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ABSTRACT 

The factors contribution to job burnout study was able to gather some information pertaining 

to the respondent's profile and what they expect from the employer and also provides some 

useful insights on what employees expect from the employer and also on what they look into 

for them to perform in organization. This study examined relationship between job burnout 

toward Islamic work ethics, role conflict, role ambiguity and role overload. It was discovered 

has revealed through past literature that toward Islamic work ethics, role conflict, role 

ambiguity and role overload could be tested in banking sector. The objective of this study 

also to analyse the major factor that affects job burnout. This study utilised a quantitative 

method and was carried out specifically in Bank Rakyat at Northern Region. A total of 140 

(74.28%) of the sets questionnaires were successfully collected. The findings of this study 

show that there was significant relationship between Islamic work ethics, role conflict, role 

ambiguity and role overload with job burnout. These finding were of a great value to both 

theory and practise and have vital implication for academician and among banking sector. 

Keyword: Job burnout, Islamic work ethics, role conflict, role ambiguity and role overload. 
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ABSTRAK 

Kajian berkenaan dengan faktor terjadinya tekanan pekerjaan membolehkan mengumpul 

maklumat responden tentang apa yang mereka jangkakan daripada majikan dan 

membekalkan maklumat apa yang diperlukan oleh majikan terhadap pekerja. Kajian ini 

menganalisa tentang hubungan tekanan pekerja terhadap etika kerja islam, peranan konflik, 

peranan kecelaruan,dan peranan beban kerja. Didapati melalui kajian lepas bahawa etika 

kerja islam, peranan konflik, peranan kecelaruan,dan peranan beban kerja boleh dikaji di 

organisasi khususnya sector perbankan. Objektif kajian adalah untuk menilai faktor yang 

paling mempengaruhi tekana kerja. Kajian ini menggunakan kaedah kuantitatif dan secara 

spesifiknya di Bank Rayat kawasan utara. Seramai 140 (74.28%) daripada set soalan Berjaya 

dikumpul. Hasil kajian mendapai bahawa keempat - empat pemboleh ubah mempengaurhi 

tekanan kerja. Kajian ini keseluruhannya memberi impak kepada pengamal dari sector 

akademik dan perbankan. 

Kata kunci : Tekanan kerja, etika kerja islam, peranan konflik, peranan kecelaruan, dan 

peranan bebanan kerja. 
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1.1 

CHAPTER! 

INTRODUCTION 

Background of the Study 

.- 

This study focuses on the organization factors that contribute to job burnout 

among the salesperson in Bank Rakyat Northern Region. It is designed to 

determine the factors that influence the salesperson for instances role 

conflict, role ambiguity, role overload and Islamic work ethic. This study 

will conduct by questionnaires which will be distributed to the salesperson 

in Bank Rakyat Northern Region. 

The Qur' an and Sunnah contained much guidance which could form the 

Muslim's key to success. Through the concept of work ethics which is 

contained in the Qur'an and Sunnah, Muslims should now move ahead to 

achieve higher levels ethically and economically in order to overcome the 

non- Muslim dominance in all aspect of human lives. In Islam, the source of 

ethics is its religious institution, transmitting a divine revelation to mankind. 

In other word, the Quran and Sunnah automatically become the source of 

akhlaq in Islam. Thus, all modes of behavior and character traits derived 

their goodness or badness from the sanction or otherwise of the holy book 

and the sayings and practices of the prophet Muhammad (s.a.w) who 

himself has been described as the best model of behavior for all believers. 

Islam lays great emphasis on work. In many places in the Quran and Hadith, 

it has been made clear that time should not be wasted. In the Qur'an, Allah 

draws attention to all the magnificent creations as an indication of the 

proper planning that leads to wonderful results for Muslims believe that He 

creates nothing haphazardly. God relates in the Qur'a how the heavens and 
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the earth were created in seven days and describes that as a sign for 

humankind. Then the Qur'an directs a message to humanity that they should 

contribute positively to the earth, that is, they should work to make use of 

what is created for their benefit: 

"And that there is not for man except that [good} for which he strives. And 

that his effort is going to be seen. Then he will be recompensed for it with 

the fa/lest recompense". (An-Najm 53:39-41, pg 525, AI-Haramain, Karya 

Bestari, KDN) 

Previous studies by Farber (2000) points out that expressions of burnout 

now reflect today's work environment that includes the pressure of meeting 

the demands of others, secondly intense to compete with others surrounding 

him, a drive to make money and a sense of being deprived of something that 

is deserved. 

Based on journal that has been wrote by Dr. Beverly Potter burnout can be 

defined as a malaise of the spirit in which motivation, that mysterious force 

that gets us moving is damaged or even destroyed. Job burnout could be 

called job depression. Burnout is not an all-or-nothing proposition. On any 

particular day enthusiasm for work is increasing or decreasing but it does 

not remain the same. Even the hottest fires will burn out, so we tend them 

9 



fanning, stoking, and occasionally adding another log. When motivation 

wanes, we burn out. 

The finding of this study will help the employees find the ways how to 

solve the job burnout problem. The finding will suggest a few alternatives in 

order to control this problem. 

The concept of burnout was first expressed by Herbert J. Fredenberger, 

Christina Maslach, and Ayala Pines (Farber, 1983). This was an age of 

social upheaval and strong social commitment, with many young 

individuals entering careers in human service professions. Previous studies 

by Farber (2000) points out that expressions of burnout now reflect today's 

work environment that includes the pressure of meeting the demands of 

others, secondly intense to compete with others surrounding him, a drive to 

make money and a sense of being deprived of something that is deserved. 

Burnout in the community of human service providers may be taking this 

shape as well. The others study also found out that the factors that 

contribute to job burnout are the emotional exhaustion, depersonalization of 

others and diminishing the personal accomplishment. 

Based on journal that has been wrote by Dr. Beverly Potter burnout can be 

defined as a malaise of the spirit in which motivation, that mysterious force 

that gets us moving is damaged or even destroyed. Job burnout could be 

called job depression. Burnout is not an all-or-nothing proposition. On any 

particular day enthusiasm for work is increasing or decreasing but it does 

not remain the same. Even the hottest fires will burn out, so we tend them 

fanning, stoking, and occasionally adding another log. When motivation 

wanes, we burn out. The finding of this study will help the employees find 
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the ways how to solve the job burnout problem. The finding will suggest a 

few alternatives in order to control this problem. 

This chapter explains all the items in constructing the proposal. The scope 

of this research consists of several parts. First, is the background of the 

study which it will discuss the units of analysis and the variable that cause 

the job burnout among salesperson in Bank Rakyat, Northern Region. 

Secondly, it consists with problem statement, which is the identification of 

factors of the topic such what influence the topic. In doing so, the research 

question can be obtain. The question that summarize to investigate what are 

actually the answers of the questions that will complete the research. Every 

research should consist its objectives to shows that there is something to 

achieve from the research. Furthermore, it will discuss with the following 

part, which are significant to the study, limitation and the scope of the study. 

In other words how much of area will be in the study. The definition of the 

terms also should be included in this chapter. 

The biggest threat to building an engaged workforce in 2017 is employee 

burnout. The newest study in the Employee Engagement Series conducted 

by Kronos Incorporated and Future Workplace found 95 percent of human 

resource leaders admit employee burnout is sabotaging workforce retention, 

yet there is no obvious solution on the horizon. In this national survey, 614 

HR leaders including Chief Human Resource Officers (CHRO), vice 

presidents of HR, HR directors, and HR managers from organizations with 

I 00 to 2,500 employees provided a candid look at how burnout drives 

turnover, what causes it, and why there is no easy solution despite 87% of 

respondents calling improved retention a high or critical priority. 

11 
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The statistic displays the reasons for stress at work among employees in 

North America in 2016 showed that 31% of respondents reported that 

people issues at work was a source of stress. High levels of stress sustained 

for a long period can lead to impacts on both physical and mental health, 

which can also lead to impacts on the immune system. Work is a one of the 

most commonly reported sources of stress in adults. 

Align with that situation, this national survey polling 614 HR leaders in the 

Unites States, provided an honest insight at how burnout drives turnover, 

what causes it, and why there is no easy solution despite 87% of 

respondents calling improved retention a high or critical priority. According 

to the survey, 46% say employee burnout is responsible for up to half (20% 

to 50%, specifically) of their annual workforce turnover. Not only that, 

almost I 0% blames employee burnout for causing more than 50% of 

workforce turnover each year. Though burnout touches organizations of all 

sizes, larger organisations seem to suffer more. One in five HR leaders at 

organisations with 100 to 500 employees cited burnout as the cause of 10% 

or less of their turnover, while 15% of HR leaders at organisations larger 

than 2,500 employees say burnout causes 50% or more of annual turnover. 

Other findings from the survey included, top three contributors to burnout 

are unfair compensation (41 %), unreasonable workload (32%), and too 

much overtime/after-hours work (32%). HR leaders also identified key 

burnout factors falling under talent management, employee development, 

and leadership that should be in their control, including poor management 

(30%), employees seeing no clear connection of their role to corporate 

strategy (29%), and a negative workplace culture (26%). Besides that, the 
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insufficient technology for employees to do their jobs was identified by 20% 

of HR leaders as another primary cause of burnout. This is more prevalent at 

larger organizations where it was cited by 27% of respondents. 

