "Do US Firms Invest Less in Human 
Resources? Training in the World Auto Industry", Industrial Relations, 34(2): 
147- 68. 

MacStravic, R. S. (I 985). Internal marketing for hospitals. Health Marketing 
Quarterly, 3(2-3), 47-54. 

Mann, R., & Kehoe, D. ( 1995). Factors affecting the implementation and success of 
TQM. International Journal o_f Quality & Reliability Management, 12(1 ), 11 -23. 

Malcolm, W. (2000). Interpretivism and generali sation. Sociology, 34(2), 209- 224. 
http://doi.org/l O. l l 77/S0038038500000 I 4 

Malhotra, N. K. (1999). Marketing research: An applied orientation. (W. Blake & 
Natalie Anderson, Eds.) (3rd ed.). Upper Saddle River, New Jersey : Prentice Hall 
International. 

Malhotra, N., &Mukherjee, A. (2004).The relative influence o f organisational 
commitment and affective job satisfaction on service quality of customer-contact 
service employees in banking call centres.Journal o,f Services Marketing, 18(3), 
162-174. 

Martelli , T . A., Waters, L. K., & Martelli, J. ( 1989). The police stress survey: 
Reliability and relation to job satisfaction and organizational 
commitment. Psychological reports, 64(1), 267-273. 

242 



Malinowski , B. (1922). ArJ?<mauts <?[ the western Pac{fic: An account of native 
enterprise and adventure in the archipel-agoes of Melansian New Guinea. 
London: Routledge. 

Malinowski, B. (1932). Crime and custom in savage society. London: Paul, Trench, 
Trubner. 

Marchalina, L., & Ahmad, H. (2017). The Effect of Communication on Employees' 
Commitment to Change in Malaysian Large Companies. 

Markovits, Y. (2011). Normative commitment and loyal boosterism: Does affective 
job satisfaction mediate this relationship?MJBES Transactions.5(1), 73-89. 

Marsidi, A., &Latip, H. A. (2007).Faktor-faktor yang mempengaruhi komitmen 
peke~ja di organisasi awam .Jurnal Kemanusiaan, JO. 

Martin, W. A. (] 986). Quality services: The restaurant manager bible. USA: The 
Cornell University Press. 

Martinez, .I. M., Stinson, J. L., &Jubenville, C. B. (201 )).Internal marketing 
perceptions in intercollegiate athletics and their influence on organizational 
commitment.Journal cf Issues in Intercollegiate Athletics, 4. 

Mark S. Glynn, Roderick J. Brodie, Judy Motion, (2012) "The benefits of 
manufacturer brands to retailers", European Journal of Marketing, Vol. 46 Issue: 
9, pp.1127-1149 

Mauss, M. ( 1925). The gift: Forms and functions of exchange in archaic societies. 
New York: The Norton Library. 

Mazzei, A. (2010). Promoting active communication behaviours through internal 
communication. Corporate Communications: An International Journal, I 5(3), 
221-234. 

McGrath, G. E. (2009). Internal marketing practices as an antecedent to industrial 
service quality. Nova South-eastern University. 

McKay, P. F., Avery, D. R., Tonidandel, S., Morris, M.A., Hernandez, M., &Hebl, 
M. R. (2007). Racial differences in employee retention: Are diversity climate 
perceptions the key? Personnel Psychology, 60(1), 35-62. 

McKeen, J. D., Guimaraes, T., & Wetherbe, J. C. (1994). The relationship between 
user participation and user satisfaction: an investigation of four contingency 
factors. MIS quarterly, 427-451. 

McCroskey, J., & Richmond, V. ( I 992). Increasing Teacher Influence Through 
Immediacy. In V. Richmond & J. McCroskey (Eds.), Power in the Classroom: 
Communication, Control, and Concern (pp. IO I - I I 9). Hillsdale, NJ: Erlbaum. 

243 



Messner, W. (2013). Effect of organizational culture on employee commitment in 
the Indian IT services sourcing industry. Journal of Indian Business Research, 
5(2), 76 - I 00. 

Meyer, J. P., Paunonen, S. Y., Gellatly, I. R., Goffin, R. 0., & Jackson, D. N. (I 989). 
Organizational commitment and job performance: It's the nature of commitment 
that counts. Journal ofAppUed P::.ychology, 7 4, 1 52-156. 

Meyer, J. P., & Allen, N. J. (1991).A tree-component conceptualization of 
organizational commitment.Human Resource Management Review, 1, 61-89. 

Meyer, J. P., Stanley, D. J., Herscovitch, L., &Topolnytsky, L. (2002). Affective, 
continuance and normative commitment to the organization: A meta-analysis of 
antecedents, correlates, and consequences. Journal of Vocational Behavior, 61, 
20-52. 

Mickoleit, A. (2014), "Social media use by governments: A policy primer to discuss 
trends, identify policy opportunities and guide decision makers", OECD Working 
Papers on Public Governance, No. 26. 

Michael Kroth (2007). Maslow-move aside!A heuristical motivation model for 
leaders incareer and technical education.44(2). 

Michel, N., Cater 111, J. J., & Varela, 0. (2009). Active versus passive teaching 
styles: An empirical study of student outcomes. Human Resource Development 
Quarterly, 
20(4), 397-418 

Miller, A., Unruh, L., Wharton, T., Liu, X. A., & Zhang, N. J.(2017). The 
relationship between perceived organizational support, perceived coworker 
support, debriefing and professional quality of life in Florida law enforcement 
officers. International .Journal of Police Science & Management, 19(3 ), 129-139. 

Millissa, F. Y., & Cheung, W. M. (2010).Management service service employee 
commitmentand organizational outcomes.Managing Service Quality: An 
international Journal, 20(3), 259-272 

Mishra, K., Boynton, L., & Mishra, A. (2014). Driving employee engagement: The 
expanded 
role of internal communications. Journal of Business Communication, 51 (2), 

183-202 

Molm, L. D. (1994). Dependence and risk: Transforming the structure of social 
exchange. Social P::.ychology Quarterly, 57, 163-176. 

244 



Montes, F., Jover, A., & Fernandez, L. (2003).Factors affecting the relationship 
between total quality management and organisational performance.Jnternalional 
Journal of Qualily & Reliabilily Management, 20(2), 189-209. 

Moore, G. E. (2004). Principia ethica. Mineola, NY: Dover Publications. (Original 
work published 1903). 

Moorman, R. H. (1993). The influence of cognitive and affective based affective job 
satisfaction measures on the relationship between satisfaction and organizational 
citizenship behav ior. Human Relations, 46, 756-776. 

Moorman, R. H., Blakely, G. L., &Niehoft: 8. P. ( 1998). Does perceived 
organizational support mediate the relationship between procedural justice and 
organizational citizenship behavior? Academy of Management Journal, 41, 351-
357. 

Moreland, R. L., Levine, J.M., & McMinn, J. G. (2001 ). Self-categorization and 
work group socialization. Social identity processes in organizational contexts, 
87-100. 

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship 
marketing. The journal of marketing, 20-38. 

Morris, T., Lydka, H., & O'Creevy, M. F. (1993). Can commitment be managed? A 
longitudinal analysis of employee commitment and human resource 
policies. Human Resource Management Journal, 3(3), 21-42. 

Mostafa, A. M. S., & Gould-Williams, J. S. (2014). Testing the mediation effect of 
person-organization fit on the relationship between high performance HR 
practices and employee outcomes in the Egyptian public sector. The 
International .Journal of Human Resource Management, 25(2), 276-292. 

Mottaz, C. J. (I 988). Determinants of organizational commitment.Human Relations, 
41, 467-482. 

Mowday, R., Steers, R., & Porter, L. (1979). The measurement of organizational 
commitment.Journal o.l Vocational Behavior, 14, 224-247. 

Mukherjee, A., &Malhotra, N. (2006). Does role clarity explain employee-perceived 
service quality? A study of antecedents and consequences in call centres, 
lnternationa!Journal of Service, 17(5), 444-473. 

Mueller, C. W., Finley, A., Iverson, R. D., & Price, J .. L. (1999).The effects of group 
racial composition on affective job satisfaction, organizational commitment, and 
career commitment. Work and Occupations, 26, 187-219. 

245 



Murray, N., Sujan, H., Hirt, E . R., & Sujan, M. (1990). The influence of mood on 
categorization: A cognitive flexibility interpretation . .Journal of Personality and 
Social Psychology, 59(3), 411. 

Muma, M., lravo, A. & Omondi., M. (2014). Effect of Training Needs Assessment 
on Employee Commitment in Public Universities: A Case Study of Jomo 
Kenyatta University of Agriculture and Technology. International Journal of 
Academic Research in Business and Social Sciences, 4(9), 233 - 250 

Nassazi, A. (2013). Effects of Training on Employee Performance: Evidence from 
Uganda .. Vaasan Ammattikorkeakoulu University of Applied Sciences 

Narver, J. C., & Slater, S. F. (I 990).The effect of a market orientation on business 
profitability.Journal 4 Marketing, 50(3), 20-35. 

Narteh, B. (2012). Internal marketing and employee commitment: Evidence from the 
Ghanaian banking industry. Journal of Financial Services Marketing, 17( 4), 284-
300. 

Naude, P., Desai, J., &Murphy, .J. (2003).ldentifying the determinants of internal 
marketing orientation. European Journal o_f Marketing, 3 7(9), 1205 - 1220. 

National Transfonnation Programme (2015). Retrieved from www.pemandu.gov.my 

National Transformation Programme (2016). Retrieved from www.pemandu.gov.my 

Neeru Malhotra, Avinandan Mukherjee, (2004) "The relative influence of 
organisational commitment and job satisfaction on service quality of 
customer-contact employees in banking call centres", .Journal of 
Services Marketing, Vol. 18 Issue: 3, pp.162-174. 

Nelson, D. L., & Quick, .J. C. (1991 ). Social support and newcomer adjustment in 
organizations: Attachment theory at work? .Journal <?f Organizational Behavior, 
12(6), 543-554. 

Ng, T. W. H., & Sorensen, K. L. (2008). Toward a Further Understanding of the 
relationshipsbetween perceptions of support and work attitudes: A meta 
analysis. Group & Organization Management, 33(3), 243-268. 

Ngo, L. V., &Mathies, C. (201 O).Ajjective job sati~faction as a mediator of the 
effects of psychological climate perceptions on job performance in service firms. 
Paper presented at ANZMAC. 

Ninth Malaysia plan (2006- 201 O).Statistical report. Retrieved from 
http://epu.gov .my 

246 



Noor Hazilah, A. M., &Phang, S. N. (2007).Patient satisfaction as an indicator of 
service quality in Malaysian public hospitals.Proc. of 10th QMOD, 26(11 ). 

Noe, R. A., & Wilk, S. L. (l 993). Investigation of the factors that influence 
employees" participation in development activities. Journal of Applied 
Psychology, 78(2), 291-302. 

Oly Ndubisi, N. (2007). Relationship marketing and customer loyalty. Marketing 
intelligence & planning, 25(1 ), 98- I 06. 

O ' Neil, M., & Palmer, A. (2004). Importance-performance analysis: a useful tool for 
directing continuous quality improvements in higher educalion. Quality 
Assurance in Education, 12( 1 ), 39-52. 

O'Neil, MNunkoo, R. (2016). Toward a more comprehensive use of social exchange 
theory to study residents' attitudes to tourism. Procedia Economics and 
Finance, 39, 588-596.. A., & Palmer, A. (2004). lmportance-perfonnance 
analysis: A useful tool for directing continuous improvement in higher education. 
Quality Assurance Education, 12(] ), 39-52. 

Oatley, K., & Jenkins, .I. M. (1996).Understanding emotions. Oxford: Black Well. 

OECD E-Task Force (2003), "The Case for E-government: Excerpts from the OECD 
Report ' The E-government Imperative'", OECD Journal on Budgeting, 3(1 ), pp. 
61 -92. 

Ok, A. B., & Vandenberghe, C. (2016). Organizational and career-oriented 
commitment and employee development behaviors. Journal of Managerial 
Psychology, 31(5), 930-945. 

Oliver, L. R. (1997). Satisfaction a behavioral perspective on lhe consumer. New 
York: The McGraw-Hill Companies, Inc. 

Olivia, F. L., James A. T., &Javalgi, R. (2010). Goal orientation and organizational 
commitment: Individual difference predictors of job performance. International 
JournalofOrganizaliona!Analysis, 18(1), 129- 15. 

Omar, M. W. (2009). The mediating effect of cognitive and affective job satisfaction 
on customer loyalty. International Journal of Management Innovation Systems, 
1(2). 

Omidi far, R. (2013 ). Leadership style, organizat ional commitment and affective j ob 
satisfaction: A case study on high school principals in Tehran, Iran. American 
Journal o_fHumanities and Social Sciences, 1(4), 263-267. 

Omilion-Hodges, L. M., & Baker, C. R. (2014). Everyday talk and convincing 
conversations: 

247 



Utilizing strategic internal communication. Business Horizons, 57(3), 435-445. 

Owoyemi, 0. A., Oyelere, M., & Elegbede, T. (2011). Enhancing employees' 
commitment to organisation through training. International Journal of 
Business and Management, 6(7), 280-286. 

Ozretic Dosen, D., & Skare, V. (2004). Delivering Services via Internet: New 
Distribution Channel for Traditional Services. Zagreb International Review of 
Economics & Business, (I), 141-148. 

Ortiz, D. C. (20 I 0).Organizational commitment & its antecedents: Empirical 
evidence from a developing country. 

Pack, S. M., Jordan, l S., Turner, B. A., & Haines, D. (2007). Perceived 
organizational support and service employeeatisfaction and 
retention.Recreational Sports Journals, 3 I, 95-106. 

Ruiz-Palomino, P., & Martinez-Canas, R. (20 I 4). Ethical culture, ethical intent, and 
organizational citizenship behavior: The moderating and mediating role of 
person-organization fit. Journal of Business Ethics, 120( I), 95-108. 

Panigyrakis, G. G., & Theodoridis, P. K. (2007). Market orientation and 
performance: An empirical investigation in the retail industry in Greece. Journal 
of Retailing and Consumer Services, 14(2), 137-149. 