According to Ravindran Raman Kutty, Columnist with Malaysian Media; 

Adviser to World Youth Foundation that 70% of Malaysian are stressed and 

work life balance is a must for a better quality life in Bernama (13 May 

2017). The causes of job burnout in workplace normally related with job 

related, career development, role related, relationship and organizational 

change. 

1.2 Problem Statement 

Scary statistics about stress at work which is conducted by Jeff Fermin 

(June 30, 2014), which is indicates that about USD300 Billion was spent 

yearly for annual cost to employers in stress related health care and missed 

work. About 73% regularly experience psychological symptoms caused by 

stress. 48% feel their stress has increased over the past five years. While 

54% said stress has caused them to fight with people close to them. 

Negative effects of burnout affect the employees physical and mental health, 

organizational cost and performance, and consequently the societal health 

expenditure. According to the Fifth European Working Conditions Survey 

(Eurofound, 2012), 22% of European workers reported poor health and 20% 

of them reported poor mental well-being. Furthermore, 43% of European 

workers reported work absence due to health problems for at least one day 

during the last 1 2  months before the survey. These facts point out the 

comprehensiveness of the mentioned contemporary problem and highlight 
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the negative effects linked to workers' health. Most of the research on job 

burnout has been related to helping profession (Snyder & Cistulli, 20 I I). 

The National Institute for Occupational Safety and Health (NIOSH) is the 

Federal agency responsible for conducting research and making 

recommendations for the prevention of work-related illness and injury. 

NIOSH in 1998 reported that survey conducted by Northwestern National 

Life stated about 40% of workers who report their job is very or extremely 

stressful. Beside survey conducted by the Families and Work Institute 

mentioned about 26% of workers who report they are often or very often 

burned out or stressed by their work. 

Based on Malaysian Digest.com which is published on Wednesday, 10 June 

2015 written by Dayana Sobri, according to global workplace provider 

Regus's latest online survey released early 2015, 70% of Malaysian workers 

are reporting more stress-related illnesses. The report which covered the 

opinions of 20,000 senior executives and business owners across 95 

countries revealed that 48% of the Malaysian respondents felt their stress 

levels had risen and over 42% reported sleeping less due to work worries. 

Also 53% of respondents report their family and friends have noticed they 

are stress by work. Many challenges in the work environments, 

characterized by heightened competition, Jack of time, more uncontrollable 

factors, continuous technological development, greater uncertainty and 

others have resulted in higher job stress. 

According to Hewitt Associates (2009/20 I 0), the turnover rate in Malaysia 

has increased from 9.3% in year 2009 to I 0.1 % in year 2010. The highest 

turnover rate found to be recorded by the financial services (18.3%) and 

high-tech/IT industry (20%). Align with this situation, Asian Institute of 
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Finance (AIF) study, (2016) reveals only one-third of financial sector 

employees are highly engaged at work. According trends global employee 

report (2017), Malaysian employee engagement among worst in Asia. As a 

addition, research factors influencing intention to quit among bank 

employees in Malaysia (Cha Xin Yi, 2012) indicates that occupational stress 

has a very significant (positive) relationship with intention to quit. 

There has been little extant research in marketing and sales literature 

(Rutheford et. al., 20 1 1 ;  Lewin & Sager, 2008; Shepherd, Taschian et al., 

2 0 1 1 ;  Snyder & Cistulli, 2 0 1 1 ;  Lewin & Sager, 2007). In addition, most of 

the research in the sales field has been conducted in the U.S.A. (Hollet et al., 

20 1 1  ). The importance of the sales field research is additionally highlighted 

by the fact that salespeople meet different tasks and are influenced by 

different stressor than helping professional (Lewin & Sager 2007). 

For salesperson, deadlines, long working hours which include nights, 

weekends, and holidays, and competition from other financial institutions 

may compound stress and burnout. On the other hand, researcher also 

believes that job demand and work conflict are the factors that influence the 

job burnout. If the employees having the job burnout it will create the lower 

rates of job satisfaction that resulted in high rates of frustration, anger, 

stress, interpersonal aggression, hostility and complaints absenteeism, and 

intention to quit the job. In developing the problem statement, the researcher 

has identified several variables to support this paper. This study will 

investigate whether there is relationship between role conflicts, role 
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ambiguity, role overload and Islamic work ethic with job burnout among the 

salesperson in Bank Rakyat, Northern Region. 

In short, this issue has to be address quickly because it is the most 

contagious disease that can affect any organization and turn their best 

employee into their worst nightmares. But what is job burnout exactly? 

What affects employees to job burnout? Therefore, this study examined the 

relationship and influence of rewards, leadership, communication and 

service environment with employee engagement. 

The problem statement is a clear, precise and sufficient statement of the 

specific issue that a researcher wished to investigate. There are three key 

criteria to assess the quality of the problem statement, it should be relevant, 

feasible and interesting (Sekaran & Bougie, 20 I 0). Thus, this study 

analyzed the relationship between role conflict, role ambiguity, role 

overload and islamic work ethic with job burnout. 

1.3 Research Question 

In this research, the researcher has come out with two research questions in 

order to achieve the research objectives . 

1. Are there any differences between demographic factor (gender, age, 

higher level education, occupation status, numbers of years' work in 

the organization and monthly income) with Job Burnout? 

ii. What are the relationships between the determinants (Role Conflict, 

Role Ambiguity, Role Overload and Islamic Work Ethic) with Job 

Burnout? 

iii. Which factors influence the salespersons towards Job Burnout? 
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1.4 Research Objectives 

In order to meet this objective, the following objectives taken up under 

consideration: 

i. To determine the differences between demographic factors gender, 

age, higher level education, occupation status, numbers of years' 

work in the organization and monthly income with Job Burnout. 

ii. 

iii. 

1.5 

To examine the relationship between Role Conflict, Role Ambiguity, 

Role Overload and Islamic Work Ethic with Job Burnout. 

To investigate the factor influence salespersons with Job Burnout. 

Significance of the Study 

This study will examine the factors that influence job burnout among 

salesperson in Bank Rakyat Northern Region. This research was very 

important because it findings can improved the interested party to have a 

better understanding about what motivate individuals or group of people 

behavior and how to handle them. Those interested party are as below: 

1.5.1 To The Researcher For Future Researcher 

This research helps as a requirement for the researcher to complete this 

course. Other than that, this study has exposed the researcher with the new 

experience, skills and knowledge on how to conduct and manage the 

research. 

This study attempts to identify the factors which give more influence 

towards Job Burnout among Muslim salespersons or workers. As there is no 

evidence shows the studies on the particular Muslim salespersons have been 
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carried out, then this study makes the efforts to test the factors obtained on 

the Job Burnout. 

Research can be used as the instrument in investigating the problems or 

making decision. The researcher also has the opportunity to improve their 

communication skills, confident level when need to face with various type 

of people outside. 

1.5.2 To The Employees 

From this research also the employees can understand why they and others 

peers behave in such manner. With a good understanding about the 

employees, the organization can help their employees to handle problem at 

the workplace and reduce the stress and other discipline problems. The 

enjoyment and harmonious workplace can be created. 

1.5.3 To The Organization 

The findings from this research can useful for the organization to have a 

better understanding about how to make their workers more motivate to 

their works, handling employees problems and creating a workplace that is 

more harmonious with a good relationship between the people in the 

organization. 

It will be beneficial for the organization to know the perception of the 

workers towards their jobs, peers and workplace. So, that improvement can 

be made and the efficiency and effectiveness in decision making can be 

achieved. 
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1.6 Scope of the Study 

The scope of the study involves the relationship and significant factors 

between role conflict, role ambiguity, role overload and Islamic work ethics 

the independent variables and job burnout as the dependent variable. 

This study was a cross - sectional study. The sample for the study was 

among sales person in Bank Rakyat Northern Region. Specifically, the 

study aims to identify whether factors like role conflict, role ambiguity, role 

overload and Islamic work ethic have a direct relationship with job burnout. 

Burnout is a unique type of stress syndrome, characteristized by emotional 

ehaustation, depersonalisation. and deiminished personal accomplishment. 

(Cynthia L cordes, I 993). 

The data had been taken from questionnaires which were distributed among 

salesperson in Bank Rakyat Northern Region. Besides that, the journals, 

articles and other materials that relevant also been used in this study. 

1.7 Definition of Key Terms 

For the purpose of this study, the following terms may need to be further 

clarified to avoid confusion on what is mean in the contact of this study. 

1.7.1 Job Burnout 

Burnout is a prolonged response to chronic emotional and interpersonal 

stressors on the job, and is defined by the three dimensions of exhaustion, 

cynicism, and inefficacy. The focus on engagement, the positive antithesis 

of burnout, promises to yield new perspectives on the interventions to 

alleviate burnout. The social focus of burnout, the solid research basis 

concerning the syndrome, and its specific ties to the work domain make a 
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distinct and valuable contribution to people's health and well-being 

(Maslach & Leiter, 2001). Align with this situation, patience is necessary. 