Paek, S., Schuckert, M., Kim, T. T., & Lee, G. (2015). Why is hospitality 
employees' psychological capital important? The effects of psychological capital 
on work engagement and employee morale. International journal of hospitality 
manaJ?ement, 50, 9-26. 

Pallant, J. (2013). SPSS survival manual a step by step guide to data analysis using 
IBM SPSS (1st ed.). McGraw-Hill Education. 

Parris, M. A. (2003). Work teams: Perceptions of a readymade support system? 
Employee Responsibilities and Rights Journal, 15, 71- 83. 

Parker, B. (1998). Globalization: Managing across boundaries. London: Sage. 

Paraskevas, A. (200 I). Internal service encounters in hotels: an empirical 
study. international Journal of Contempormy Ho~pitality Management, I 3(6), 
285-292. 

Parasuraman, A., Berry, L. L., & Zeithaml, V. A. ( 1993). More on improving service 
quality measurement. Journal of retailing, 69(1), 140-147. 

248 



Paulsson, G. (2006), "Accrual Accounting in the Public Sector: Experiences from the 
Central Government in Sweden", Financial Accountability and Management, 
22(1), pp. 47-62. 

Pearce, J. L., & Porter, L. W. (1986). Employee responses to formal performance 
appraisal feedback. Journal of Applied Aychology, 7 1 (2), 2 1 I. 

Peccei, R., & Rosenthal, P. (1997). The antecedent of service employee commitment 
to customer service: Evidence from a UK service context. international Journal 
()lHuman Resource Management, 8(1 ), 66-86. 

Peltier, J. W ., &Scovotti, C. (2005). Relationship marketing and disadvantaged health 
care segments. Health Marketing Quarterly, 22(2), 69-90. 

Penner, L.A., & Finkelstein, M.A. (1 998). Dispos itional and structural determinants 
of volunteerism. Journal of Personality and Socia) Psychology, 74, 525-537 

Pepe, M. (20 I 0).The impact of extrinsic motivational dissatifiers on employee level 
of job satisfaction and commitment resu lting in the intent to turnover.Journal of 
Business and Economic Research, 8(9), 99-108. 

Peltier, .l. W., Schibrowsky, J. A., & Nill, A. (2013). A hierarchical model of the 
internal relationship marketing approach to nurse satisfaction and 
loyalty. European journal of marketing, 47(5/6), 899-916. 

Perugini, M., &Gallucci, M. (2001). Individual differences and social norms: The 
distinction between reciprocators and prosocials. European Journal of 
Personality, 15, I 9-35. 

Peters, Tom J. & Waterman, Robert H. (1982). In search of excellence - lessonsfrom 
America's best-run companies. London:HarperCollins Publishers. 

Peterson, R. A., & Wilson. W. R. (1992). Measuring customer satisfaction: Fact and 
artifact.Journal of the Academy cf Marketing Science, 20(1 ), 61-71. 

Piercy, N ., & Morgan, N. (l 991 ). Internal marketing- The missing half of the 
marketing programme. long range planning, 24(2), 82-93. 

Piercy, N. F., Harris, L. C., & Lane, N. (2002).Market orientation and retail 
operatives' expectations.Journal o_f Business Research, 55( 4), 261-273. 

Plutchik, R. ( 1980). Emotion: A psychoevolutionary .,ynthesis. New York: Harper & 
Row. 

Podsakoff, P. M., MacKenzie, S. B., Moonnan, R. H., & Fetter, R. 
(1990).Transformational leader behaviors and their effects on followers' trust in 

249 



leader, satisfaction, and organizational citizenship behaviour. The Leadership 
Quarterly, 1(2), I 07- 142. 

Podsakoff, P. M., MacKenzie, S. B., Paine, J. B., &Bachrach, D. G. (2000) . 
Organizational citizenship behaviors : A critical review of the theoretical and 
empirical literature and suggestions for future research. Journal of Management, 
26(3), 513-563. 

Po11al Rasmi M.AivlPU (2016). http://www.mampu.gov.my/ms/ 

Po11al Rasmi l\lyGm ernment (2017) https://www.malaysia .gov.my/public/cms/ 

Porter, L. W., & Steers, R. M. (1973). Organizational , work, and personal factors in 
employee turnover and absenteeism. P~ychological bulletin, 80(2), 151. 

Porter, L. W., Steers, R. M., Mowday, R. T., & Boulian, P. V. (1974). Organizational 
commitment, job satisfaction, and turnover among psychiatric 
technicians. Journal of applied psychology, 59(5), 603. 

Price, J. L., & Mueller, C. W. (1986).Handbook of organizational measurement. 
Cambridge, MA: Ballinger. 

Preacher, K. J., & Hayes, A. F. (2004). SPSS and SAS procedures for estimating 
indirect effects in simple mediation models. Behavior Research Methods, 
Instruments, & Computers, 36(4), 717-731. 

Public Bureau Complaint (1999-2017). Complaint statistical report. Retrieved from 
http://pcb.gov.my 

Punjaisri, K., Wilson, A., & Evanschitzky, H. (2008). Exploring the influences of 
internal branding on employees' brand promise delivery: Implications for 
strengthening customer-brand relationships. Journal of Relationship 
Marketing, 7(4), 407-424. 

Pynes, Joan E. 2009. Human Resources Management for Public and N onprofit 
Organi- zations: A Strategic Approach. San Francisco: Joss 

Quester, P. G., & Kelly, A. (1999). Internal marketing practices in the Australian 
financial sector: an exploratory study. Journal of Applied Management 
Studies, 8(2), 217. 

Rancangan Malaysia Kesmbilan (20 I 6). http://www.epu.gov .my/ms/rmk/rancangan­
malaysia-kesembilan 

Rancangan Malaysia Kesebelas (2016). http://www.epu.gov.my/ms/rmk/rancangan­
malaysia-kesebelas-2016-2020 

250 



Rafferty, A. E., & Griffin, M.A. (2004). Dimensions of transformational leadership: 
Conceptual and empirical extensions. The Leadership Quarterly, 15(3), 329- 354. 

Ramayah, T., Lee, J. W. C., & Mohamad, 0. (2010). Green product purchase 
intention: Some insights from a developing country. Resources, Conservation 
and Recycling, 54( 12), 1419-1427. 

Reinartz, W., Haenlein, M., & Henseler, J. (2009). An empirical comparison of the 
efficacy of covariance-based and variance-based SEM. International Journal of 
Research in Marketing, 26( 4), 332-344. 
http://doi.org/l 0.10 l 6/j.ijresmar.2009.08.00 I. 

Rem I er, D. K., & Ryzin, G. G. Van.(2015). Research method~ in practice:Strategies 
for description and causation (2nd ed.). Califomia,London,New Delhi: Sage. 

Riaz, W., Ali, A., Memoona, S. I., & Iqbal, M. Mediating Role of Organizational 
Commitment in the Relationship of Attitudinal Aspects and Employees' 
Turnover Intentions: A Theoretical Framework. 

Ringle, C. M. (2005). SmartPLS 2.0 (M3). http://www. smartpls. de. 

Richins, M. L. (1997). Measuring emotions in consumption experience.Journal of 
Consumer Research, 24. 

Riillo, G. M. C. A. F. (2014). Standards and innovation in manufacturing and 
services: The case of ISO 9000. International Journal of Quality & Reliability 
Management, 31(4),435-454 

Rhoades, L., & Eisenberger, R. (2002). Perceived organizational support: a review of 
the literature. 

Robinson SL, Morrison EW. I 995. Organizational citizenship behavior: a 
psychological contract perspective. Journal of Organizational Behavior 16: 289-
298. 

Robertson, M. & O ' Malley Hammersley, G. (2000). Knowledge management 
practices within a knowledge-intensive firm: The significance of the people 
management dimension, Journal of European Industrial Training, 24, 241-253. 

Robertson, P. J., Lo, C. W. H., & Tang, S. Y. (2007). Money, mission, or match: 
Antecedents of commitment among public employees in China. Administration 
& Society, 39( I), 3-24. 

Roderick, L. J .. , & Rubin, D. B. (2002). Statistical analysis with missing data. 
Wiley, New York. (2nd ed.). New Jersey: Wiley. 

251 



Roest, H., & Pieters, R. (1997). The nomological net of perceived service 
quality. International Journal q[Service lndust,y Management, 8( 4), 336-351. 

Roehl, W. S., & Swerdlow, S. ( 1999). Training and its impact on organizational 
commitment among lodging employees. Journal of Hospitality & Tourism 
Research, 23(2), 176-194. 

Romzek, B. S. (1990). Employee investment and commitment: The ties that bind. 
Public Administration Review, 50, 374-382. 

Rose, C.. Kumar, R., & Pak, G. (2009).The effect of organizational learning on 
organizational commitment, affective job satisfaction and work performance. The 
Journal qf Applied Business Research, 25(6). 

Roscoe, J. T. (1975). Fundamental research statistics for the behavioral sciences. 
Book, Holt, Rinehart and Winston New York. 

Rousseau, V., Salek, S., Aube, C., & Morin, E. M. (2009). Distributive justice, 
procedural justice, and psychological distress: the moderating effect of coworker 
support and work autonomy. Journal qf Occupational Health Psychology, 14(3), 
305. 

Rousseau, V., &Aube, C. (2010). Social support at work and affective commitment 
to the organization: the moderating effect of job resource adequacy and ambient 
conditionsJournaL Social Aychology, 150( 4 ), 321-340. 

Rousseau, D. M., &Schalk, R. (2000). Psychological contracts in employment: 
Cross-national per5pectives. Thousand Oaks, CA: Sage. 

Rosli, M. M., & Mahmood, R. (2015). Moderating effects of human resource 
management practices and entrepreneur training on Innovation and small­
medium firm perfonnance. Journal of Management and Strategy, 4(2), 60-69. 

Ruck, K., & Welch, M. (2012). Valuing internal communication; management and 
employee perspectives. Public Relations Review, 38(2), 294- 302 

Ruizalbaa, J. L., Miguel, G. B. G., Rodriguez-Molinab, A., Blanca, M. J. (2014). 
Internal marketing practices: An empirical research in hotel sector. International 
Journal of Hospitality Management, 38, 11-19. 

Rusbult, C. E., Farrell, D., Rogers, G., &Mainous, A. G. IIJ. (I 988). Impact of 
exchange variables on exit, voice, loyalty, and neglect: An integrative model of 
responses to declining affective job satisfaction. Academy of Management 
Journal, 31, 599-627. 

Ruekert, R. W. (l 992). Developing a market orientation: an organizational strategy 
perspective. International journal of research in marketing, 9(3), 225-245. 

252 



Ryynanen, H., Jalkala, A., & Salminen, R. T. (2013). Supplier's internal 
communication network during the project sales process. Project Management 
Journal, 44(3), 5-20. 

Sadeghloo, M., Nodeh, Z. H., & Rajabloo, R. (2014). The relationship between 
internal marketing and organizational commitment in Golestan's sports and youth 
offices. 

Sahlins, M. ( 1972). Stone age economics. New York: Aldine. 

Sadaf Z., Amna, l. & Hummayoun, N. (2014). Employee Training and Its Effect on 
Employees' Job Motivation and Commitment: Developing and Proposing a 
Conceptual Model. IOSR Journal of Business and Management, 16(9), 60-68 

Saks, A. M. (2006). Antecedents and consequences of employee 
engagement. Journal of managerial psychology, 2 J (7), 600-619. 

Sauders, M., Lewis, P., & Thornhill, A. (2003). Research Method for Business 
Student (3rd ed.). New York: Prentice Hall. 

Saunders, M., Lewis, P., & Thornhill, A. (2009). Research Methods for Business 
Students. Business (5th ed.). Pearson Education Limited. Retrieved from 
http://books.google.com/books?id=u-txtfaCFi EC&pgis= I 

EI-Sakka, N. (20 I 6). Social support and type a behavior pattern (TABP) as 
moderators between person-environment fit (PE fit) and turnover intention. The 
Business & Management Review, 7(2), l 53. 

Sahney, S., Banwet, D. K., &Karunes, S. (2008). An integrated framework of indices 
for quality management in education: A faculty perspective. The TQM Journal, 
20(5), 502-519. 

Salem, K. M. 0. (2013). The relationship between internal marketing orientation and 
service employee affective job satisfaction in public sector. International Journal 
of Learning &Development, 3(5). 

Sandhu, M. S., Jain, K. K., & Ahmad, I. U. K. (2011). Knowledge sharing among 
public sector service employees: Evidence from Malaysia. international Journal 
of Public Sector Management, 24(3 ),206-226. 

Sangeetha, J ., &Mahalingam, S. (2011 ). Service quality models in banking: A 
review. International .Journal of Islamic and Middle Eastern Finance and 
Management, 4(1), 83-103. 

Santos, A., and Stuart, M. (2003). Employee Perception and their Influence on 
Training Effectiveness. Human Resource Management Journal, 13 ( 1 ), 27-56. 

253 



-

Scherbaum, C., & Shockley, K. (20 I 5). Analysing quantitative data. Sage 
Publication Ltd. 

Schafer, J. L., & Graham, J. W. (2002). Missing data: Our view of the state of the 
art. Aychological Methods, 7(2), 147- 177. http ://doi .org/1 0.I 037/ 1082-
989X.7.2. l47 

Schneider, B. ( 1987).Personnel Psychology, 40(3), 437-453. 

Schneider, B., & Bowen, D. ( 1985). Employee and customer perceptions of service 
in banks: Replication and extension. Journal of Applied Psychology, 70, 423-
433. 

Scott, S. G., & Bruce, R. A. (1994), Dete rminants of innovative behavior: A path 
model of individual innovation in the workplace. Academy of Management 
Journal, 38, 1442- 1465. 

Sekaran, U. (2006). Research methods for business: A skill building approach. 
Book, John Wiley & Sons. 

Sekaran, U. &Bougie, R. (20 I O).Research Methods for Business: A Skill Building 
Approach (fifth ed.) : UK: John Wiley & Sons. 