"And We will surely test you with something of fear and hunger and a loss 

of wealth and lives and fruits, but give good tidings to the patient, "(Al 

Baqarah 2:155, pg 24, Al-Haramain, Karya Bestari, KON) 

1.7.2 Islamic Work Ethics 

The Islamic work ethics is an orientation toward 'work' which is rooted in 

Islamic Shariah principles. Since work ethics is proven to have a significant 

influence on the individual and organizational outcomes, it is helpful to 

understand this concept (Jihad Mohammad & Farzana Quoquab, 

comparative study on Islamic work ethics). The individual's perception of 

work ethics is produced by their religious faith as well as cultural values. 

The concept of work ethics has received significant research attention since 

1980s (Ali , 1988; Cherrington, 1983; Kleiber & Crandall, 1 9 8 1 ;  Nasr 

, 1984). Those researches have defined work ethics as a dispositional 

variable which is different among the individuals. According to Al-Modaf 

(2005), work ethics are necessary for any organization to function, make 

profit and maintain in the future. 
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1. 7 .3 Role Conflict 

Rizzo et al., (1970) define role conflict as the incompatibility of 

requirements and expectations from the role, where compatibility is judged 

based on a set of conditions that impact role performance. Role conflict is 

more intense in jobs where more abstract thinking and decision-making are 

required (Menon & Aknilesh, 1994). 

1.7.4 Role Ambiguity 

The construct, as seems apparent by its title, is often hard to define. In spite 

of this lack of a well-defined construct (Breaugh & Colihan, 1994), the 

generally accepted concept is that role ambiguity occurs when individuals 

lack a clear definition of their role expectations, and the 

requirements/methods to complete their job tasks (Rizzo et al., 1970). Law 

enforcement officers may encounter role ambiguity for a variety of reasons. 

They are frequently entering situations where there is no possibility for 

complete information, therefore, it is difficult to receive clear instruction, or 

apply training received to a specific situation. This lack of information may 

raise the uncertainty regarding expectations associated with the role (Gupta 

& Jenkins, 1985; Lewis & Cooper, 1988). With the lack of a clear definition 

as noted above, for the purpose of this paper, role ambiguity will be defined 

as: the ambiguity on the job that occurs due to lack of clear role 

expectations, requirements, methods, and information m situational 

experiences. 
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1.7.5 Role Overload 

Role overload describes situations in which employees feel that there are too 

many responsibilities or activities expected of them in light of the time 

available, their abilities, and other constraints (Rizzo et al., 1970). Role 

overload occurs when people feel inconsistency between the time required 

to finish the task and the time available for them. 

1.8 Organization of the chapters. 

In this study, the research paper is divided into five chapters. The summary 

of each chapter is as follows: 

Chapter I describes an overview of the research area, the background of the 

study and the study's research problems. Then, it outlines the research 

questions, research objectives and significance of the study. This is followed 

by the operational definition, scope and limitation and finally, it presents the 

organization of the remaining chapters. 

Chapter 2 contains the literature review, which focuses on the previous 

research that is related to this study. The review presented in this chapter 

includes a discussion of job burnout and all the factors that affect job 

burnout. 

Chapter 3 provides the methodology employed in this study, which includes 

research design, population and sample of the study. Hence, it explains the 

development of the instruments and measurement of the variables. Other 

than that, data collection process and data analysis techniques are also 

discussed in this chapter. 
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Chapter 4 discuss the findings of this study. This chapter presents the profile 

respondents, descriptive analysis, summary of response rate, respondent 

profile and reliability analysis. In addition, it also presents the application of 

Independent Pearson Correlation and Multiple Linear Regression analysis 

technique through using of SPSS software (Version 22.0). Then, the results 

of the hypotheses are discussed. At the end of this chapter, a summary of the 

results is presented. 

Chapter 5 presents the findings, according to the result of data analysis 

based on research hypotheses of this study. Then, this chapter elaborates the 

contribution of the research. This chapter ends with the research limitations 

and recommendations for future research. 

1.9 Limitation 

In order to produce good research study, there are some limitations that 

influence to complete this research. This factors that limit the research are: 

1.9.1 Accuracy 

The information and data gathered by the researcher might be less accurate 

as a result of the limited respondents is being interviewed at selective 

places. The impression from small groups of respondents might not truly 

represent the entire phenomenon. 

1.9.2 Confidentiality 

Bank Rakyat cannot give more expose some relevant and valuable 

information because they are confidential. For certain information they must 

get approval from the higher authority person before releasing it to the 

researcher. 
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1.9.3 Lack of Experience 

Researchers do not have enough and solid experience in doing research. In 

fact, this research projects is the first paper that has been conducted by 

researcher. 

1.9.4 Reliability of the Information 

Some of the information gathered is not reliable because influence from co 

workers and working environment itself very difficult to identify the 

accuracy of the answer provided by the respondent. 
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CHAPTER2 

LITERATURE REVIEW 

2.1 Introduction 

This chapter undoubtedly rs the main platform for valuable literature 

support for the general objectives, as well as the specific objectives of the 

study. This chapter exclusively unveils the theories and definition of every 

variable. This chapter also explains the concepts and the theoretical 

developments of job burnout, role conflict, role ambiguity, role overload 

and Islamic work ethics. This chapter to reviews the literature related to the 

development of the conceptual model examined in the study. The variables 

that job burnout (dependent variable) will be discussed in this chapter such 

as role conflict, role ambiguity, role overload and Islamic work ethics 

(independent variables). The relationship between variables, research 

framework and definition of key terms also include in this chapter 

2.2 Job Burnout 

Job burnout has been conceptualized in many different ways. The most cited 

definition is a syndrome of emotional exhaustion, depersonalization of 

others, and a feeling of reduced personal accomplishment, (Lee & Ash forth, 

1990). A condition is on the rise among workers today. Burnout is a type of 

stress response most commonly displayed by individuals who have intense 

contact and involvement with others during the course of their normal 

workday. Traditionally, burnout was seen as occurring solely within the 

helping professions such as nursing and education. Originally, burnout was 

studied from an emotional arousal perspective. Empirical research began to 

emerge in the late 1970s and early 1980s (Cordes & Dougherty, 1993). In 
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Islamic perspective, for those who want find peace in life then they should 

always remember of Allah (God). 

And those who disbelieved say, "Why has a sign not been sent down to him 

from his Lord?" Say, [O Muhammad], "Indeed, Allah leaves astray whom 

He wills and guides to Himself whoever turns back [to Him}. Those who 

have believed and whose hearts are assured by the remembrance of Allah . 

Unquestionably, by the remembrance of Allah hearts are assured." (Al-Ra'd 

13:27-28, pg 252, AI-Haramain, Karya Bestari, KON) 

2.2.1 The concept of Job Burnout 

The conceptual model shown in figure 2.1 adopts the antecedents and 

consequences of burnout logic proposed by Singh et al., (1994), while 

replicating and extending the emotional exhaustion conceptualization 

offered by Babakus et al., (1999). Research published by Cordes and 

Dougherty (1993), indicates that burnout may be as prevalent in other types 

of careers and settings. Burnout is defined as a response syndrome with 

multiple dimensions or facets which is emotional exhaustion, 

depersonalization and diminished personal accomplishment. The model is 

adapted to better explain Job Burnout. 
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Figure 2.1 Conceptual model of the antecedentsand consequences of 

salesperson burnout 

2.2.2 Past Studies on Job Burnout 

The first component of burnout is emotional exhaustion. Leiter and Maslach 

(1988) note that emotional exhaustion refers to feelings of being 

emotionally overextended and drained by one's contact with other people. 

This emotional exhaustion can manifest itself in physical characteristics 

such as waking up just as tired as when going to bed or lacking required 

energy to take on another task or face-to-face encounter (Maslach & Leiter, 

l 997). 

Cordes and Dougherty (1993) present several key determinants of emotion 

exhaustion. The first, work overload is defined as the perception of too 

much work to accomplish in the time available. This organizational situation 

often forces employees to exert more energy and spend more time on work 

then they are capable of Role conflict is a second source of emotion 

exhaustion. Frequently different individuals within an organization will 

impose conflicting expectations upon employees. Reconciling these 

differences can be both frustrating and emotionally taxing for employees. 

27 



Personal expectations also contribute to emotional exhaustion. Typically, 

young employees are overachievers with unrealistic expectations of both 

themselves and the organization they work for. 

Burnout is considered to differ from other forms of stress in that it entails a 

set of responses to large demands in the work environment that carry 

important interpersonal obligations and responsibilities (Cordes & 

Dougherty, 1993). Cordes and Dougherty (1993) have grouped the many 

causes of burnout into three general categories, which are job and role 

characteristics, organizational characteristics and personal characteristics. 

While all three types of characteristics contribute to burnout, the majority of 

the current research indicates that organizational characteristics are more 

strongly related to burnout than are personal characteristics (Leither & 

Maslach, 1988). 

Cordes and Dougherty's (1993) category of job and role characteristics 

includes interpersonal relations, role conflict and role ambiguity as well as 

role overload. The nature of an individual's interpersonal relations, 

specifically those interactions with clients, has been shown to play a large 

role in the development of burnout. Client refers to any individual, internal 

or external, with whom one interacts on a professional basis (Cordes & 

Dougherty, 1993). Leiter and Maslach (1988) note that contact with people 

can be a major source of distress, frustration or conflict. (p.298). Burnout is 

more likely to occur with individuals whose client relationships are 

characterized by direct, frequent, extended contact and whose problems are 

chronic rather than acute (Cordes& Dougherty, 1993). Research on the 

principal ship points to the fact that the principal's job is comprised of role 
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conflict, role ambiguity and role overload. Other researchers support the 

complex nature of the principal's job due to high stress, a wide variety of 

tasks to perform and diverse roles. 