Self, T. T. (2017). The Impact of Coworker Support and Organizational 
Embeddedness on Turnover lntention among Restaurant Employees. 

Sergeant, A., &Ferrel, S. (2000). When do customer contact service employees 
satisfy customers?Journal of Service Research, 3, 18-34. 

Settoon, R. P., Bennett, N., & Liden, R. C. (1996). Social exchange in organizations: 
Perceived organizational support, leader- member exchange, and employee 
reciprocity. Journal of applied psychology, 81(3), 2 19. 

Sharon Ruvimbo Terera & Hlanganipai Ngirand (20 I 4). The Impact of Training on 
Employee Job Satisfaction and Retention among Administrative Staff 
Members:A Case of a Selected Tertiary Institution . J Soc Sci, 39( I): 43-50. 

Sharma, J., & Dhar, R. L. (2016). Factors influencing job performance of nursing 
staff: mediating role of affective commitment. Personnel Review, 45(1 ), 161-
182. 

Kingshott, R. P. (2006). Internal service quality as a driver of employee satisfaction, 
commitment and performance: Exploring the focal role of employee well-
being. Journal of Service Management, 27(5), 773-797. 

S harmila .Jayasingam, Muhiniswari Govindasamy, Sharan Kaur Garib Singh, (201 6) 
"Insti lling affective commitment: insights on what makes knowledge workers 
want tostay", Management Research Review, Vol. 39 Issue: 3, pp.266-288, 

254 



Sharifuddin, Z. (1998/1999). Public sector service quality: An empirical study in 
road transport department of Malaysia. JNTAN Management Journal, 4(1 ), 70-
92. 

Sharifuddin, Z. (1999a). Public sector service quality: An empirical study in the road 
transport department of Malaysia. Malaysian Management Review. 

Sharifuddin, Z. (1999b). Public sector service quality: AN empirical study in the 
road transport department of Malaysia. Jurna/Produktiviti, 17, 93-114. 

Sherony, K. M., & Green, S. G. (2002).Coworkers exchange: Relationship between 
coworkers, leader-member exchange, and worlk. attitudes. Journal o_fApplied 
Psychology, 87(3), 542-548. 

Shore, L. M., Tetrick, L. E., Lynch, P., & Barksdale, K. (2006). Social and economic 
exchange: Construct development and validation. Journal of Applied Social 
Psychology, 36(4), 837-867. 

Shore, L. M., Barksdale, K., & Shore, T. H. (1995). Managerial perceptions of 
employee 

commitment to the organization. The Academy of Management Journal, 38(6), 
I 593-

1615. 

Siddique, N. A. (2006), Public Management reform in Malaysia, Recent Initiative 
Experience, International Journal of Public Sector, 19(4), 339-358. Australia. 

Sierra, J. J., & McQuitty, S. (2005). Service providers and customers: social 
exchange theory and service loyalty. Journal o_fServices Marketing, 19(6), 392-
400. 

S iebern-Thomas, F. (2005). Job quality in European labour markets. In Job quality 
and employer behaviour (pp. 31-66). Palgrave Macmillan, London. 

Sim, K. C., &Idrus, R. M. (2004). A study of quality assurance practices in the 
UniversitiSains Malaysia (USM). Turkish Online Journal of Distance Education, 
5(1), 1-9. 

Simon, L. S., Judge, T. A., & Halvorsen-Ganepola, M. D. (2010). In good company? 
A multi-study, multi-level investigation of the effects of coworker relationships 
on employee well-being. Journal of Vocational Behavior, 76(3), 534-546. 

Simosi, M. (2012). Disentangling organizational support construct: The role of 
different sources of support to newcomers' training transfer and organizational 
commitment. Personnel Review, 41(3), 301-320. 

255 



SinarHarian (2015). Public servants in Selangor as being lazy and failing to provide 
the best services. Retrieved from ("Public servants in Selangor as being lazy and 
failing to provide the best services," 2015). 

SinarHarian (2015) discussing that 50,000 public sector service employees are not 
perform. Retrieved from http://sinarharian.com.my 

Singh, A. (2016). What can the private sector offer Jndian education? 
http://www.ideasforindia.in/ Article.aspx?article id= 1521 

Slatten, T. (2008). Antecedents and effects of affective job satisfaction on service 
employee-perceived service quality. Managing Service Quality, 18(4), 370 
87. 

Slatten, T. (2009).The effect of managerial practice on service employee-perceived 
service quality.Managing Service Quality: An International Journal, 19(4), 431 -
455. 

Sloan, M. M. (2013). Unfair treatment in the workplace and worker well-being: The 
role of coworker support in a service work environment. Work and Occupations, 
39(1), 3-34. 

Solnet, D. (2006). Introducing employee social identification to customer satisfaction 
research: A hote l industry study. Managing Service Quality: An international 
Journal, 16(6), 575 - 594. 

Smith, R. C., Dwamena, F. C., Grover, M., Coffey, J., & Frankel, R. M. (2011). 
Behaviorally defined patient-centered communication- a narrative review of the 
literature. Journal ofgeneral internal medicine, 26(2), 185-191. 

Smith, J. D., Mauricio, A., & Stormshak, E. A. (20 15). Assessment-driven 
intervention for youth and families in community service delivery systems. 
In Assessing Children in the Urban Community (pp. 52-65). Taylor and Francis 
Inc. 

Smidts, A., Pruyn, A. T. H., & Van Riel, C. B. (2001). The impact of employee 
communication and perceived external prestige on organizational 
identification. Academy of Management journal, 44(5), I 05 l- l 062. 

Spector, P., (1992). Summated rating scales construct: Sage university papers series: 
Quantitative applications in the social science. (Michael S. Lewis-Beck, Ed.). 
Sara Miller McCune, Sage Publication. 

Stinglhamber, F., &Vandenberghe, C. (2003). Organizations and supervisors as 
sources of support and targets of commitment: A longitudinal study. Journal of 
Organizational Behavior, 24, 251-270. 

256 



Straughan, R. D., & Cooper, M. J. (2002). Managing internal markets: a conceptual 
framework adapted from SERVQUAL. Marketing Review, 2(3), 253-265. 

Stauss Bernd. Schulze Horst S. Internes Marketing. Marketing ZFP 1990; 3: 149-
158. 

Strauss, 8., Neuhaus, P. (1997). The qualitative satisfaction model.International 
Journal of Services industry Management, 9(2), 69-88. 

Sulaiman, Y ., Othman, A. R., Perumal, S., &Hashim, N. A. (20 13).The relationship 
between the different aspects of internal marketing practices and affective 
commitment within Malaysia childcare sector.Journal of Marketing 
Management, 1 (I), 13-21. 

Sulaiman, Y., Othman, A. R., Perumal, S., &Hashim, N. A. (2013). The effect of 
internal marketing practices on service employee affective job satisfaction: A 
study of Malaysian childcare centre. Review of Contempormy Business 
Research, 1(1 ), 25-34. 

Sunita, A. A., Barker, &Kandampully, J. (2007).An exploratory study of service 
quality in the Malaysian public service sector.international Journal of Quality & 
Reliability Management, 24(2), 177-190. 

Sureshchandar, G. S., Rajendran, C., &Anantharaman, R. N. (2002). The 
relationship between service quality and customer satisfaction: A factor 
approach. Journal of Services Marketing, 14(4), 363-379. 

Susskind, A. M., Borchgrevink, C. K., Kacmar, K. M., &Brymer, R. A. (2000). 
Customer service service employees' behavioral intentions and attitudes: An 
examination of construct validity and a path model. International Journal of 
Hospitality Management, 19( 1 ), 53-77. 

Susskind, A. M., Kacmar, K. M., &Borchgrevink, C. P. (2003). Customer service 
providers' attitudes relating to customer service and customer satisfaction in the 
customer-server exchange (CSX). Journal of Applied Psychology, 88(1 ), 179-
187. 

Susskind, A. M., Kacmar, M., Borchgrevink, C. P. (2007). How organizational 
standards and co-worker support improve restaurant service. Food and Beverage 
Management, 48(4), 370-379. 

Sommer, S. M., Bae, S. H., & Luthans, F. (1996). Organizational commitment across 
cultures: The impact of antecedents on Korean employees. Human 
Relations, 49(7), 977-993. 

257 



Quinlan, M., & Bohle, P. (2009). Overstretched and unreciprocated commitment: 
reviewing research on the occupational health and safety effects of downsizing 
and job insecurity. International Journal of Health Services, 39( I), 1-44. 

Chen, Z., Sun, H., Lam, W., Hu, Q., Huo, Y., & Zhong, J. A. (2012). Chinese hotel 
employees in the smiling masks: Roles of job satisfaction, burnout, and 
supervisory support in relationships between emotional labor and 
performance. The International Journal of Human Resource Management, 23(4), 
826-845. 

T. Brad Harris, Wonjoon Chung, Holly M. Hutchins, Dan S. Chiaburu, (2014) "Do 
trainer style and learner orientation predict training outcomes?", Journal of 
Workplace Learning, Vol. 26 Issue: 5, pp.331-344 

Taap, M.A., Chong, S. C., Kumar, M., & Fong, T. K. (2011).Measuring service 
quality of conventional and Islamic banks: A comparative analysis.International 
Journal o,f Quality & Reliability Managemenl, 28(8), 822-840. 

Tabachnick, B. G., & Fidell, L. S. (2007). Using multivariate statislics. Using 
multivariate stat1st1cs (5th ed.). New York: Pearson. 
http://doi.org/10.1037/022267. 

Taylor, S. A., & Baker, T. L. (1994). An assessment of the re lationship between 
service quality and customer satisfaction in the formation of consumers' purchase 
intentions. Journal of retailing, 70(2), 163-178. 

Teck-Hong, T., & Yong-Kean, L. (2012). Organizational commitment as a 
moderator of the effect of training on service performance: An empirical study of 
small- to medium-sized enterprises in Malaysia. International Journal of 
Management, 29, 65- 76 

Tekleab, A.G., & Chiaburu, D.S. (2011 ). Social exchange: Empirical examination 
of form and focus. Journal of Business Research, 64(5), 460-466. 

Tella, A., Ayeni, C. 0., & Popoola, S. 0. (2007). Work motivation, job satisfaction, 
and organisational commitment of library personnel in academic and research 
libraries in Oyo State, Nigeria. Library Philosophy and Practice (e-journal), 118. 

Tenenhaus, M., Vinzi, V. E., Chatelin, Y. M., & Lauro, C. (2005). PLS path 
modeling. Computational Statistics and Data Analysis, 48(1 ), I 59-205. 
http://doi.org/10.10 I 6/j.csda.2004.03.005 

Terje Slatten, (2008) "Antecedents and effects of emotional 
employee-perceived service quality", Managing Service 
International Journal, Vol. I 8 Issue: 4, 
https://doi.org/10.1108/096045208108856 I 7 

258 

satisfaction on 
Quality: An 

pp.370-386, 



l'erje Slatten, (2009) "The effect of managerial practice on employee-perceived 
service quality: The role of emotional satisfaction", Managing Service Quality: 
An International Journal, Vol. 19 Issue: 4, pp.431 -455, 
https://doi.org/10.1108/09604520910971548 

Terera SR, Ngirande H 2014. The impact of rewards on job satisfaction and 
employee retention. Mediterranean .Journal of Social Sciences, 5( I): 481-487 

Testa, M.R. (2001). Organizational Commitment, Job Satisfaction and Effort in the 
Service Environment. Journal of Psychology, 135(2), pp. 226-236. 

Thang, N. N. (2009). Human resource training, organisational strategy and firm 
performance in emerging economies: the case of Vietnam 

Thau, S., Aquino, K., & Poortvliet, P. M. (2007). Self-defeating behaviors in 
organizations: The relationship between thwarted belonging and interpersonal 
work behaviors. Journal of Applied Psychology, 92(3), 840. 

Thibault, J. W., & Kelley, H. H. (1959). The social psychology of groups. New 
York: John Wiley. 

Thomas, J. L., Bliese, P. D., &Jex, S. M. (2005). Interpersonal conflict and 
organizational commitment: Examining two levels of supervisory support as 
multilevel moderators. Journal of Applied Social Psychology, 35, 2375-2398. 

Thoits, P.A. (2011) Mechanisms linking social ties and support to physical and 
mental health. Journal of Health and Social Behavior, 52,2, 145-61. 

Ting, S. C. (2011 ). The effect of internal marketing on organizational commitment: 
job involvement and job satisfaction as mediators. Educational Administration 
Quarterly, 47(2), 353-382. 

Ting, Y. (1997). Determinants of affective job satisfaction of federal government 
service employees. Public Personnel Management, 26(3), 313-335. 

Tinnila, M. (2013). Efficient service production: Service factories m banking. 
Business Process Management Journal, 19( 4 ), 648-661. 

Tom, B., &Kirmani, A. (1999).The influence of pre-encounter affect on satisfaction 
with anxiety-provoking encounters.Journal of Service Research, 1, 333-346. 

Tosi, H. L., &Mero, N. P. (2003).The fundamental of organizational behaviour: 
What managers need to know.Malden, MA: Blackwell. 

Tortosa, V., Moliner, M. A., & Sanchez, J. (2009).Jntemal marketing practices and 
its influence on organizational performance.European Journal of Marketing, 
43( I I /12), 1435-1456. 

259 



Tsai, Y.-F., & Tang, T.-W. (2008). How to improve service quality: Internal 
marketing as a determining factor. Total Quality Management, 19(11), 11. 

Trivellas, P ., & Santouridis, I. (2016). Job satisfaction as a mediator of the 
relationship between service quality and organisational commitment in higher 
education. An empirical study of faculty and administration staff. Total Quality 
Management & Business Excellence, 27(1-2), 169-183. 

Tsui, A. S., & Wang, D. X. (2002). Employment relationships from the employer' s 
perspective: Current research and future directions. In C. L. Cooper & I. T. 
Robertson (Eds.), International review <?f industrial and organizational 
psychology (pp. 77-114). Chichester, UK: Wiley. 

Uhl-Bien, M., &Maslyn, .I. 
relationships: Components, 
Management, 29, 511-532. 

(2003). Reciprocity 
configurations, and 

in manager-subordinate 
outcomes. Journal of 

Unzicker, D., Clow, K. E., &Babakus, E. (2000).The role of organizational 
communications on service employee perceptions of a firm.Journal of 
Prc?fessional Services Marketing, 21(2). 

Uppal, N., Mishra, S. K., & Vohra, N. (2014). Prior related work experience and job 
performance: Role of personality. international Journal of Selection and 
Assessment, 22(1 ), 39-5 I. 

Urbach, N ., & Ahlemann, F. (20 I 0). Structural equation modeling in information 
systems research using partial least squares. Journal of information Technology 
Theory and Application, 11(2), 5-40. Retrieved from http://iris.ebs.edu.sci­
hub.org/accessdb/WWW /iris _pub_ web.nsf/wwwPublAuthorSingleEng/ A58520 
D5E3C484DCCl257C50007F8697/$file/Urbach et al. 2010 Structural Equation 
Modeling in IS Research Using PLS.pdf 

Utusan Malaysia (2017). http://www.utusan.com.my/berita/nasional/tak-sesuai-kerja-
6-jam- l.379318 

Van Beuningen, J., de Ruyter, K., Wetzels, M., & Streukens, S. (2009). Customer 
self-efficacy in technology-based self-service. Journal of Service Research, 
11(4), 407-428. http://doi .org/ l 0. 1177/ 1094670509333237. 

Van Knippenberg, D., & Sleebos, E. (2006). Organizational identification versus 
organizational commitment: self-definition, social exchange, and job 
attitudes. Journal of organizational Behavior, 2 7(5), 571-584. 

Varey, R. J. (200 I). Internal marketing communication. Marketing communication. 

Varey, R. J., & Lewis, B. R. (1999). A broadened conception of internal 
marketing. European Journal of Marketing, 33(9/10), 926-944. 

260 



Vaus, D. A. d. (200 I). Research design in social research. Sage Publications. 

Viswesvaran, C., Deshpande, S. P., & Joseph, J. (1998).Affective job satisfaction as 
a function of top management support for ethical behavior.Journal of Business 
Ethics, 17(4). 

Vogus, T. J., & McClelland, L. E.(2016). When the customer is the patient: Lessons 
from healthcare research on patient satisfaction and service quality 
ratings. Human Resource Management Review, 26(1), 37-49. 

Voorhees, C. M., Brady, M. K., Calantone, R., & Ramirez, E. (2016). Discriminant 
validity testing in marketing: an analysis, causes for concern, and proposed 
remedies . .Journal of the Academy of Marketing Science, 44(1 ), 119-134. 

Wainaina, J. K., Kipchumba, S., &Kombo, H. (2014). A study effect of co-worker 
and student-teacher relationship on teachers' organizational commitment in 
public secondary aschools: A case of Nakuru North district Kenya. International 
Journal o_fEducation and Research, 2(2). 

Wallace, J. E. (1995). Organizational and professional commitment in professional 
and nonprofessional organizations.Administrative Science Quarterly, 40, 228-
255. 

Wang, D., Tsui, A. S., Zhang, Y., & Ma, L. (2003). Employment relationships and 
firm perfonnance: Evidence from an emerging economy. Journal o.f 
Organizational Behavior, 24, 511-534. 

Wang, N., & Hagedoorn, J. (2014). The lag structure of the relationship between 
patenting and internal R&D revisited. Research Policy, 43(8), 1275-1285. 

Wang, S., & Yi, X. (2011). It's happiness that counts: Full mediating effect of job 
satisfaction on the linkage from LMX to turnover intention in Chinese 
companies. International Journal of leadership Studies, 6(3), 337-356. 

Wan Zahari, W. Y., Maziah, I. & Newell, G. FM-SERVQUAL: A new approach of 
service quality measurement framework in local authorities. Journal of 
Corporate Real Estate, 10 (2), 130-144. 

Watson, G. &Papamarcos, S. (2002). Social capital and organizational 
commitment.Journal o.f Business and Psychology, 16(4): 537-552. 

White, C., & Yu, Y. T. (2005). Satisfaction emotions and consumer behavioral 
intentions. Journal ofServices Marketing, 19(6), 41 I-420. 

Weatherly, K. A., & Tansik, D. A. (I 993). Tactics used by customer-contact 
workers: Effects of role stress, boundary spanning and control. international 
Journal <?f"Service industry Management, 4(3), 4-17. 

261 



Westbrook, R. A., & Oliver, R. L. (1991).The dimensionality of consumption 
emotion patterns and consumer satisfaction.Journal of Consumer Research, 18, 
84-91. 

Wildes, V.J., & Parks, S.C. (2005).Internal service quality.International .Journal of 
Hospitality and Tourism Administration, 6(2), 1-27. 

Williams, H. M., J. Rayner, and C. W. Allinson. 2012. "New Public Management 
and Organisational Commitment in the Public Sector: Testing a Mediation 
Model." International Journal of HR Management 23 ( 13): 2615-2629. 

Winning, A. M., Merandi, J.M., Lewe, D., Stepney, L., Liao, N. N., Fortney, C. A., 
& Gerhardt, C. A. (2017). The emotional impact of errors or adverse events on 
healthcare providers in the NJCU: The protective role of coworker 
support. Journal of Advanced Nursing. 

Winterton, J. (2004). Integrating work and learning. In: S. Reddy (ed.). Training and 
Development: T rends and Experiences. Hyderabad: Institute of Chartered 
Financial Analysts of India, pp. 16-38. 

Wirtz, J. ( l 993). A critical review of models in consumer satisfaction.Asian Journal 
of Marketing, 2(1 ), 7-22. 

Witt, C.A., & Steward (1996). Solicitor and customer care. The Service Industries 
Journal, 1 ( 6), 21 -34. 

Witt, L.A., Kacmar, K. M., & Andrews, M. C. (2001). The interactive effects of 
procedural justice and exchange ideology on supervisor-rated 
commitment. .Journal o,f Organizational Behavior, 22(5), 505-515. 

Witt, L. A. (1991 b). Exchange ideology as a moderator of job attitudes: 
Organizational citizenship behaviors relationships . .Journal <?[ Applied Social 
Aychology, 21, 1490-1501. 

Witt, L.A., & Wilson, J. W. (1990). Income sufficiency as a predictor of affective 
job satisfaction and organizational commitment: Dispositional 
differences . .Journal o,f Social Psychology, 130, 267-268. 

Wong, A. (2004). The role of affective job satisfaction in service encounters. 
Managing Service Quality.An International Journal, 14(5), 365 - 376. 

Woo, B., & Chelladurai, P. (2012). Dynamics of perceived support and work 
attitudes: The case of fitness club service employees. Human Resource 
Managemenl Research, 2( 1 ), 6-18. 

Woodman, R. W., Sawyer, J. E., & Griffin, R. W. (1993).Toward a theory of 
organizational creativity.Academy o,lManagement Review, I 8, 293-32 I. 

262 



Wolff, M. B., Gay, J. L., Wilson, M. G., DeJoy, D. M., & Vandenberg, R. J. (2016). 
Does Organizational and Coworker Support Moderate Diabetes Risk and Job 
Stress Among Employees?. American Journal of Health Promotion, 
08901171 I 6685802. 

Worsfold, P. ( 1999) . HRM, performance, commitment and service quality in the 
hotel industry.International .Journal of Contemporary Hospitality Management, 
11(7), 340-348. 

Yavas, U., Babakus, E., & Karatepe, 0. M. (2008). Attitudinal and behavioral 
consequences of work-family conflict and family-work conflict: does gender 
matter?. International .Journal of Service Industry Management, 19(1 ), 7-3 I. 

Yeh, Y. P. (2014). Exploring the impacts of employee advocacy on job satisfaction 
and organizational commitment: Case of Taiwanese airlines. Journal of Air 
Transport Management, 36, 94- I 00. 

Yoo, J., & Frankwick, G. L. (2013). Exploring the impact of social undermining on 
salesperson deviance: an integrated model. Journal of Personal Selling & Sales 
Management, 33( I), 79-90 

Yoon, M., Beatty, S., & Suh, J. (2001 ). The effect of work climate on critical 
employee and customer outcomes: An employee-level analysis. International 
Journal of Service Industry Management, I 2, 500-521. 

Yu, Y. T., & Dean, A. (2001 ).The contribution of affective job satisfaction to 
consumer loyalty.International .Journal c?f Service Industry Management, 12(3), 
234-250. 

Yu-Ting Huang Sharyn Rundle-Thiele (2015). A holistic management tool for 
measuring internal marketing activities. Journal of Services Marketing, 29(6/7). 

Zahay, D. L., & Peltier, J. (2008). Interactive strategy formation: Organizational and 
entrepreneurial factors related to effective customer information systems 
practices in B2B firms. Industrial Marketing Management, 37(2), 191-205. 

Zaim Hali!, Zaim, Selim (2007), "Measuring Employee Satisfaction in Small and 
Medium Sized Enterprises", 4th International Conference on Small and Medium 
Sized Enterprises, Athens, Greece 

Zampetakis, L. A., & Moustakis, V. (2007). Entrepreneurial behaviour in the Greek 
public sector. International Journal of Entrepreneurial Behavior & 
Research, 13( l ), I 9-38. 

Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1990).DeliverinJ? Quality Service. 
New York: The Free Press. 

263 



Zhang, L. F., You, L. M., Liu, K., Zheng, J., Fang. J. 8., Lu, M. M., ... & Wu, X. 
(2014). The association of Chinese hospital work environment with nurse 
burnout, job satisfaction, and intention to leave. Nursing outlook, 62(2), 128-I37. 

Zhao, X., Jr., J. G. L., & Chen, Q. (2010). Reconsidering Baron and Kenny: Myths 
and truths about mediation analysis. Journal of Consumer Research, 3 7(2), 197-
206. http://doi.org/l 0.1 086/65 1257 

Zhou, J., & George, .J. M. (200 I). When job dissatisfaction leads to creat1v1ty: 
Encouraging the expression of voice. Academy of Management Journal, 44(4), 
682-696. 

Zopiatis, A., Constanti, P., & Theocharous, A. L. (2014). Job involvement, 
commitment, satisfaction and turnover: Evidence from hotel employees in 
Cyprus. Tourism Management, 41, 129-140. 

Z ikmund, W. G., Babin, B. J., Carr, J.C., & Griffin, M. (2010).Business research 
methods (8th ed.). Mason, HO: Cengage Learning. 

264 



APPENDIX 

Table 2.2 

Summary ofpast study on commitment 

Authors Context Anal sis Antecedents Findin s 
Edward Shih-Tse Restaurant Self reported Social bonds, The findings 
Wang , (2014)," s industry questionnaire.LIS financial support the 

in Taiwan REL. N=400 bonds,structural hypothesis that 
bonds whereas social 

and financial 
bonds influence 
affective 
commitment, 
structural and 
financial 
bonds influence 
continuance 
commitment. 

Khaled Aladwan, Service Self reported HRM Practices The findings of 
Ramudu industries employee. SEM. the study offer 
Bhanugopan, in Jordan N=493 new perspectives 
Brian D'Netto on how HRM 
(2015) practices have 

direct and indirect 
effects on 
emQlo~ees' OC 

Yong-Ki Lee, Hotel Self Reported. service training, job satisfaction, 
Jung-Heon Nam, employees Structural service reward, the greater is the 
Dae-Hwan Park in Korean equation analysis. job role-prescribed 
and Kyung Ah N=530 satisfaction customer service 
Lee(2006) of employees. 

Tamer A. Awad Manufactu SEM Interpersonal The findings 
Suhaila E. ring N= l430 skills, revealed a 
Alhashemi, industry Communication, relationship 
(2012), bahrain Motives for between the 

communication, motives along 
Job satisfaction, with satisfaction 
Commitment, and commitment. 

Employees report 
a moderate 
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commitment with 
their coworkers as 
well as sueeriors .. 

Denis Chenevert Hospital in N=1843 Organization Analyses indicate 
, Canada canada sem support, physician that at high levels 
Christian support, coworker of passive 
Vandenberghe, support leadership, the 
Michel Tremblay relationship 
(2015) between 

support from 
organization and 
coworkers and 
commitment is 
less ositive 

Aisha Javeria, Higher Spss. N= l 70. Job satisfaction, Coworkers, 
Muhammad Education coworkers, workplace 
Rizwan ,Ali Pakistan workplace environment,emp 
Junaid environment, owerment, pay 
khan,Amjad empowerment, and promotion 
Hameed ,Qazi pay and have a significant 
Naeem,Muhamm promotion positive 
ad Subctageen relationship with 
(2013) job satisfaction. 
Pascal Pai I le Public N=228 SEM employee All the 
(2013) sector in (AMOS) attitudes, relationship is 

quebec behavior and supported 
motivation, 
helping, 
intention to quit, 
state government 
HRM 

Maria Simosi, Public N=251, SPSS organizational Findings showed 
(2012) Sector in support that all three 

Greek (perceived forms of 
organizational organizational 
support (POS)), support examined 
supervisory had independent 
support and direct effects 
(perceived on the dependent 
supervisory variables. Only 
support (PSS)) perceived peer 
and support did not 
colleague support add incrementally 
(perceived to the prediction 
colleague support of normative 
(PCS)) commitment 

when the other 
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----

two support 
sources entered 
the eguation .. 

John Kariuki School in 341 HRM practices The results 
Wainainal, Kenya indicate that 
Simon school 
K ipchumba2 and administrators 
Henry kombo and human 
(2014) resource 

management 
practitioners can 
enhance their 
employee 
organizational 
commitment by 
creating 
conducive work 
environment 

Hyun-Woo Restaurant SEM. N=479 Vision, Three internal 
Joung Ben K. USA development, marketing 
Goh Lynn rewards practices - vision, 
Huffman Jingxue development and 
Jessica Yuan rewards - were 
James Surles , good indicators 
(2015)," for predicting 

employee job 
satisfaction, and 
two internal 
marketing 
practices -
development 
and rewards 
intention. 