2.2.3 Conclusion 

Burnout is a malaise of the spirit in which motivation, that mysterious force 

that gets us moving is damaged or even destroyed. Job burnout could be 

called job depression. Burnout is not an all-or-nothing proposition. On any 

particular day enthusiasm for work is increasing or decreasing but it does 

not remain the same. Even the hottest fires wil l  burn out, so we tend them 

fanning, stoking, and occasionally adding another log. When motivation 

wanes, we burn out. 

2.3 Islamic Work Ethics 

2.3.1 The Concept of Islamic Work Ethics 

The worker relationships according to the Prophet Muhammad (PBUH) 

said: "I saw Abu Dhar Al-Ghifari wearing a cloak, and his slave, too, was 

wearing a cloak. We asked him about that (i.e. how both were wearing 

similar cloaks). He replied, "Once I abused a man and he complained of me 

to the Prophet . The Prophet asked me, 'Did you abuse him by slighting his 

mother?' He added, 'Your slaves are your brethren upon whom Allah has 

given you authority. So, if one has one's brethren under one's control, one 

should feed them with the like of what one eats and clothe them with the like 

of what one wears. You should not overburden them with what they cannot 

bear, and if you do so, help them (in their hard job)". (Narrated by AI 

Ma'rur bin Suwaid, Sahih Bukhari Volume 3, Book 46, Number 721) 
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Islamic Work Ethics may be defined as the set of moral principles that 

distinguish what is right from what is wrong (Beekun, 1997) in the Islamic 

context. According to Rizk (2008), Islamic Work Ethic is an orientation 

towards work and approaches work as a virtue in human's lives. Islamic 

Work Ethic is originally based on the Qur'an, the teachings of the Prophet 

who denoted that hard work caused sins to be absolved and the legacy of the 

four Caliphs of Islam (Ali, 2005; Rizk, 2008). For instance, Islamic Work 

Ethic considerable emphasis on hard work, commitment, and dedication to 

work, work creativity, avoidance of unethical method of wealth 

accumulation, cooperation and competitiveness at the work place (Yousef, 

2001). 

2.3.2 Past Studies on Islamic Work Ethics 

The implementation of Islamic work ethics in Islamic organizations such as 

in the Islamic financial institutions is expected to reduce work stress, so that 

it could minimize the high rates of employee turnover. This statement is 

supported by Kompanian (2013) and Suryanto (2016), stating that Islamic 

work ethic positively gives a significant impact on the solving of staffing 

issues. Employees who have high Islamic work ethic tend to find creative 

ways to overcome the problems, so that they could minimize the workers' 

willingness to quit the company. This finding is reinforced by Moradzadeh 

et al., (2015), suggesting that the reduction in the turnover rate of employees 

is affected by the introduction of Islamic work ethics. 

In general, and in terms of business and management, Islamic principles and 

the original thinking of the early Muslim generations are conducive for 

building business institutions and for a market economy that is founded on 

justice and responsible competition. Moral principles, hard work and 
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commitment to the community which helped the Muslim society to thrive 

economically in the past have the promise to strengthen commerce and 

economic progress in today's world. These principles are vital for 

independent thinking, genuine creativity and dynamic commerce. 

Based on the views expressed by previous researchers, it can be concluded 

that the Islamic work ethics is an important element to be implemented by a 

company for the employees. This opinion is confirmed by (Ali & Al 

Owaihan, 2008); Hayati & Indra, 20 I 2) who show that the Islamic work 

ethics positively give a significant effect on employee performance. Other 

opinions were expressed by Silverthrone (2005) and Marri et al., (20 I 2), 

which stated that Islamic work ethic positively affected job satisfaction. 

This reflects that higher job satisfaction can minimize the intention to quit 

from an organization (Boles et al., 1997). 

Based on the research of Sert et al., (20 I 4) and Jaramillo, et al., (2006), the 

Islamic work ethics is also beneficial to the employee's psychological 

development. This study has uniqueness and is different from previous 

studies primarily in terms of the respondent population surveyed. This study 

involved management accountants who work in the Islamic finance industry 

in Indonesia. They have not been studied yet in the previous studies. The 

Islamic finance industry has been selected as the study population because 

the work environment matches the Islamic work ethics as one of the 

variables of this study. The issue is particularly interesting to study among 

accountants because of the number of financial scandals that happen in the 

world due to the intervention of accountants and the important role and 

responsibility which the profession plays for preparing financial statements 
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qualified for stakeholders who must pay attention to the principles of good 

governance (IF AC: 2006). 

Some experts have defined Islamic work ethics. Islamic work ethics is 

defined by Rashidi (2004) as a set of moral principles that distinguish good 

and bad, while Asifudin (2004) defines the Islamic work ethic as a character 

and human behavior related to jobs, reflected from the belief system or 

Islamic faith as a way of life. Another definition is suggested by Aliand AI 

Owaihan (2008) who defines Islamic works ethics as an orientation to shape 

the engagement and participation for adherents in the workplace. The initial 

concept is derived from the Qur'an and the Hadith. From some of these 

definitions, Rowold (2008) concluded that Islamic values applied on the 

behavior ethics and career orientation in the workplace is a guide of values 

in human life. Furthermore, Yousef (2001) stated that the Islamic work 

ethics emphasizes the aspects of cooperation in the work and solves 

problems in the work through communication to avoid errors in the 

completion of the work. 

2.3.3 Relationship between Islamic Work Ethics and Job Burnout 

Rahim et al., (2011) examined the relationship between ethical organization 

environments with the pride to the corporate identity. The results of the 

study show that the ethical organization environment has a significant 

positive impact on the pride to the corporate identity. Otherwise, it has an 

adverse impact on the intention to quit. People who have strong pride in the 

corporate identity did not want to leave the company. Otherwise, if the 

employees have a weak pride of the corporate identity, they have a higher 

intention to quit. Golparvar et al., (2012) examined the role of work ethic in 

mediating the relationship between organizational loyalties with deviant 
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behavior in the workplace. The results of the study showed that a strong 

work ethic could improve employees' loyalty towards the organization. 
,..., 

Also, the loyalty to the institution reduces deviant behavior in the 

workplace. 

Another study by Golparvar et al., (20 I 0) examines about employee 
-� 

empowerment, ethical leadership and Islamic work ethics. The results of the 

study showed that ethical leadership could directly strengthen employee 

empowerment in the workplace. The second finding, Islamic work ethic can 

reduce the willingness of employees to quit the job. From these results, it 

can be predicted that Islamic work ethics able to reduce the work stress. It is 

proved that the Islamic work ethic can reduce accountants' work stress and 

minimize their intention to quit the job. These findings are consistent with 

the results of studies conducted by Rahim et al., (2011), Golparvar et al., 

(2010), and Go!parvar net al., (2012).Based on these findings, the 

internalization process of Islamic values into the work environment 

becomes very vital; it need strobe cultivated and preserved to maintain 

employees' motivation, so that their intention to quit the job can be 

minimized and their performance can be increased. Human Resources 

Management policies through the preservation of Islamic work ethic within 

the organization become an urgent appeal particularly for the case of 

Indonesia which is now entering the era of free trade of ASEAN Economic 

community. At the moment, the provision of human resources will come 

from different countries with different cultural backgrounds. If they are not 

properly managed by the work ethic of Islam, they can lead to conflicts 

among employees that negatively affect the performance of individuals and 

organizations. 
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Peaceis the actual meaning of Islam, a man can get peace ifhe is obedient to 

Allah or God will in every mattersof life. (Abuznaid, 2006; Syed, 2010) .  In 

Islam, for illustration it is the ethic that dominates economics andnot the 

other way around (Rice, 1999) and whatever one do, Islamic ethics and 

values are judging it. So, Muslims have to have follow codes written in 

Shariah (Islamic Law and Jurisprudence). Accordingly, it is the duty of 

every Muslim to accept Allah will (Syed, 2010). Islam provided simple and 

comprehensive setups, based on ethics, which regulates every aspect of 

lifeaccounting social and economic activities (Naqvi, 1981);  (Rice, 1999). 

Not only individual lives, collective lives are also covered in it (Beekun, 

1997). 

All aspects of lives of Muslims must show and reflect religious beliefs 

(Syed & Ali, 2010). Moreover, Islamic law explains Islamic Work Ethics 

which cannot be changed nor denied and are same of every Muslim. So, 

Islamic Law is not for some specific field persons or society. In Islamic 

societies, cultural norms and values have roots in Islamic principle and they 

grow according to take shape according practices made by Muslims, as 

directed by the Shari ah instead of traditions, as a separate standard, driving 

approaches and behaviors of the believers (Ali & Al-Owaihan 2008). 