Joiner and Higher N=275 SEM personal Analysis of the 
Bakalis 2006 education, AMOS characteristics data shows that 

Australia (gender, marital personal 
status, family characteristic, 
responsibilities job-related 
and education), characteristics 
job-related (supervisor 
characteristics support, co-
(supervisor worker support, 
support, co- role 
worker support, clarity and 
role resource 
clarity and availability) 
resource all impac!._on 
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Table 2.4 

availability) and 
job involvement 
characteristics 

organizational 
commitment 

Past Studies on Internal Marketing Practices 

- - ------ ---------- -----
Author 
Mehdi 
Abzari 
,Hassan 
Ghorbani 
Alsadat 
Madani 
(20 I I) 

Ala'Eddin 
Mohamma 
dKhalaf 
Ahmad, 
Hussein 
Mohamma 
dAI-Borie 
(2012) 

Anupama 
Juliet.A 
(2015) 

Indust ' Analysis 
Hotel 
Iran 

m SEM.LISREL 

Education, 
Saudi 
Arabia 

Engineering 
Company , 
Chennai 

N=l29 

N=250, MRA 

N=48, SPSS 

Variables 
Internal marketing, 
Market orientation, 
Organizational 
commitment 

IM (appointment, 
training and 
development, 
organizational 
support, incentives 
and motivation, and 
retention policy), 
job satisfaction and 
organizational 
commitment 

Internal marketing,, 
Affective 
commitment, 
Continuance 
commitment and 
Normative 
Commitment. 
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Finding 
According to the obtained 
results of the 
questionnaire's data 
analysis, it has been 
determined that internal 
marketing affects 
organizational 
commitment directly and 
indirectly through market 
orientation. It means that 
factors of internal 
marketing influence 
market orientation directly 
and then market 
orientation affects 
organizational 
commitment. 

Internal marketing 
(selection and 
appointment, training and 
development, 
organizational support, 
incentives and motivation, 
and retention policy) had a 
positive effect on Saudi 
teaching hospitals 
physicians' job 
satisfaction, and 
organizational 
commitment. 
Analysis suggests that 
internal marketing has a 
significant influence on 
affective commitment 
levels, but internal 
marketing had no 
significant influence on 
nonnative commitment 



Ali Banking, 
Shaemi Iran 
Barzoki 
And Tohid 
Ghujali 

N=650, SPSS 

Achilleas 
Boukis, 
Spiros 
Gounaris 
(2014) 

Retail N=4 l 7,SEM 

Yu-Ting 
Huang! , 
Sharyn 
Rundle­
Thiele2 
(2015) 

industry UK 

Tourism 
Australia 

N=458,SEM 
AMOS 

IMP 

Employee 
organization fit, 
Employee­
supervisor fit, 
Internal market 
orientation, 
Patronage, 

Tourism, internal 
marketing 
(Training, Internal 
Communication, 
Internal Market 
research, employee 
satisfaction, 
cultural congruence 
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levels. The study further 
emphasizes that 
implementing internal 
marketing practices can 
have positive impact on 
the commitment levels of 
employees. 
The relationship between 
internal marketing and 
organizational 
commitment was tested in 
hypothesis two that 
obtained results reveal 
confirmation of significant 
impact of internal 
marketing on 
organizational 
commitment. 
This study contributes by 
suggesting IMO as a 
mechanism which can 
raise employees; fit with 
their organization and 
their supervisor. Another 
finding of this study lies 
on the role of IMO for 
positive employee­
outcomes such as higher 
patronage and motivation 
to report service 
complaints 
Recent calls have been 
made within the internal 
marketing literature for 
research that utilises the 
functions of internal 
marketing to better 
improve employee 
satisfaction ( e.g. Bell, et 
al., 2004; Broady-Preston 
& Steel, 2002). This 
research provides further 
empirical evidence 
identifying that high 
internal marketing 
practice is associated with 
high employee ·- ~ - - - - -



satisfaction, and 
ultimately improved 
organisational 

--------------------------~pe_r_fi_ormanc~ 
Hyun­
Woo 
Joung Ben 
K.Goh 
Lynn 
Huffman 
Jingxue 
Jessica 
Yuan 
James 
Surles 
(2015) 

Foodservice 
Industry 
USA 

N=447, SPSS internal marketing 
practices, employee 
job satisfaction, 
organizational 
commitment and 
turnover intention 

Three internal marketing 
practices v1s1on, 
development and rewards 
-were good 
indicators for predicting 
employee job satisfaction, 
and two internal 
marketing practices 
development 
and rewards - in addition 
to job satisfaction were 
significant predictors for 
employee organizational 
commitment. Finally, the 
findings indicated that job 
satisfaction and affective 
commitment had a 
significant impact on 
lowering employee 
turnover intention - -- -------------------------------

Table 2.5 
Past Studies of Training 

Authors 
J. Wesley S. 
Roehl 
Skip Swerdlow 
( 1999) 

Context 
Tourism USA 

Nature of study 
N=190 ,SPSS 
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Variables 
Training,satisfact 
ion, awareness of 
rules, morale, 
and perceived 
quality of 
management 

Findings 
Training is 
consequential to 
the 
success of 
franchise lodging 
organizations 
because it has not 
only a direct 
positive 
relationship 
with morale, 
perception of 
supervisor quality, 
and awareness of 
rules but also a 



significant indirect 
effect on 
organizational 
commitment. 

2. Samuel Nigeria N=150, SPSS Organisational The study revealed 
Oluwatosin commitment, that the training 
Ajibade, employees' increases 
Nurudeen performance, employee' s 
Kayode Ayinla high, commitment 
(2014) performance to the 

work practices, organisation. 
human resource Evidence derived 
management from research 

showed that there 
is now a broad 
agreement 
amongst 
commentators that 
skills training 
improve 
employees' 
commitment to the 
organisation. 

3. Banking sector, N= l23 Training 

Muhammad 
Pakistan SPSS Perceptions, The result shows 

Ashar, 
Affective significant positive 

Muhammad 
Commitment, association of both 

Mudasar 
Turnover training 

Ghafoor, Easha 
Intention, HR perceptions with 

Munir 
Practices affective 

Gujranwala 
commitment. The 

,Sadia Hafeez 
finding also shows 

(2013) 
significant 
negative 
association of 
affective 
commitment with 
employee turnover 
intention. This 
study helps 
managers to 
understand 
training-attitude-
organ izationa I 
perfonnance 
relationshi . - -- - -

4. Owoyemi, Financial Firm, N=250 Training, The stud ' revealed 
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Oluwakemi Nigeria SPSS Commitment, a positive 
Ayodeji, Performance, statistical 
Oyelere, Human significant 
Michael, Resources, relationship 
Elegbede, Tunde, Management between the 
Gbajumo-Sheriff, different levels 
Mariam (2011) of training and 

employees' 
commitment to the 
organisation. The 
paper concludes 
that the more the 
training 
giving to 
employees, the 
higher their level 
commitment to the 
organisation. 

5. Khawaja Private sector, N=251 Supervisor The results 
J ehanzeb 1,2, Saudi Arabia SPSS support, provide strong 
Anwar motivation,traini support for the 
Rasheed 1,2 & ng,comm itment, hypothesis that is 
Mazen F. turnover the negative 
Rasheed(2013) intention relationship 

between 
organizational 
commitment and 
turnover intention. 
Employees' 
training is 
significantly 
correlated with 
organizational 
commitment, 
turnover intentions 
and the 
commitment-
turnover 
relationshie. 

6. Rajib Lochan Hotel industry, N=494SEM perceived The findings of the 
Dhar (2015) India AMOS accessibility study reveal a 

to training, strong relationship 
perceived between employee 
support for training and the 
training, quality of 
perceived services offered by 
benefits from emeloyees in 
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7.Sharon 
Ruvimbo Terera 1 
and H langanipai 
Ngirand (2014) 

8. Khawaja 
Fawad Latif, 
(2012) 

Higher lnstituion N= 120 
, South Africa SPSS 

Law agency USA N=317 
AMOS 
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training 

Training, job 
satisfaction, 
turnover 

SEM Training, Job 
satisfaction, 
Employees 
development 

tourist hotels. The 
study discusses the 
implications of the 
presented 
findings and 
suggests potential 
practical 
applications. 
The results 
revealed that there 
is no significant 
relationship 
between training 
and employee 
retention. 
However, there is 
a significant 
positive 
relationship 
between employee 
job satisfaction 
and retention. 
The study 
identified potential 
enablers of a 
successful training 
program. The 
research 
highlighted the 
needs of business 
to concentrate on 
building employee 
capacity and 
focusing 
on employee 
development to 
attain job 
satisfaction. 



Table 2.7 

Summary<?[ past studies on co-worker support 

Authors 
I.Alder, 
McAllister, and 
Chase (2012) 

2.Denis 
Cheneverl 
Christian 
Vandenberghe 
Michel Tremblay 
, (2015)," 

3.DanS.Chiaburu 
(2014) 

4. Hazril Izwar 

Context Nature of stud ' 
Public 
,USA 

agencies N=244 ,SPSS 

Hospital, Canada N=l82, SEM 
PLS 

Private trammg N=895 
centere, USA SPSS 

Private sector, N= l 90 
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Antecedents 
perceived 
coworker support 
on employees' 
job satisfaction, 
burnout, 
deviance, and 
lumover 

passive 
leadership in the 
relationships of 
perceived 
support from 
organization, 
coworkers, and 
physicians to 
affective 
commitment and 
organizational 
citizenship 
behavior (OCB 

coworkers, 
supervisor, and 
organization 
support, training 

are job 

Findin s 
Results indicate 
that perceived 
coworker support 
and perceived 
organizational 
support affect job 
salisfaction 
burnoul and 
deviant behavior 
both directly and 
indirectly by 
moderating the 
effects of work 
pressure on these 
outcomes. 
Analyses indicate 
that at high levels 
of passive 
leadership, the 
relationship 
between support 
from organization 
and coworkers and 
commitment is 
less positive and 
the relationship 
between support 
from physicians 
and commitment 
is negative. 
Coworkers emerge 
as important, yet 
neglected, 
resources 
employees can 
draw on as support 
for both 
maintaining skills 
and transferring 
them to a 
workplace setting 
The study revealed 



-
Ibrahim (2014) Malaysia SPSS stress and co- that only co-

worker support, worker support 
while was significant in 
organization- predicting 
based self-esteem organization based 

self-esteem. 
5. Thomas and Private sector, N=235 Coworker However, results 
Jungert (2012) swedish SPSS support, also showed that 

organizational co-worker support 
support,employe predicted these 
es' work outcomes over and 
motivation, above the effects 
occupational of managerial 
self-efficacy, and support and that 
team support for 
commitment autonomy was 

related to 
motivation while 
support for 
competence was 
related to self-
efficac . 

6.Patipan Private sector, N=666 SEM Organizational The results 
Lobburi,Kokkrab Thailand AMOS Support; indicated that 
rue,Maung, Workplace perceived social 
Samutsakorn, Social Support; support from 
(2012) Non-Workplace supervisors, 

Social Support; coworkers, and 
Job Satisfaction; family and friends, 
Organizational and perceived 
Commitment; organizational 
Turnover support policy, 
Intention 

7. Maria Simosi Public sector m N=251 organizational Findings showed 
(2012) Greece SPSS support that all three forms 

(perceived of organizational 
organizational support examined 
support (POS)), had 
supervisory independent and 
support direct effects on 
(perceived the dependent 
supervisory variables .. 
support (PSS)) 
and 
colleague support 
(perceived 
colleague su1212ort 
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(PCS)), 
commitment 

8. G. Stoney 
Alder, Daniel 
McAllister, 
John Chase 
(2012) 

Law agency USA N=224 
AMOS 

SEM perceived 
coworker support 
on employees ' 
job satisfaction, 
burnout, 
deviance, and 
turnover 

Table 2.9 

Summary ofpast empirical research on employee job satisfaction as mediator 

Author, Year 

Liang, Chan, Lin and 

Huang 

(2011) 

Lin and Lin (201 1) 

Variable Finding 

Transformational The findings show 

leadership, transactional that employee job 

leadership and task satisfaction is a 

performance and 

employee 

job satisfaction 

Co-workers' 

relationship 

and organisational 

commitment and 

employee 
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mediator of the 

relationship between 

transformational 

leadership, 

transactional 

leadership and task 

performance. 

The results disclose 

that employee job 

satisfaction 

is definitely a 

mediating variable to 

Results indicate 
that perceived 
coworker support 
and perceived 
organizationa I 
support 
affect job 
satisfaction 
burnout and 
deviant behavior 
both directly and 
indirectly by 
moderating the 
effects of work 
pressure on these 
outcomes. 



Wang and Yi (2011) 

job satisfaction 

Leader 

Leader member 

exchange 

the relationship 

between co-workers' 

relationship and 

organizational 

commitment. 

However, the 

mediating effect is 

only partial 

The findings reveal 

that employee job 

and the intention of satisfaction fully 

turnover and employee mediates the 

job relationship between 

satisfaction leader member 

exchange 

relationship between 

leader member 

exchange 

relationship between 

leader member 

exchange and the 

intention of 

turnover 

Ngo and Mathies (2010) Psychological climate The results of the 

perceptions (team study expose that 

support, employee job 

job security and service satisfaction mediates 

climate) , job the relationship 

performance between 

and employee job psychological 

satisfaction climate perceptions 
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Markovits (2011) 

Ting (20 11 ) 

Che Rose, Kumar and 

Pak 

Normative 

commitment, 

organisational 

citizenship 

behaviour (OCB) and 

employee job 

satisfaction 

Internal marketing , 

organisational 

commitment 

and employee job 

satisfaction 

(team support, 

job security and 

serv ice climate) and 

job performance. 

The study discovers 

that employee job 

satisfaction mediates 

the relationship 

between normative 

commitment and 

organisational 

citizenship 

behaviour. At the 

same time, employee 

job satisfaction 

also mediates the 

relationship between 

normative 

commitment and 

loyal boosterism, 

The findings 

disclose that 

job satisfaction plays 

a partial mediating 

role in the 

relationship between 

internal marketing 

and organisational 

commitment. 