Islamic Work Ethics is part of Muslims faith setup. Many times in Quran, 

explained that creative job is an element of religious obligation and at the 

same time their relationship is also mentioned in it (Abeng, 1997). Such as, 

Quran said; 
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"He who does righteous deeds and he is a believer, he will neither have fear 

of injustice nor deprivation". (Su rah Taha 20: 1 1 2 ,  pg 3 19 ,  AI-Haramain, 

Karya Bestari, KDN) 

Furthermore, Prophet Muhammad (S.A. W) said that sins are waived off by 

hard work and the food ate by a person by his work is the best food (Ali, 

1992; Ali & Gibbs, 1998). In Islamic Work Ethics, success, fulfilling 

oneself and to get peace of mind is achieved by work (Nasr, 1985). In 

addition, employee's turnover intent can be predicated by Islamic Work 

Ethics Research imply, Islamic Work Ethics oriented employees have less 

rate of turnover (Ahmad, 2011) .  Therefore, it can be believed that such 

employees are with less turnover intent, more satisfied, show high job 

involvement that are high in Islamic Work Ethics. 

2.3.4 Conclusion 

Therefore, work becomes not only a right in Islam, but a duty and 

obligation, benefits of which come in the form of increased sustenance for 

the individual and a healthier prosperous society. The earning of a living 

through lawful means is endorsed as a means for the achievement of man's 

ultimate objective and not an end in itself. Islamic work ethics give more 

emphasis on social aspect at workplaces, stressing on positive values such 

as preserving human respectability, prioritizing work commitment, and 

diligence. 
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2.4 Role Conflict 

2.4.1 The Concept of Role Conflict 

Role conflict is defined as the simultaneous occurrence of two or more role 

expectations such that compliance with one would make compliance with 

the other more difficult, (Katz & Kahn, 1978). Role conflict typically arises 

when a person is faced with expectations requiring behaviors that are 

mutually competing or opposing (Olk & Friedlander, 1992). Although many 

role conflict situations are temporary, certain roles are continuously 

subjected lo conflicting role demands and expectations. According to 

Quran; 

"O You who believe! Stand out firmly for justice, as witnesses to God, even 

as against yourselves, or your parents, or your kin, and whether it be 

against rich or poor: For God can best protect both. Follow not the lusts of 

your hearts, lest you swerve, and if distort justice or decline to do justice, 

verily God is we/I-acquainted with al/ that you do." (Al-Nisa 4 : 135 ,  pg 100, 

Al-Hararnain, Karya Bestari, KON) 
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2.4.2 Past Studies on Role Conflict 

Role conflict occurs when an employee receives conflicting demands from 

individuals within the organization and organizations which foster high 

levels of role conflict are unpleasant for employees and more difficult thus 

leading to higher levels of burnout (Leiter & Maslach, 1988). Rizzo et al., 

(1970) classified role conflicts as the first is the person-role conflict between 

a specific role and the personal value system. The second is intra-sender role 

conflict. It occurs when one role sender gives more than one role to another. 

The third is role-overload that takes place when many roles are imposed 

considering ability, time and allowed resources. The fourth is called inter 

sender role conflict, appearing through mutually opposing expectations of 

role, conflicting policies and needs of others and incompatible criteria. The 

most important conflict according to the classification of Rizzo et al., (1970) 

is considered to be the fourth type. This is because an employee has to 

satisfy the social needs of third parties as well as the needs of the firm 

(Sorenson & Sorenson, 1974). According to the description of Senatra 

(1980), an employee's role conflict could lead to lower job satisfaction and 

lower job performance, and could possibly lead to an intention to leave 

(Senatra, 1980; Sorenson & Sorenson, 1974). 

According to Matteson and Jvancevich (1987), role pressures are 

combinations of expectations and demands that individuals either place 

upon themselves or have placed upon them by other people. A common way 

of categorizing coping is to utilize the emotion-focused and problem 

focused dichotomy (Folkman, 1982). An individual utilizing problem 

focused coping may try to change the stressful situation he or she is in. For 

example, if an employee is receiving conflicting messages from two 
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supervisors, and subsequently experiencing role conflict, he or she may try 

to get the two supervisors to work it out. Where time pressure is being 

experienced, an employee might request deadline extensions for work. 

These problem-focused examples may be seen as instrumental or tangible 

sources of assistance that a supervisor could provide the employee. When 

employees are experiencing role conflict, their supervisors' attempts to 

provide emotional support may actually strengthen employees' emotional 

exhaustion, thus creating a situation ofreverse buffering. 

Supervisors may be a source of job or role demand stressors and rather than 

providing the instrumental support necessary to diminish the sources of 

stress, supervisors' attempts at emotional support may be perceived as 

insincere or incongruent with their actions. That is, if the supervisor is a 

source of role conflict, which creates conflicting demands on an employee 

or sets unreasonable deadlines, then the employee would perceive an 

inconsistency between the supervisor's actions and subsequent attempts at 

emotional support. Given the preceding arguments, the following reverse 

buffering hypotheses I are proposed which is the relationship between role 

conflict and emotional exhaustion will be moderated by supervisory 

emotional support. Employees encounter additional role conflict, emotional 

exhaustion will significantly increase when there is high supervisory 

emotional support. 

The internal consistencies (Cronbach's alpha) of the measures in researcher 

sample were 76 for Role Conflict. In order to conduct simple slope analyses 

of employee's emotional exhaustion on role conflict and time pressure for 

both high and low levels of supervisory emotional support, they recommend 

that the predictor variables be centered in order to maximize interpretability 
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and to mrmrruze problems of multicollinearity. Centering involves 

subtracting the mean from each observation such as transformed 

observations are also referred to as deviation scores (Howell, l 992). 

2.4.3 Relationship between Role Conflicts and Job Burnout 

According to Cordes and Dougherty (1993), the few research studies on role 

conflict have consistently found significant positive relationships between 

role conflict and the burnout dimensions and most often with emotional 

exhaustion. 

Schwab and Iwanicki ( 1982) assert that role conflict were found to be 

associated significantly with emotional exhaustion and depersonalization 

two important dimensions of job burnout noted earlier. Cordes and 

Dougherty (1993) have also indicated that role conflict can affect job 

burnout but these were not limited to human service professions. It may be 

that an equivalent relationship exist between these role variables and job 

burnout in cross-broader assignment settings as well. Type of conflict (Kahn 

et al., 1964) and hardly provide guidelines that may assist them in coping 

with the conflict created by the dashing demands coming from the head 

office. 

Conflict is one kind of role stress when individuals are incapable of coping 

with conflicting demands on their resources. Conflict would cause ongoing 

resource depletion then could ultimately result in job burnout (Lee & 

Ashforth, 1996). Opposite with Schwab and Iwanicki (1982) research result, 

which is Brown and Peterson (1993), found that role conflict did not have a 

significant. The results are in term of direct effect on sales performance. 

Therefore, there is some research findings showed that role conflict has a 

significant negative correlation with job performance. MacKenzie et al., 
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(1998) argued that role conflict was related negatively to in-role 

performance of salesperson through empirical study. Align with this 

situation, Tubre and Collins (2000) conducted a meta-analysis of 

correlations between role conflict and job performance. The result showed 

that a negligible relationship was observed for role conflict and job 

performance. Third, several empirical studies have provided evidence of 

positive relationship between role conflict and job performance. Babakus et 

al., (1999) argued that a positive relationship between role conflict and job 

performance of field salespeople from a large international services 

organization. Karatepe and Uludag's (2008) study showed that role conflict 

increases frontline hotel employees' job performance. Considering that 

salespeople and frontline service employees all belong to boundary 

spanners. This study argues the relationship between role conflict and job 

performance is tenable for frontline service employees. 

The incompatible demands and expectations of the organization about the 

job lead towards the role conflict (Beehr, 2014). There are enormous 

researches that discussed the positive relationship between job stressors and 

emotionally fatigued and exhausted, depersonalization, job burnout (Gurmit 

Singha, 2014; Kim & Stoner, 2008; Skoryk, 2013.  Role conflict and role 

ambiguity are collectively named as job stressors and are the two important 

factors that negatively affect both Psychological and behavioural processes 

of the employees, (Chen, Takeuchi, & Shum, 2013;  Furnham & Marks, 

2013 ;  Trepanier et al., 2013). These two factors result in negative emotions 

like job dissatisfaction according to Papastylianou et al., (2009). Role 

conflict happens in situation in which the individuals face numerous and 
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obstinate job demands that are not consistent with their KSAs (Bo lat., 20 1 1 ;  

Evans & Davis, 2005). 

Multiple workplace demands and requirements from various stakeholders 

like clients, peers and supervisors at the same time create role conflict for an 

individual (Elloy & Smith, 2003). In addition, facing multiple bosses 

simultaneously leads to role conflicting an organization that creates stress 

for an employee (Tarafdar et al., 2007). An individual experiences role 

conflict when he or she has to obey or follow one boss at a time but he is 

getting pressure from two or more bosses and this sort of conflict affects the 

performance of employees (Kim et al., 2009). In some prior research, 

auditors are used as a sample and they claimed their job outcomes are 

poorly affected by experiencing the issue of role conflict or role overload 

(Bhanugopan & Fish, 2006; Netemeyer et al., 2004; Sai, 2014). 