Organisational learning, The results report 

work performance and that employee job 
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(2009) employee job satisfaction 

satisfaction plays a partial role as 

a mediator in the 

relationship 

between 

organisational 

learning and work 

performance. 

Maznah Wan Omar Salesperson skill, Emotional 

(2009) customer satisfaction mediates 

satisfaction,cognitive the relationship 

satisfaction, emotional between salesperson 

satisfaction, word of presentation skills 

mouth and intention to 

word-of-mouth. 

Ladhari (2009) Perceived service effect of "service 

quality, emotional quality" on 

satisfaction and "behavioural 

behaviour intention intentions" as being 

only direct (that is, 

not partially 

mediated by 

"emotional 

satisfaction"). 

Slatten (2009) Managerial practise, Emotional 

emotional satisfaction satisfaction (negative 

and employee perceived emotion and positive 

service quality. emotion) mediated 

the influence of 

managerial practices 

of rewarding and 

279 



APPENDIX 1 

supporting on 

employee-perceived 

service quality. 

UNIVERSITI UTARA MALAYSIA 
06010 UUM SINTOK, KEDAH DARUL AMAN 

MALAYSIA 

Dear Respondent, 

THE RELATIONSHIP OF INTERNAL MARKETING PRACTICES, 
COWORKER SUPPORT, JOB SATISFACTION AND SERVICE 
EMPLOYEE COMMITMENT 

We recognize that your time is valuable and many demands are made upon it by 
your heavy workload. However, your participation in this survey that will require 
only about IO - 15 minutes of your time is vital to the success of this study. 

The general purpose of this research is to examine the. factors to improve service 
employee commitment in Malaysia public sector 

Please complete the questionnaire based on your honest and frank opinion. There is 
no right or wrong answer. We will ensure complete anonymity and confidentiality of 
the information provided by you. All return questionnaire will be the property of the 
researcher and will not be given or shown to anyone else. 

Should you have any queries or if you are interested to know the outcomes of the 
research kindly contact us.We thank all of you for taking a short time from off your 
busy schedule to complete this survey. 

Yours sincerely 

Nurul Aqilah Bt Mhd Yusak, 
PhD Candidate, 
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School Business Management, 
Universiti Utara Malaysia, 
060 IO UUM Sintok. 
aq i lah.yusak@yahoo.com 

Section I : Profile 

Gender 

Marriage status 

Race 

Age 

Level of Education 

This section of the questionnaire inquiries 
information regarding you and your organization. 
Please cross (v)for each question. 

□ Male 

D Female 

D Single 

D Married 

D Divorced 

0 Malay 

D Indian 

D Chinese 

D Others: 

D Below 25 years 

D 25 - 36 years 

D 36-46 years 

D 46 - 56 years 

D 56 years and above 

□ SPM/STPM 

D Diploma 
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D Ijazah Sarjana Muda 

D Ijazah Sarjana/ ljazah Kedoktoran 

Year of working D Below2 years 

□ 2-5 years 

□ 5-8 years 

D 8 years and above 

Section 2 This section of the questionnaire inquiries information 
regarding the Internal Market Practices.Please indicate 
whether you agree or disagree \vith each of the statement 
and c ircle your choice in the range given 

INTERNAL MARKETING 
PRACTICES 

Sangat Tidak Bersetuju ➔ Sangat Bersetuju 

INTERNAL COMMUNICATION 

My organisation communicates a I 
clear brand image to me. 
There is an internal communication I 
program for all employees m my 
organisation 
A II communication materials reflect 1 
a consistent style in my organisation. 
Employees at all levels understand 1 
the direction and key priorities of my 
organisation. 
In my organisation, communications 1 
are appropriate. 
Messages that I receive are aligned I 
with business wide communication. 
Training 

My organisation focuses efforts on 1 
training employees. 
My organisation provided an 1 
orientation program for me. 
The training in my organisation has I 
enabled me to do my job well. 
My organisation teaches me why I I 
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should do things. 
Skill and knowledge development 
happens as an ongoing process in my 
organisation. 
My organisation provides support to 
develop my communication skills in 
order to achieve o rganisational 
goals. 
Internal market research 

My organisation gathers employee 
feedback. 
My organisation regularly seeks 
employee su1rn:estions 
My organisation co llects data on 
employee complaints 
My o rganisation does a lot of 
internal marketing research. 
My organisation talks with me to 
identify issues that I may have. 
My organisation surveys employees 
at least once a year to assess the 
quality of employment 

Section 3 

Coworker Support 

My coworkers are supportive of my 
goals and va lues 

Help is available from my coworkers 
when I have a problem 

My coworkers really care about my 
well-being 

My coworkers are willing to offer 
as sistance to help me to perform my 
job to the best of my ability 

Even if l did the best job possible, 
my coworkers would fai l to notice 

I 2 3 4 5 

1 2 3 4 5 

1 2 3 4 5 

I 2 3 4 5 

1 2 3 4 5 

1 2 3 4 5 

l 2 3 4 5 

I 2 3 4 5 

This section of the questionnaire inquiries information 
regarding the Coworker Support. Please indicate whether 
you agree or disagree with each of the statement and 
circle your choice in the range given 

Strongly Disagree ➔ Strongly Agree 

1 5 

I 2 3 4 5 

I 2 3 4 5 

1 2 3 4 5 

I 2 3 4 5 

1 2 3 4 5 
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My coworkers care about my 1 2 3 4 5 
general satisfaction at work 

My coworkers show very little 1 2 3 4 5 
concern for me* 

My coworkers care about my I 2 3 4 5 .. 
opinions 

My coworkers are complimentary of I 2 3 4 5 
my accomplishment at work 

Section 4 

.JOB SATISFACTION 

lam 

This section of the questionnaire inquiries information 
regarding the Job Satisfaction Please indicate whether 
you agree or disagree with each of the statement and 
circle your choice in the range given 

Strongly Disagree ➔ Strongly Agree 

1 7 

happy working in this organisation I 2 3 4 5 6 7 

hopeful working in this organisation I 2 3 4 5 6 7 

positive 
organisation 

working in this 1 2 3 4 5 6 7 

angry working in this organisation 2 3 4 5 6 7 

depressed 
organisation 

working m this 1 2 3 4 5 6 7 

disappointed working m this 1 2 3 4 5 6 7 
organisation 

regretful 
organisation 

Section 5 

working tn this 1 2 3 4 5 6 7 

This section of the questionnaire inqumes infonnation 
regarding the Service Employee Commitment. Please 
indicate whether you agree o r disagree with each of the 
statement and c ircle your choice in the range given 
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SERVICE EMPLOYEE Strongly Disagree ➔ Strongly Agree 
COMMITMENT 

1 5 

l strongly feel about improving the 1 2 3 4 5 
service quality of my organization' s 
services 
r enjoy discussing quality-related I 2 3 4 5 
issues with people in my 
organization 
I gain a sense of personal I 2 3 4 5 
ace om p Ii shment m providing high 
quality services 
I have been briefed by my superiors I 2 3 4 5 
about the importance of providing 
high quality services 
I often discuss quality related issues I 2 3 4 5 
with people outside my organization 
I strongly feel that the provision of I 2 3 4 5 
high quality services should be the 
number one priority of my 
organization 
I am willing to put more effort I 2 3 4 5 
beyond what is formal in order to 
assist my organization in delivering 
high quality services 
I have similar feelings as that of my I 2 3 4 5 
organization regarding the delivering 
of high quality services 

I really care about the quality of my I 2 3 4 5 
organization services 
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APPENDIX 2 

UNIVERSITI UT ARA MALAYSIA 
06010 UUM SINTOK, KEDAH DARUL AMAN 

MALAYSIA 

Kepada Responden, 

KESAN PENG ANT ARA KEPUASAN EM OSI ANT ARA AMALAN 
PASARAN DALAMAN, SOKONGAN RAKAN SEKERJA DAN KOMITMEN 
PEKERJA TERHADAP SERVIS PERKHIDMA TAN 

Saya menyedari bahawa rnasa adalah amat berharga dan sangat penting berikutan 

beban tugas anda yang berat. Waiau bagaimanapun, penyertaan anda dalarn kajian 

ini yang akan memerlukan hanya kira-kira 10 min it daripada masa anda adalah 

penting bagi kejayaan kajian ini.Tujuan umurn kajian ini adalah untuk mengkaji 

kesan pengantara kepuasan emosi antara amalan pemasaran dalaman, sokongan 
rakan sekerja dan komitmen pekerja perkhidmatan. Sila lengkapkan soal selidik ini 

dengan mernberikan pendapat anda dengan sejujurnya dan berterus terang. Tiada 
jawapan yang betul atau salah. 

Kami akan memastikan kerahsiaan maklumat yang diberikan oleh anda. Sernua soal 

selidik yang dikembalikan akan menjadi hak milik penyelidik dan tidak akan 
diberikan atau ditunjukkan kepada pihak lain.Sekiranya anda mempunyai sebarang 

pertanyaan atau jika anda berminat untuk mengetahui hasil penyelidikan, sila 
hubungi karni. Kami rnengucapkan terirna kasih kepada anda kerana sudi 

meluangkan sedikit rnasa dari kesibukan jadual anda untuk rnelengkapkan kajian 
ini. 

Yang ikhlas 

Nurul Aqilah Bt Mhd Yusak, 
Calon PhD, 
Pusat Pengajian Pengurusan Perniagaan, 
Universiti Utara Malaysia, 
06010 UUM Sintok. 
agilah.yusak@yahoo.com 
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Bahagian 1 : Profil Soal selidik pada bahagian ini memerlukan 
maklumat berkaitan diri dan organisasi anda. 
Sita tandakan (,1) bagi setiap soalan. 

Jantina 
□ Lelaki 

D Perempuan 

Status Perkahwinan D Bujang 

D Berkahwin 

D Berpisah 

Kaum D Melayu 

D India 

D Cina 

D Lain-lain: 

Umur D Bawah 25 tahun 

D 25 - 36 tahun 

D 36 - 46 tahun 

D 46 - 56 tahun 

D 56 tahun ke atas 

Pendidikan 
□ SPM/STPM 

0 Diploma 

D Tjazah Sarjana Muda 

D ljazah Sarjana/ ljazah Kedoktoran 
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Tahun Beke~ja D Bawah 2 tahun 

□ 2-5 tahun 

□ 5-8 tahun 

D 8 tahun ke atas 

Jawatan 

Bahagian 2: Soal sel idik pada bahagian ini memerlukan maklurnat 
berkaitan Amalan Pemasaran Dalarnan (interaksi antara 
organisasi dan pekerja) 

Sila nyatakan sama ada anda bersetuju atau sebaliknya 
dengan setiap penyataan dan bulatkan pilihan jawapan 
anda pada skala yang diberikan. 

Amalau Pemasarau Dalaman Saugat Tidak Bersetuju ➔ Sangat Bersetuju 

1 5 

Komunikasi Dalaman 

1. Organisasi saya memperkenalkan 1 2 3 4 5 
imej organisasi (visi,misi) kepada 

saya dengan sangat jelas. 

2. Terdapat program komunikasi I 2 3 4 5 

dalaman (interaksi antara organisasi 

dan pekerja) untuk semua pekerja 

dalam organisasi saya. 

3. Kesemua alat komunikasi (imej I 2 3 4 5 
organisasi di promosikan sebagai 

contoh pada papan tanda ,imej laman 

sesawang, buku, baju 

korporat/unifonn) mencerrninkan 

objektif yang konsisten dalam 

organisasi saya. 

4. Semua pekerja memahami arah 1 2 3 4 5 
tuju dan keutamaan organisasi saya. 

5.Dalam organisasi saya, I 2 3 4 5 
komunikasi berlaku dengan berkesan 
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6. Maklumat yang saya terima I 2 3 4 5 

adalah selari dengan komunikasi 

( maklumat yang disampaikan) 

secara menyeluruh. 

Latihan 

7. Organisasi saya menumpukan ] 2 3 4 5 

kepada usaha-usaha untuk 

memberikan latihan kepada pekerja. 

8. Organisasi mengadakan program I 2 3 4 5 

orientasi kepada saya. 

9. Latihan dalam organisasi I 2 3 4 5 

membo lehkan saya melaksanakan 

kerja dengan baik. 

E 0. Organisasi mengajar saya kenapa I 2 3 4 5 
sesuatu perkara itu perlu dilakukan. 

11 .Di dalam organisasi saya 1 2 3 4 5 
pembangunan kemahiran dan 

pengetahuan dijalankan secara 

berterusan 

12. Organisasi saya memberikan I 2 3 4 5 
sokongan kepada saya untuk 
membangunkan kemahiran 
berkomunikasi bagi mencapai 
matlamat organisasi . 
Kajian pasaran dalaman 

13. Organisasi saya mengumpulkan I 2 3 4 5 
maklum balas pekerja. 

14. Organisasi saya sering I 2 3 4 5 
mendapatkan cadangan daripada 

pekerja. 

15.Organisasi saya mengumpulkan 1 2 3 4 5 
data mengenai aduan pekerja 

16.Organisasi saya melakukan I 2 3 4 5 
banyak kajian tentang pasaran 

dalaman (memahami kehendak clan 

keperluan pekerja) 

17. Organisasi berbincang dengan I 2 3 4 5 
saya bagi mengenal pasti masalah 

yang mungkin saya ada. 
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J 8. Organisasi saya membuat I 2 3 4 5 

tinjauan pekerja sekurang-kurangnya 

sekali dalam setahun bagi menilai 

kualiti pekerjaan. 

Sahagian 3: 

Sokongan Rakan Sekerja Sangat Tidak Bersetuju ➔ Sangat Bersetuju 

1 5 

19.Rakan sekerja menyokong 1 2 3 4 5 

matlamat dan nilai - nilai dalam diri 

saya 

20. Saya boleh mendapatkan I 2 3 4 5 

bantuan daripada rakan sekerja 

apabila menghadapi masalah. 

21.Rakan sekerja benar-benar 1 2 3 4 5 

mengambil berat tentang 

kesejahteraan diri saya 

22. Rakan sekerja bersedia 1 2 3 4 5 
menawarkan bantuan bagi 
membantu saya melaksanakan tugas 
dengan sebaik-baiknya. 
23. Walaupun saya telah 1 2 3 4 5 
melaksanakan tugas dengan sebaik 
mungkin, rakan sekerja tidak ambit 
peduli. 
24. Rakan sekerja mengambil berat I 2 3 4 5 
tentang kepuasan umum saya di 
tempat kerja. 
25. Rakan sekerja kurang prihatin I 2 3 4 5 
terhadap saya. 
26. Rakan sekerja mengambil kira 1 2 3 4 5 
pandangan saya. 

27. Rakan sekerja menghargai I 2 3 4 5 
pencapaian kerja saya. 
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Sahagian 4: 

KEPUASAN EMOSI Sangat Tidak Bersetuju ➔ Sangat Bersetuju 

1 7 

Setakat ini pengalaman bekerja di 
organisasi ini rnembuatkan saya rasa 

I 2 3 4 5 6 7 
28.Gembira 

I 2 3 4 5 6 7 
29.Berharap 

I 2 3 4 5 6 7 
30.Positif 

I 2 3 4 5 6 7 
31.Marah 

l 2 .... 
.) 4 5 6 7 

32.Tertekan 

I 2 3 4 5 6 7 
3 3. Bersalah 

I 2 3 4 5 6 7 
34.Menyesal 

Bahagian 5: 

KOMJTMEN PEKER.JA Sangat Tidak Bersetuju ➔ Sangat Bersetuju 
PERKHJDMAT AN 

1 5 

35. Saya sangat teringin untuk I 2 3 4 5 
memperbaiki kualiti perkhidmatan di 

organisasi saya. 

36. Saya seronok membincangkan I 2 3 4 5 
tentang isu berkaitan kualiti dengan 

individu (pihak atasan /rakan 

sekerja) dalam organisasi saya. 

37. Saya memperoleh kesedaran I 2 3 4 5 
tentang penghargaan kendiri 

(penilaian terhadap diri sendiri ke 

arah yang baik) dengan memberikan 

perkhidmatan yang berkualiti tinggi . 

38. Saya telah diberikan taklimat I 2 3 4 5 
oleh pegawai atasan tentang 

kepentingan memberikan 

perkhidmatan yang berkuliti tinggi. 
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39.Saya selalu membincangkan isu I 2 3 4 5 

berkaitan kualiti dengan individu di 

luar organisasi (cth:pelanggan) 

40. Saya merasakan bahawa 1 2 3 4 5 

peruntukan bagi perkhidmatan yang 

berkualiti tinggi patut menjadi 

keutamaan organisasi. 

41. Saya bersedia untuk berusaha I 2 3 4 5 

lebih bagi membantu organisasi 

saya dalam menyampaikan 

perkhidmatan yang berkualiti tinggi. 

42. Saya mempunyai pendapat yang 1 2 3 4 5 

sama dengan organisasi berkaitan 

dengan penyampaian perkhidmatan 

yang berkualiti tinggi. 

43. Saya benar-benar mengambil 

beral lentang perkhidmatan di 1 2 3 4 5 

orga111sas1 saya. 
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APPENDIX3 

DETERMINANTS OF SERVICE EMPLOYEE 
COMMITMENT: A PILOT TEST STUDY IN 

TERENGGANU PUBLIC SECTOR 

Nurul Aqilah Mhd Yusak 1 

Abdul Rahim Othman2 

Abstract 
This paper aims to explore a small sample data on antecedents of service employee 
commitment in Terengganu public sector. Hence, back translation, instrument 
validity, reliability and subsequently data normality was examined through a panel 
of experts and also by analysing a small sample data with the aid o_f PLS software. 
The results showed that the instrument was reliable and the data for the preliminary 
study exhibited reasonable normality. The research explored and validated the 
instrument of the various antecedents of service employee commitment. 

Keywords: Service Employee Commitment, Internal Marketing Practices, Co worker 
Support 

J ntroduction 

The primary aim of public service is to serve the people. In other words, the role of 

the public sector's service employee is to serve the needs of the people and the 

country. This is how the image of the service employee in the minds of the people 

should be. This image of efficiently delivering service is often formed at the point of 

first contact where the public interfaces with the government departments and 

agencies. During the Eighth Malaysia Plan period, a total of RM7.885 billion was 

allocated to improve the public sector service delivery and the amount allocated 
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under the Ninth Malaysia Plan for JCT development was increased to RM1 2.889 

billion. 

Hence, public servants are expected to be more effective and faster in response in 

meeting customer needs and want since huge amount of budget on improving the 

service delivery have been allocated. Yet, service at the public sector is not as 

expected by the external customers and therefore it is quite low as the numbers of 

complaints towards their service delivery are still increasing (Public Bureau 

Complaint 1999-2014).Thus, this study would examine how the effect of internal 

marketing practices would help in improving the employee service commitment. 

Terengganu public sector has implement the new government system called Sistem 

U kuran Kepuasan Awam (e-Suka) to improve the public service efficiency in year 

2015.The system is announced by Datuk Seri Ahmad Razif Abdul Rahman, the 

Chief Minister of Terengganu in his speech on Transformasi Terengganu as a 

medium for the customers to channel all related complaints regarding services in 

public sector. Hence, a total of 250 copies of questionnaires were personally 

distributed to the selected agencies in Terengganu. The response from the 

respondents were very supportive as 200 copies were successfully returned. 

According to Sekaran and Bougie (2010) the most popular test of inter-item 

consistency reliability is Cronbach's alpha coefficient. Hence, the Cronbach alpha 

test was employed in this study to measure internal consistency of the instrument. 

The data was analysed using SPSS version 14 for Windows. Before the distribution 

of the questionnaires, the draft was initially submitted to experts and typical 

respondent for face and content validity 

Pilot Test 

A pilot study is defined in two different ways in social science research; it could 

either be a small sample test or a trial test before proceeding to actual data collection 

(Polit et al., 200 I). There are few justifications on previous research regarding 
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sample size. Billingham et al., (20 I 3) argued that some studies do not need sample 

s ize calculation. However, most researches done by the researchers of social science 

do have a sample size for their pilot test. For example, in the study by Baker (1994), 

it is sufficient to have 10-20% in sample size from the actual data size. Malhotra 

(2008) recommended that the sample size for pre-test is normally small, ranging 

from 15-30 respondents but is increased substantially if the test invo lves several 

stages. 

Regarding the instruments, the researcher needs to consider a few points particularly 

on the language and the words. In this pilot test study, the respondents are using 

Bahasa Melayu as their first language. Hence, the instruments through back to back 

translation translated by an expert. Regarding the process among the staffs of 

Terengganu public sector, the surveys were left for few hours at the respondents' 

offices to give sufficient time for them to answered the survey and avoid bias. For 

this reason, the response rate from the respondents was quite good. Therefore, the 

importance of the pilot study is actually to improve the quality and efficiency of 

primary studies (Teijlingen et al., 200 I). 

Methodology 

Measurement 

The original instrument for service employee commitment to service quality items 

were drawn from two studies mainly from the quality management and the 

organizational commitment scale by Mowday et al., ( 1979). A recent modified 

version by Clark et al., (2008) was adapted in this study. The instrument contained 

nine items in total. All the constructs of service employee commitment in this study 

were measured us ing a five-point Likert Scale, which ranged from 1 = Strongly 

Disagree to 5 = Strongly Agree. 

The construct and the measurement of internal marketing behaviour practices were 

adapted from the work of Huang and Thiele (2015). They categorised internal 

marketing behaviour practices into three components, which are internal 
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communication, training and internal market research. The instrument contained 18 

items. All of the items in the constructs of internal marketing behaviour practices in 

this study were measured using a five-point Likert Scale, which ranged from 1 = 

Strongly Disagree to 5 = Strongly Agree. The co-worker support construct and 

measurement were adapted from Ladd and Henry (2000). The items of the construct 

contained nine items. All of the items were measured using a five-point Likert Scale, 

which ranged from 1 = Strongly Disagree to 5 = Strongly Agree 

Sample 

Based on list released by official website of Malaysian public sector regarding 

complaints from customers. Below in Table 1.0 is the list of 8 agencies that received 

highest complaints from customer for year 2014 which are from Polis Diraja 

Malaysia, Jabatan Pelajaran Negeri,Jabatan Kesihatan Negeri, Jabatan Ke,ja Raya 

Malaysia,Jabatan lmigresen Malaysia, Jabatan Kebajikan Masyarakat Malaysia, and 

Dewan Bandaraya Kuala Lumpur. 

Table 1.0 
A W:th H' h C l~enc,es I 1g est ompamts u IC ureau o (P bl' B l · 2015) ompamt, 
No Agency Total Com_plaints 
l Polis Diraja Malaysia 343 
2 Jabatan Pelajaran Negeri 270 
3 Jabatan Kesihatan Negeri 264 
4 Jabatan Ker:ja Raya 223 
5 Jabatan lmigresen 188 
6 Jabatan Kebajikan I l3 

Masyarakat 
7 Dewan Bandaraya Kuala 78 

Lumpur 
8 Jabatan Pengankutan Jalan 71 

Based on the above table there are four agencies are seen to contribute quite large 

amount of complaints from the customers which reported more than 200 complaints 

compared to other agencies. Hence, in this context of study Polis Diraja Malaysia, 

Jabatan Pelajaran Negeri, Jabatan Kesihatan Negeri and Jabatan Kerja Raya has been 

selected for the sample. 
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Analysis 

Content Validity 

Content validity is used to assess the measurement instruments done in the pre-test 

stage by soliciting the expert opinions of academicians who are research specialists 

in quantitative methodology, organizational behaviour and service management 

disciplines. The content was also validated by the staff from the industry to seek 

their opinions and some adjustments had been made on language and term use. 

Reliability Test 

Various types of reliability tests are usually employed, however, the common 

method used by researchers is the internal consistency reliability test (Litwin, 1995). 

Jt is the extent to which items "hang together as a set" and are capable of 

independently measuring the same concept to the extent that the items are correlated 

with one another. According to Sekaran and Bougie (20 I 0) the most popular test of 

inter-item consistency reliability is Cronbach 's alpha coefficient. Hence, the 

Cronbach's alpha test was employed in this study to measure internal consistency of 

the instrument. After running the data using PLS 3.0, it was found that all the 

measures possessed high reliability standards ranging from 0.89 to 0.91. 

This is in line with the benchmark that an instrument with a coefficient of 0.60 is 

regarded as having an average reliability while the coefficient of 0.70 and above 

shows that the instrument has a high reliability standard (Sekaran & Bougie, 2010). 

Hair et al., (2007) observed that researchers generally consider the an alpha value of 

0.70 as the minimum, however, lower coefficients may be acceptable. Table 1 shows 

the summary of the reliability results. As shown in the table the results of pilot test 

indicated that Cronbach's alpha values for the constructs under investigation are all 

above 0. 70. Consequently, given the established benchmark of 0.70 all the constructs 

were reliable and therefore, there was no need to delete any item. 

297 



Table 1.1 
RI" bT e 1a 1 1ty resu t 

No Variable Reliability 
I Internal Communication 0.89 
2 Training 0.88 
3 Internal Marketing Research 0.91 
5 Service Employee Commitment 0.91 

Data Distribution 

Most of the inferential statistical techniques require the fulfilment of normality 

assumption (Pallant, 200 I; Tabacknich & Fidell, 2007). Normal data is one that is 

symmetrical and bell-shaped, with the greatest frequency of scores in the middle and 

a smaller distribution towards the extreme ends. Normality can be examined by 

using the values of skewness and kurtosis. While skewness has to do with 

symmetary, kurtosis indicates the extent to which the data is peaked or flat 

(Tabacknich & Fidell, 2007). Based on the values of skewness and kurtosis the data 

can be described as reasonably nonnal. For example, the skewness of all the items 

ranged from -0.013 to 1.099 which was below ±2.0. Similarly, the values for kurtosis 

ranged from -0.03 I to 2.572 which was well below the threshold of± I 0. 

Conclusion 

As noted earlier the aim of this study was to pre-test the validity and reliability of the 

instrument of an ongoing project in preparation for a large scale study. Hence, the 

conclusion of this study is tied to its objective which is mainly statistical in nature at 

this stage. The managerial implication of the variables under investigation would be 

fully uncovered after the main study is carried out. The study explored small scale 

data that was collected during the pilot test. Both content and face validity were 

conducted which subsequently led to the rewording of several items and two items 

were removed on grounds of high similarity with other questions. Furthermore, the 

inter-item reliability test revealed that all the items were reliable with the Cronbach's 

alpha was well above the benchmark; thereby no item was deleted. Finally, the 

normality test using skewness and kurtosis showed that the data as a whole was 

reasonably normal especially with skewness values not significantly different from 

zero. 
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APPENDIX 4 

DETERMINANTS OF SERVICE EMPLOYEE 
COMMITMENT: A PILOT TEST STUDY 

Nurul Aqilah Mhd Yusak 1 

Abdul Rahim Othman2 

Salniza Md.Salleh 3 

Abstract 
This paper aims to explore a small sample data on antecedents of service employee 
commitment in Universiti Utara Malaysia. Hence, back translation, instrument 
validity, reliability and subsequently data normalily was examined through a panel 
of experts and also by analysing a small sample data with the aid of SPSS software. 
The results showed that the instrument was reliable and the data for the preliminary 
study exhibited reasonable normality. The research explored and validated the 
instrument of the various antecedents of service employee commitment. 