Many empirical researches have proved that role conflict consistently shows 

a moderate to high correlation with job burnout (Maslach et al., 2001). Piko 

(2006) found evidence in health care staff that role conflict was a factor 

contributing positively to emotional exhaustion and depersonalization 

scores. Karatepe and Uludag (2008) also reported similar findings that role 

conflict and exacerbated emotional exhaustion and depersonalisation. 

House and Rizzo ( I 972) concluded that role conflict and ambiguity are 

critical variables for organizational behaviour with ambiguity being the 

more powerful variable. In two separate studies, Tosi and Tosi (1970) and 

Tosi (197 1 )  found almost the opposite which is role conflict was 

significantly related to low overall job satisfaction but there was no 

significant correlation between satisfaction and role ambiguity. 
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2.4.4 Conclusion 

Role conflict happens when there are contradictions between different roles 

that a person takes on or plays in their everyday life. In some cases, the 

conflict is a result of opposing obligations which results in a conflict of 

interest, in others, when a person has roles that have different statuses. It's 

also occurs when people disagree about what the responsibilities for a 

particular role should be, whether in the personal or professional realms. 

2.5 Role Ambiguity 

2.5.1 The Concept of Role Ambiguity 

The literature has defined role ambiguity as the lack of clear and consistent 

information that is associated with a person's position (Kahn et al., 1964). 

It has also provided a theoretical model in which role ambiguity had two 

dimensions. Firstly, task ambiguity that related to performance aspects of 

one's responsibilities. Secondly, socio-emotional ambiguity that regarding 

the psychological consequences and discomfort an individual might 

experience while failing to fulfill role responsibilities. 

2.5.2 Past Studies on Role Ambiguity 

Role ambiguity has been described by Kahn et al., (1964) as the single or 

multiple roles that confront the role incumbent, which may not be clearly 

articulated in terms of behaviors or performance levels the criteria that the 

role incumbent will be judged by. Naylor et al., (1980) state that role 

ambiguity exists when focal persons (role incumbents) are uncertain about 

product-to evaluation contingencies and are aware of their own uncertainty 

about them. Breaugh and Colihan (1994) have further refined the definition 

of role ambiguity to be job ambiguity and indicate that job ambiguity 
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possesses three distinct aspects which is work methods, scheduling and 

performance criteria. In addition, role ambiguity has been hypothesized to 

possess multidimensional properties (Bedeian & Armenakis, 198 1 ;  Sawyer, 

1992; Singh & Rhoads 1991 ). 

The multidimensional approaches to the study of role ambiguity began with 

Bedeian and Armenakis (1981) and have continued with Sawyer (1992) and 

Singh, Verbeke, and Rhoads (1996). Based on their findings and the 

foundation provided by these works there are four widely accepted 

dimensions to role ambiguity, which may be experienced by the role 

incumbents, and are based on the role incumbents' perspective. 

Role ambiguity is important in productivity and performance in business 

and industry. A meta-analysis by Jackson and Schuler (1985) found that 

greater role ambiguity was associated with greater job dissatisfaction, as 

well as increased anxiety, lower commitment and a diathesis to leave the 

organization. Recent research shows that ambiguity follows many negative 

and corruptive consequences which is decreased satisfaction with one's job, 

higher level of tension and anxiety and the greater possibility of leaving the 

organization (Beard, 1999). Additionally, research showed that ambiguity 

is related with increased somatic and cognitive anxiety (Beauchamp et al., 

2003) and decreased role-related efficacy (Beauchamp & Bray, 200 I ;  Eys & 

Carron, 2001; Beauchamp et al., 2002; Bray & Brawley, 2002). 

Singh ( 1998) concludes that beyond a certain point, further decreases in role 

ambiguity through detailed procedural guidelines are likely to increase job 

tension and turnover intentions. Especially if the task environment has low 

feedback and task variety. Researchers, such as Singh ( 1998), who support 
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the curvilinear view of role ambiguity, would agree that total absence of 

ambiguity should not be the goal for managers but the reduction of 

ambiguity to levels which are productive, given the attributes of the role 

incumbent's job and the attributes of the role incumbent themselves should 

instead be the goal. 

Role ambiguity could be considered complete without giving some attention 

to the measures or tools used to evaluate the constructs, The scale (RHL 

scale) developed by Rizzo et al., (1970) has been the most widely used and 

used in 85% of the studies according to Jackson and Schuler (1985) by 

researchers studying role ambiguity and it is also the most widely debated. 

The RHL questionnaire consists of 30 items, 1 5  of which deal with role 

ambiguity. 

2.5.3 Relationship between Role Ambiguity and Job Burnout 

The relationship between role ambiguity and job burnout components was 

found to be positive. Singh (1998) postulates that role ambiguity may take 

on a curvilinear shape when measured against job satisfaction, job 

performance, tension, turnover intentions and organizational commitment. 

Many studies show a positive relationship between role ambiguity and 

burnout according to (Collins, 2000; Kokkinos, 2007; Shinan-Altman & 

Cohen, 20 I 0). The scientific results have indicated to date that role conflict 

is the most intense predictor of the emotional component of the syndrome 

for emotional exhaustion, (Jawahar et al., 2007; Lee & Ashforth, 1996; 

Piko, 2006; Posig & Kickul, 2003; Mohr & Puck, 2007). Role ambiguity is 

the most intense predictor of the cognitive component for low personal 

accomplishment, (Gil-Monte, 2005; Ortqvist & Wincent, 2006). 

44 



Role ambiguity is a significant predictor of burnout because the levels of 

role ambiguity will be significantly and positively associated with the 

syndrome levels. (Relationships between burnout and role ambiguity, role 

conflict and employee absenteeism among health workers- Victor E. 

Olivares-Faundez 2014) role conflict. 

Role ambiguity arises from inconsistent guidance of supervisors that leads 

to anxiety and reduce the job productivity (Rodell & Judge, 2009). 

Therefore, we understand that the individual who faced the problem of role 

ambiguity ultimately loses his performance level at the workplace. In some 

cases, role ambiguity is a detrimental factor for employee's productivity at 

the workplace (Imran et al., 2014; Khan et al., 2014; Tang & Chang, 2010). 

While, the role ambiguity is a key factor for increasing anxiety, reducing 

employee's satisfaction and diminishing job performance (Karlsson et al., 

20 I 0). 

Similarly, some studies claimed that role ambiguity seriously affect the 

planning and decision making areas especially at managerial level (Brown 

& Estevez, 2 0 1 1 ;  Foss & Laursen, 2012). Cognitive theories emphasize that 

job ineffectiveness and poor utilization of resources resulted by role 

ambiguity and in turn, reducing job performance (Blackford, 2010; Chu et 

al., 2006; Djebarni, 1996; Lin, 2012). Another study describes case of 

multiple stake holder the role ambiguity can affect job performance 

(Srikanth & Jomon, 2013). Researchers also found a negative association 

between job stressors, role ambiguity and role conflicts, and job satisfaction 

(Bhanugopan & Fish, 2006; Netemeyer et al., 2004; Sai, 2014). Marketing 

research indicates that the satisfaction level of sales person has negatively 

affected by their role stressors through marketing-oriented boundary 
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spanners and managerial sales orientations (Karlsson et al., 20 I 0). Similarly 

accounting literature presents the negative association of role ambiguity and 

role conflict on job satisfaction (Karlsson et al., 20 I 0). 

However, role ambiguity and role conflict can affect job performance 

through job satisfaction (Lu et al., 2005). Consequently, some studies found 

negative association between job stressors and employee's satisfaction, 

while some studies got positive correlation between job satisfaction and job 

performance (Mishra & Shukla, 2012; Tang & Chang, 2010). 

Khattak et al., (2013) showed that role ambiguity has a negative relation 

with job satisfaction among bank employees, and job stress is likely to play 

a mediating role. The authors suggest that in order to increase job 

satisfaction, the role stressors should be controlled. Ling et al., (2014) 

studied the aspects of role stress like role conflict and role ambiguity in 

relation with job satisfaction, stressing out that when a bank employee faces 

role stress. They are likely to produce unfavourable behaviour like low 

performance and resignation to an organization and most likely they will 

become prone to job dissatisfaction. For this reason, management of banks 

needs to be aware of role stress when they are considering on the methods to 

increase the job satisfaction of the employees. 

2.5.4 Conclusion 

As a conclusion, individuals experiencing role ambiguity lack adequate 

information about what their responsibilities are and insufficient 

information about the process to accomplish these responsibilities. First, the 

expectations need to be known, and secondly, knowledge of activities 

required to fulfil those expectations is also needed (Kahn et al., 1964). 
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2.6 Role Overload 

Role overload, the forth factor that contributes to job and role 

h . .  I  h  h  .  .  .  h  l  c  aracterrsncs, occurs w en t e organization gives t e emp oyee too many 

tasks to complete in not enough time. Organizations unintentionally create 

this overload because of the need for increased productivity; however, it is 

taxing on both the individual's time and energy supply (Maslach & Leiter, 

1997). 

2.6.1 The Concept of Role Overload 

Role overload can be defined as a lack of balance or reasonableness in the 

number or extent of expectations from a job or position holder. While when 

an employee is unable to complete an assign task or target in the given time 

period, it causes quantitative role overload (Kahn et al., 1994). 

2.6.2 Past Studies on Role Overload 

Organizational characteristics that contribute to burnout include contingency 

and non-contingency of outcomes as well as the context of the job. The 

linking of rewards and punishment to job performance, contingency of 

outcomes has not received much attention in the literature. It does however 

have both intuitive appeal and theoretical justification (Cordes & 

Dougherty, 1993). As an example, employees seek both intrinsic amd 

extrinsic rewards from their jobs. Intrinsically, individuals hope to find 

work that is enjoyable. However, when conflict, ambiguity and overload 

characterize it and the intrinsic value is lost. Further, jobs with low pay 

relative to the amount of time and energy spent create a loss of extrinsic 

rewards (Maslach & Leiter, 1997). 
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"The Messenger of Allah (peace and blessings of Allah he upon him) said, 

meaning: Allah swt will not accept the practice hut rather the sincere and 

sincere practice of seeking His pleasure". (H.R.lbnu Maj ah). 

Many organizations in Malaysia have reduced the number of working days 

in a week, often going from six to five days but in most cases the workload 

has not changed. The present study confirms that age was significantly 

correlated with sources of stress, in particular with workloads. Workloads 

become intolerable to a certain range of ages (Akerstedt & Torsvall, 1981 ). 

This is may be due to inter alia, a general decline in the worker's health and 

ability to cope with stressors, changes in circadian rhythms, and a tendency 

towards sleep fragility (Monk & Tepas, 1985). 

Contact overload results from the necessity for frequent encounters with 

other people in order to carry out job function. Employees spend a large 

proportion of their work time interacting with people in various states of 

distress. When the caseload is high, control over one's work and 

consequent job satisfaction is affected. Contact overloads also leave little 

occasion or energy for communication and support from other employees 

for seeking personal and professional growth opportunities. Overload occurs 

where multiple demands exceed resources, and may be either qualitative or 

quantitative. Qualitative overload refers to a situation where a task is too 

difficult to complete, while quantitative overload is experienced when there 

are too many tasks that need to be done. Most authors discuss overload in 

terms of the latter. Overload in the work situation can be created by not 

having enough time in which to complete the set tasks. 
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2.6.3 Relationship between Role Overload and Job Burnout 

Overload both quantitatively and qualitatively has been empirically linked 

to a variety of physiological, psychological and behavioral strain symptoms 

(Beehr & Newman, 1978; Roberts et al., 1997; Miller & Ellis, 1990). 

According to Greenhaus et al., (1987), heavy workload lowers one's 

psychological wellbeing resulting in job burnout. 

In contrast to the view that multifunctional should be welcomed as a means 

of humanizing work, some authors argue that the use of rnultifunctionality 

may engender task overload or work intensification. For instance, 

Schabracq and Cooper (1997) point out that multifunctional work is highly 

likely to be accompanied or followed by task overload because qualitatively 

flexible work tend to be much like overtime, too variable, consisting of 

inadequately coordinated tasks, leading to task interruptions, territorial 

inadequately coordinated task, leading to task interruptions, territorial 

conflicts and role conflicts; characterized by many new contacts with very 

diverse people; characterized by exposure to contagiously stressful 

colleagues and characterized by frequent changes. Consequences of task 

overload range from stress, sleeping disorders, cumulating fatigue to 

exhaustion and over the longer term may successively lead to illness 

(Schabracq & Cooper, 1997). 

Overload and pressure time have been shown to be the major antecedents of 

burnout, particularly of the emotional exhaustion and depersonalization 

components (Lee & Ashforth, 1996). Maslach and Leiter {1997) argued 

recently that burnout is due to a prolonged mismatch in the job-person 

relationship. It occurs when work overload is associated with a lack of 

personal control, insufficient reward, the absence of fairness, breakdown in 
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the working community or conflicting values (Maslach & Leiter, 1999). 

Similarly, Schaufeli et al. (1996) suggested that burnout is due to a 

perceived imbalance between a person's contribution to his or her work, and 

the organization's contribution to him or her. 

Jha et al., (2017) found that employees who perceive a lot of role overload 

are very likely experience job stress. Role overload occurs when an 

employee faces a lot of obligations and is not able to fulfil those in the 

available time (Sales, 1970). According to the health impairment process, 

when job demands such as role overload are too high, this will lead to the 

depletion of energy, health problems and also job stress (Baker et al., 2003; 

Schaufeli &Taris, 2014; Bakker & Demerouti, 2006). Furthermore, job 

demands are associated with physiological and psychological costs such as 

exhaustion (Demerouti et al., 2001 ). Thus, when employees experience a lot 

of role overload like high job demand, this will lead to job stress. 

Role overload reflects the feeling of an employee that his or her work roles 

are overloaded (Jensen et al., 2013). Employees experience a lot of job 

stress which can even lead to a burnout (Bakker & Demerouti, 2006). 

However, when an employee has a high level of job demands and at the 

same time a high level of job resources, this does not result in high levels of 

job stress (Bakker & Demerouti, 2006). An employee will feel role overload 

when the expectations of work exceed the available time, resources, or 

personal capabilities (Jensen et al., 2013) . Secondly, job stress can be 

described as the feeling of a person who is required to deviate from normal 

or self-desired functioning in the work place as the result of opportunities, 

constraints or demands relating to potentially important work-related 

outcomes (Parker & DeCotiis, 1983). Role overload becomes too high and 
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when there is not enough time to recover, employees feel low on energy and 

develop health problems and job stress (Schaufeli & Taris, 2013; Bakker et 

al., 2003; Schaufeli & Taris, 2014; Bakker & Demerouti, 2006). 

The role overload has a negative association with employee satisfaction and 

performance. Most of the researchers stated about the correlation of role 

conflict and role ambiguity with job satisfaction even for the recent research 

(Blackford, 2010; Chu et al., 2006; Djebarni, 1996; Lin, 2012. The satisfied 

employees are quite beneficial for the organizations as they perform well 

according to their roles but as well as their dissatisfaction can spoil the 

image and performance ofan organization (Mulki et al., 2009; Wakefield et 

al., 2009). 

2.6.4 Conclusion 

As a conclusion, when someone is working, the main intention is because of 

Allah S.W.T. He is aware that work is the duty of God to be done by every 

servant and He understands that providing life for the family and self is the 

duty of God and take the positive way to work in order to overcome stress 

while have a lot of role overload in workplace. 
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CHAPTER3 

METHODOLOGY 

3.1 Introduction 

This chapter will discuss about the methodology used in this study, 

including research design, population and sample, unit of analysis, and the 

procedures and instruments used in the data collection. The methodology 

describes the total strategy or set of process used to conduct the study, 

starting with the identification of the problem and ending with the final 

stage of data collection (Uys & Bason, 1991). 
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3.2 Theoretical Framework 

According to Sekaran (20 I 0), theoretical framework is a conceptual model 

of how one theory makes a logical sense of the relationship among the 

several factors that have been identified as important to the problem. The 

factors focus on the variables of Role Conflict, Role Ambiguity, Role 

Overload and Islamic Work Ethic. The schematic diagram for the theoretical 

framework is as follows: 

INDEPENDENT 

VARIABLES 

DEPENDENT 

VARIABLES 

Islamic Work Ethic 

Ii ii� Role Conflict 

I -II 
Job Burnout 

11 Role Ambiguity 

!� II 
Role Overload 

Figure 2.2: Theoretical Framework Model the job burnout among the 

salesperson in Bank Rakyat Northern Region 

3.3 Hypotheses/Propositions Development 

According to Seka ran (20 I 0), a hypothesis can be defined as a logical 

relation is estimated at between two or more variables expressed in the form 

of statements that can be tested. Therefore, in this study several hypotheses 

have been built that are related to the objective of the study that needs to be 

tested. ln order to achieve the objectives designed for this study, the 

following hypothesis state about job burnout among sales person in northern 
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region. Therefore, there are several hypotheses that need to be tested in this 

study. 

Ho 1 a: There are no significant differences between demographic factors 

(gender and age) with Job Burnout. 

Ha la: There are significant differences between demographic factors 

(gender and age) with Job Burnout. 

Ho 2a: There are no significant relationship between Role Conflict, Role 

Ambiguity, Role Overload and Islamic Work Ethic with Job 

Burnout. 

Ha 2a: There are significant relationship between Role Conflict, Role 

Ambiguity, Role Overload and Islamic Work Ethic with Job 

Burnout. 

Ho 3a: There are no significant influences of determinant factors (Role 

Conflict, Role Ambiguity, Role Overload and Islamic Work Ethic) 

with Job Burnout. 

Ha 3a: There are significant influences of determinant factors (Role 
Conflict, Role Ambiguity, Role Overload and Islamic Work Ethic) 

with Job Burnout. 

3.3. t Conclusion 

This chapter presents the reviewed literatures from previous studies 

and focused on the relationship between the relevant factors that 

might contribute to the job burnout. Furthermore, the literature 

review on independent and dependent variables for this study is 

conducted to gather more information and reference sources. The 
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method being used for this study will be discussed m the next 

chapter. 