Keywords: Service Employee Commitment, internal Marketing Practices, Co worker 
Support 
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(j DSEJournal 

Introduction 

Nowadays, higher education is becoming increasingly globalized and 
internationalized. The number of international students studying in Malaysian 
institutions of higher education is continuously growing. In a speech delivered by the 
Minister of Education Dato' Seri Mahdzir Khalid on Amanat Tahun Baru 2016, 
international students contributes towards their own success, campus diversity, 
campus internationalization and the economy of_Malaysia 
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especially when the students' total enrolment is expected to reach 200,000 per year 
which amounted to RM 15.6 billion contributed to the country.Hence, all 
universities are encouraged to attract international students to enrol for their studies 
in Malaysia. Universiti Utara Malaysia or UUM, known as a management university 
with its vision, "To Be an Eminent Management University ", has conducted many 
promotional act1v1t1es to attract international students throughout the world. 
However, the number of international students in UUM show a declining trends 
compared to the increasing number of international students in Malaysia (Hui, 2014 ). 

There are many factors that may affect international students' chosen university. 
One of the criteria is excellent service offer by the management (Chew, 20 I 0). 
However, service is a perishable product which cannot be controlled by human 
beings (Wilson et al., 20 I 2). Thus, the university staffs needs to reach the standards 
and always aim to deliver excellent services to the students. Commitment is key to 
the success of a service delivery (Malhotra & Mukherjee, 2004). Thus, it is important 
to study the factors that may help to improve commitment of service so that the staff 
can consistently maintain delivering the best service to the students . It is hoped that 
through this research some policy recommendations can be drawn up to help UUM 
become a regional higher education hub. 

Pilot Test 

A pilot study is defined in two different ways in social science research; it could 
either be a small sample test or a trial test before proceeding to actual data collection 
(Polit et al., 2001 ). There are few justifications on previous research regarding 
sample size. Billingham et al., (2013) argued that some studies do not need sample 
size calculation. However, most researches done by the researchers of social science 
do have a sample size for their pilot test. For example, in the study by Baker ( 1994), 
it is sufficient to have I 0-20% in sample size from the actual data size. Malhotra 
(2008) recommended that the sample size for pre-test is normally small, ranging 
from 15-30 respondents but is increased substantially if the test involves several 
stages. 

Hence, a total of 48 copies of questionnaires were personally distributed to Jabatan 
Penyelenggaraan UUM, Unit Keselamatan UUM, Jabatan Bendahari, Jabatan Hal 
Ehwal Akedemik, Jabatan Pendaftar and Othman Yeop Abdullah School. The 
responses from the respondents were very supportive as 48 copies of questionnaires 
were successfully returned. Two questionnaires were received after the deadline and 
was thus, not included in the pilot analysis. According to Sekaran and Bougie (2010) 
the most popular test of inter-item consistency reliability is Cronbach 's alpha 
coefficient. Hence, the Cronbach alpha test was employed in this study to measure 
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internal consistency of the instrument. The data was analysed using SPSS version 14 
for Windows. Before the distribution of the questionnaires, the draft was initially 
submitted to experts and typical respondent for face and content validity. 

Researchers are advised to conduct pilot test before proceeding to actual data. One 
of the advantages is that the results from the pilot test would give early indication of 
the actual data process and results. The researcher may address the few problems that 
may occur during the actual data collection. The protocol might be different to the 
actual data process and the researcher may become aware of the process before 
proceeding to real data collection. Regarding the instruments, the researcher needs to 
consider a few points particularly on the language and the words. In this pilot test 
study, the respondents are mostly Malay. Hence, the instruments through back to 
back translation translated by an expert. Regarding the process among the staffs of 
UUM, the surveys were left for few hours at the respondents' offices to give 
sufficient time for them to answered the survey and avoid bias. For this reason, the 
response rate from the respondents was quite good. Therefore, the importance of the 
pilot study is actually to improve the quality and efficiency of primary studies 
(Teijlingen et al., 200 I). 

Literature Review 

Service Employee Commitment 

There are multiple definitions of service employee commitment found in literature 
(Wainaina et a/.. 2014). Service employee commitment is originally conceptualized 
by Porter and Steers ( 1973). The basic understanding of their study is that 
commitment is rooted in the attitudes of each individual in the organization. 
Attitudes reflect a person's likes and dislikes and their activities in the organization 
(Tosi & Mero, 2003).On the other hand, Davis and Newstrom (1989) defined 
attitude as an employee' s feelings on how they perceived their environment. Service 
employee commitment is first categorized by Porter el al, (I 974) into three factors 
which are i) belief and acceptance of organizational goals and its values; ii) 
willingness to pay extra effort; and ii i) to sustain organizational membership . 

Meyer and A lien ( 1991) then came out with many more comprehensive service 
employee commitment models which have been highlighted in many articles and by 
many scholars for the last 20 years across multiple domains (Kroth, 2007). They 
developed three popular dimensions called; i) affective commitment, ii) continuance 
commitment and iii) normative commitment. Affective commitment involved 
employee emotional attachment towards work, continuance commitment is a 
commitment based on the costs if the employee leaves the organization and 
nonnative commitment 1s an employee's feelings of obligation to stay with the 
organization. 

Among these three dimensions, affective commitment has received the most 
attention by scholars and received better support (Malhotra & Mukherjee, 2004; 
Emery & Barker,2007; Clark et al. , 2008). Previous studies have proven that 
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affective commitment was inferred to have the same effect on service employee 
commitment towards service quality (Clark et al. , 2008; Hartline & Ferrel, 1996). 
They are related to the element of desired and emotional attachment of the service 
employee to provide quality service and meet customer needs and wants. Hence it 
would be fruitful to study this relationship as previous research has been focused 
more on the commitment of other issues for example, organizational citizenship 
behaviour, absenteeism and turnover. 

Internal Marketing Pracl ices 

Consequently, the human factor in service delivery remains as one of the great 
challenges and employers have realized that the performance of employees is a great 
determinant of the competency of the organization (Anupama, 2015). Jt therefore 
became essential for organisations to identify the elements of the work environment, 
as perceived by employees, which are linked to critically important organisational 
outcomes (Scotti and Harmon, 2014). A body of literature known as linkage research 
examines these links and tries to explain how employees' descriptions of their work 
environment influence important performance factors with an internal marketing 
concept. 

The internal marketing concept was first proposed in the mid-l 970s as a way of 
achieving service quality .One of the basic concepts of internal marketing behaviour 
practices is the notion of internal exchange between service employees and the 
organisation (Anupama, 20 l 5). Internal marketing is defined as "viewing employees 
as internal customers, viewing and jobs as internal products that satisfy the needs and 
wants of these internal customers while addressing the objectives of the firm" (Berry 
and Parasuraman, 1991 ). 

Generally, internal marketing practices behaviour practices seek to provide stability 
between service employees' views of what they have given to their work and the 
views of what they will get from their work (Lings & Greenley, 2005). The nature of 
service industries, which cannot separate the service provider from the service 
delivery, significantly requires the implementation of internal marketing behaviour 
practices. In the service industries, motivated, satisfied and committed front-line 
service employees are crucial factors that contribute to a good service delivery and in 
return, the satisfaction of the customers (Joung el al,2015). Hence it would be 
interesting to examine the relationship of internal marketing practices on service 
employee commitment (Huang & Thiele, 2015). 

Co-worker Support 

There are many concepts of co-worker support in literature such as from Zhou and 
George (2001) who referred co-worker support to the act of helping each other in the 
line duty to provide encouragement and inspiration by means of sharing skill and 
knowledge. For instance Scott and Bruce (1994) in their study illustrated that a 
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service employee might face difficulties in a defined task, and the solution to this 
task is unavailable. Thus, other co-workers can offer their knowledge and skills to 
solve the problem. 

This illustration was also supported by Woodman et al. , (] 993) in which service 
employees obtain co-worker support in the fonn of task-relevant skill and expertise 
which will aid easy problem solution in the organization. Another insight was given 
by Joiner and Bakalis (2006) that a healthy workplace atmosphere and environment 
can be created when workers within such workplace practice co-worker support in 
form of openness, helping other colleagues and showing care for each other. Also, it 
was observed that co-worker support enhances workers to solve problems easily with 
a positive zeal to ensure productivity in the workplace. 

Therefore, it was concluded that easy problem solution and successful task 
completion within a workplace is associated with co-worker support. Similar 
arguments were made by Susskind et al., (2003) and Susskind et al., (2000) in which 
service employees rely on help from other co-workers to provide work-related 
assistance to meet their respective service-related activities. 

Also, Ladd and Henry (2000) pointed out that co-worker support is based on 
workers' beliefs and attitudes toward each other and is seen in their relationship with 
one another. Therefore it was suggested that perceived co-worker support is the 
determinant of perceived organizational support. This is because the organization 
consists of workers and their relationship and behaviour reflects organizational 
behaviour. Hence the study of the relationship between co-worker support and 
service employee commitment is suggested (Limpanitgul et al., 20 I 4). 

Methodology 

Measurement 

The original instrument for service employee commitment to service quality items 
were drawn from two studies mainly from the quality management and the 
organizational commitment scale by Mowday et al., ( 1979). A recent modified 
version by Clark et al., (2008) was adapted in this study. The instrument contained 
nine items in total. All the constructs of service employee commitment in this study 
were measured using a five-point Likert Scale, which ranged from I = Strongly 
Disagree to 5 = Strongly Agree. 

The construct and the measurement of internal marketing behaviour practices were 
adapted from the work of Huang and Thie le (2015). They categorised internal 
marketing behaviour practices into three components, which are internal 
communication, training and internal market research. The instrument contained 18 
items. All of the items in the constructs of internal marketing behaviour practices in 
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this study were measured using a five-point Likert Scale, which ranged from I = 
Strongly Disagree to 5 = Strongly Agree. The co-worker support construct and 
measurement were adapted from Ladd and Henry (2000). The items of the construct 
contained nine items. All of the items were measured using a five-point Likert Scale, 
which ranged from 1 = Strongly Disagree to 5 = Strongly Agree 

Analysis 

Profile of Respondents 

The demographic profile characteristics under investigation include gender, marital 
status,race,age, education level and number of working years. The sample indicated 
that female respondents represented a higher percentage of the total samples 73% 
compared to male respondents 27%. Most of the staffs are married 79% and 21 % are 
single. All the staffs for this pilot test is Malay. Majority of the respondents' ages 
were between 25 to 35 years 48%.About 29% were between 36 to 50 years of age. 
17 % of the respondents were below 25 while 6 % were above 50 years of age. 

Back Translation 
From reviewing related literature, the present work found back-translation as an 
effective technique for the translation of a data collection instrument. Generally, 
back-translation is considered as the first step the researcher should take when 
conducting a research of either a pilot study or the main one, and particularly when 
using an original questionnaire in a different language. However,two bilingual 
experts, who preferably should be familiar with the content of the material of the 
data collection instrument, should conduct the translation; one translating from the 
source to the target language, while the second blindly translating back from the 
target to the source (Brislin, I 970). On this point, this context of the study has 
appointed the Language Center of UUM to translate the English language items to 
the official language, Bahasa Malaysia. 

Content Validity 
Content validity is used to assess the measurement instruments done in the pre-test 
stage by soliciting the expert opinions of academicians who are research specialists 
in quantitative methodology, organizational behaviour and service management 
disciplines. The content was also validated by the staff from the industry to seek 
their opinions and some adjustments had been made on language and term use. 

Reliability Test 

Various types of reliability tests are usually employed, however, the common 
method used by researchers is the internal consistency reliability test (Litwin, 1995). 
It is the extent to which items "hang together as a set" and are capable of 
independently measuring the same concept to the extent that the items are correlated 
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with one another. According to Sekaran and Bougie (20 I 0) the most popular test of 
inter-item consistency reliability is Cronbach's alpha coefficient. Hence, the 
Cronbach's alpha test was employed in this study to measure internal consistency of 
the instrument. After running the data using SPSS version 14 for Windows, it was 
found that all the measures possessed high reliability standards ranging from 0.713 
to 0.956. 

This is in line with the benchmark that an instrument with a coefficient of 0.60 is 
regarded as having an average reliability while the coefficient of 0.70 and above 
shows that the instrument has a high reliability standard (Sekaran & Bougie, 2010). 
Hair et al., (2007) observed that researchers generally consider the an alpha value of 
0.70 as the minimum, however, lower coefficients may be acceptable. Table I shows 
the summary of the reliability results. As shown in the table the results of pilot test 
indicated that Cronbach's alpha values for the constructs under investigation are all 
above 0. 70. Consequently, given the established benchmark of 0. 70 all the constructs 
vvere reliable and therefore, there was no need to delete any item. 

Table 1.0 

R r bT e 1a 1 1ty resu t 
No Variable Reliabilitv 

1 Internal Communication 0.85 
2 Training 0.87 
3 Jnternal Marketing Research 0.87 
4 Co-worker Support 0.73 
5 Service Emplovee Commitment 0.72 

Data Distribution 

Most of the inferential statistical techniques require the fulfilment of nonnality 
assumption (Pallant, 200 I; Tabacknich & Fidell, 2007). Normal data is one that is 
symmetrical and bell-shaped, with the greatest frequency of scores in the middle and 
a smaller distribution towards the extreme ends. Normality can be examined by 
using the values of skewness and kurtosis. While skewness has to do with 
symmetary, kurtosis indicates the extent to which the data is peaked or flat 
(Tabacknich & Fidell, 2007). Based on the values of skewness and kurtosis the data 
can be described as reasonably normal. For example, the skewness of all the items 
ranged from -0.013 to 1.099 which was below ±2.0. Similarly, the values for kurtosis 
ranged from -0.031 to 2.572 which was well below the threshold of± I 0. 

Conclusion 

As noted earlier the aim of this study was to pre-test the validity and reliability of the 
instrument of an ongoing project in preparation for a large scale study. Hence, the 
conclusion of this study is tied to its objective which is mainly statistical in nature at 
this stage. The managerial implication of the variables under investigation would be 
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fully uncovered after the main study is carried out. The study explored small scale 
data that was collected during the pilot test. Both content and face validity were 
conducted which subsequently led to the rewording of several items and two items 
were removed on grounds of high similarity with other questions. Furthermore, the 
inter-item reliability test revealed that all the items were reliable with the Cronbach ' s 
alpha was well above the benchmark; thereby no item was deleted. Finally, the 
normality test using skewness and kurtosis showed that the data as a whole was 
reasonably normal especially with skewness values not significantly different from 
zero. 
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