3.4 Research design 

A research design is the blue print that guides the researchers in planning 

and implementing the research in order to achieve the intended goal (Burn 

& Grove, 200 I). It is also the overall plan for obtaining answers for the 

proposed research questions (Polit & Hungler, 1995). Few steps have been 

done to ensure the study is reliable and applicable with the beginning being 

the determining of the problem, studying and analysing the related 

literature, planning the research design, determining the sample size, 

collecting and analysing the data, finding out the questionnaire design and 

determining the reliability of data analysis techniques. This study used 

quantitative research design as the methods of data collections with 

statistical analysis and objective measurements (Babbie, 20 l 0: Muijis, 

20 I 0). Quantitative method is suitable used in this study because it allows 

the testing of relationship between variables using statistical methods. 

This study employs a cross-sectional survey design. The research design is 

the overall plan of structure which is used to conduct entire of this study. 

Since the purpose of this study is to examine Job burnout among the 

salesperson in Bank Rakyat Northern Region which involves several factors 

such as role conflict, role ambiguity, role overload and Islamic work ethic, 

the quantitative research is used. The purpose of this study hypotheses 

testing and the data were collected through a detailed questionnaire. The 

nature of this research is descriptive. In this research, quantitative data 

analysis used for the raw data gathered from the questionnaires will be 
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analyzed by used statistical tools and the interpretation of the results of the 

analysis will be used the SPSS software version 23. Respondents are needed 

to respond to the questions based on their experience. 

Babbie (2004) defined research design as an action plan for the initial set of 

questions to be answered. This study used the quantitative survey method to 

gather data. A quantitative study is defined by the approach of an inquiry 

that is related to either a social or humanitarian issue based on an 

established theory of assembled variables, calculated figures or statistical 

technique to determine factual analytical generalizations of the theory 

(Creswell, 1994). This research employed the survey method for the 

following reasons: 

• Quantitative research methods can discover information 

regarding trends within phenomena (Farr - Wharton & Brunetto, 

2007). The survey was to reveal the scenario which is factors 

that contribute to job burnout among the salesperson in Bank 

Rakyat Northern Region between the correlation between role 

conflict, role ambiguity, role overload and Islamic work ethic. 

• The survey research was to obtain information on the 

characteristics, thought, attitudes or previous experience of one 

or more group of people (Leedy & Ommrod, 2005). This 

research focusses on the perspectives of group of people who 

work as a sales person. 

• Quantitative research delivers a level of valid and reliable 

outcomes that possibly will be applied by other future researcher 

- (Creswell, 2002). The selection of the research design for this 

study was also contingent on the availability of some existing 
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constructs to confirm on the validity and reliability of 

measurements as previously examined by other researchers. 

• Glen (2006) has described quantitative research methods as 

reducing data to quantifiable bits of facts and figures, which are 

examined statistically in order to create generalizations from the 

survey group to others individuals and situations. Since this 

study a large population among employees of banking sector, 

quantitative approaches might be useful (Babbie, 2005). 

• Quantitative research is fundamentally about trying out 

hypothesis and arriving a conclusion to either reject or accept the 

null hypothesis (Rubin & Babbie, 2005). 

3.5 Types of research 

The statistical studies that were used in this study include descriptive, 

correlation and regression. The descriptive and quantitative surveys were 

used in this research to determinants factors that contribute to job burnout 

among the salesperson in Bank Rakyat Northern Region between the 

correlation between role conflict, role ambiguity, role overload and Islamic 

work ethic. Sekaran (2010) explained that descriptive study is undertaken in 

order to learn and to be able to identify the characteristic of a variable in the 

situation and attempt to delineate the relevant aspect of the phenomena of 

interest to the researcher whether from an individual, organizational, 

industrial or other perspective. According to Sekaran (2003), descriptive 

study should be undertaken in order to examine and determine certain 

variables and their relationships in the problem. Descriptive statistics were 

used to describe and summarize the data obtained from staff and provide an 
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accurate representation of the entire population. Through descriptive 

research, concepts were described and relationships were identified (Burn & 

Grove, 2001). The independent variables were role conflict, role ambiguity, 

role overload and Islamic work ethic while the dependent variable was job 

burnout. 

Besides descriptive statics, the correlation analysis was also conducted in 

this study in order to examine the existence and degree of relationship 

between the independent variables (role conflict, role ambiguity, role 

overload and Islamic work ethic) and dependent variable (job burnout) the 

researcher simply wanted to identify whether relationship and influences do 

exist among the variables investigated through regression analysis in 

structural equation modelling. 

3.6 Questionnaire Design 

This research applied the quantitative approach as it is the most suitable 

method for data collection. To get data, a set of questionnaire were prepared 

to ask about the determinants of job burnout towards role conflict, role 

ambiguity, role overload and Islamic work ethic. In general, the 

questionnaire was separated into a few sections. All the questions were 

measured by using Likert Formatted Scale. 

In this research, questionnaire become the mam instrument in order to 

achieve the objective of this study since questionnaires are the most 

applicable when the researcher deal with a large number of respondents. 

Most importantly, engaging with questionnaire would save the time as well 

as Jess expensive compared to conducting interviews. The reason is the 

researcher can collect the complete responses from the respective 

respondents within a short period of time. 
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In this research, the researcher has intended to use the existing 

questionnaires which were executed by the previous researcher this study 

such as from (Cordes & Dougherty, 1993; Katz & Kahn, 1978; Kahn et al., 

1964; Maslach & Leiter, 1997; and Ali, 1998), their instruments already 

validated. Besides, the questionnaires are used to collect the data in order to 

achieve the objectives of this study and save time as well as less expensive 

compared to conducting interviews. It also enables the researcher to collect 

the complete responses from the respective respondents within a short 

period of time. 

After the instrument has been validated through the several processes, the 

real questionnaire was developed in order to be executed in a real field of 

study. The questionnaire has been developed in dual language, which is 

English, and Bahasa Malaysia. In this study, quantitative data analysis used 

for the raw data gathered from the questionnaires. The data will be analyzed 

by using some statistical tools and the interpretation of the results of the 

SPSS software version 23. The questionnaire are divided into two sections. 

The first section (Section A) includes the demographic information of the 

respondents (gender, age, education level, occupation status, number of 

years work and monthly income level). The second section (section B) is the 

independent variable (Islamic Work Ethics). The third section (section C) is 

the independent variable (role conflict). In (section D) the independent 

variable (role ambiguity), while in (section E) is the independent variable of 

(Role Overload) and the last section is (section F) the dependent variable 

Gob burnout). The construct for all variables of this study were measured on 

a five- point Likert- scales format, where !='strongly disagree', 
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2='disagree', 3='neither disagree nor agree', 4='agree', and 5='strongly 

agree'. 

Below is the list of question that used in this study based on the previous 

researcher: 

Table 3.1 
Subdivision for the Questionnaire. 

Section Contents Questions Items 

A Demographic 1-6 6 

B Job Burnout 7- 12  6 

c Islamic Work Ethic 1 3 - 1 8  6  

D  Role Conflict 19-22 4 

E Role Ambiguity 23-27 5 

F Job Overload 28-31 4 

Table 3.2 
Questionnaire measurement scales 

Strongly Disagree Fairly Agree Strongly agree 

Disagree 

1 2 3 4 5 
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3.7 Research instrument 

A research instrument is a set of questionnaires, survey, test, scale, rating or 

tool that is designed to measure the research variables. This research uses 

instruments that were adapted from the previous studies for the purpose of 

this study. The Table 3.3 below shows the number of questions for each 

variable, the total number of items as well as the author. 

Table 3.3 
Research Instrument and Sources 

Variables Number of Total of Authors 

questions items 

Demographic Junghcon, 2012 & Raida 
l-6 6 

factors Abu Bakar, 2013 

Cordes and Dougherty, 
Job Burnout 7-12 6 

1993 

Islamic Work 
13- l  8 6 Ali, 2005; Rizk (2008). 

Ethics 

Role Conflict 
Katz and Kahn, 1978: 204 

19  -  22 4 

Kahn, Wolfe, Quinn, 
Role Ambiguity 23 - 27 5 

Snoek & Rosethal, 1964 

Role Overload 28 - 31  4 Maslach and Leiter (1997) 
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3.7.t Job Burnout 

In this study, job burnout is the dependent variable of the study and it 

consist of six questions, whereby each item is measured by a five point 

Likert scale ranging from I = (Strongly disagree) to 5 = (Strongly agree). 

Originally, burnout was studied from an emotional arousal perspective; 

however, empirical research began to emerge in the late 1970s and early 

1980s (Cordes & Dougherty, 1993). The Table 3.4 below shows the items of 

job burnout. 

Table 3.4 

Item of Job Burnout 

No Items References 

1 .  I  feel emotionally drained from my work. Cordes and 

2. I feel exhausted at the end ofmy workday. Dougherty, 

3. I feel burned out from my work. 1993. 

4. I feel frustrated with my job. 

5. l feel that I have working too hard. 

6. I feel fatigue when getting up in the morning 

and facing another day on the job. 

Source: Cordes and Dougherty ( 1993) 
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3.7.2 Islamic Work Ethics 

In this study, Islamic work ethics is the independent variable of the study 

and it consist of six questions, whereby each item is measured by a five 

point Liker! scale ranging from I = (Strongly disagree) to 5 = (Strongly 

agree). Islamic Work Ethic is originally based on the Qur'an, the teachings 

of the Prophet who denoted that hard work caused sins to be absolved and 

the legacy of the four Caliphs of Islam (Ali, 2005; Rizk, 2008). The Table 

3.5 below shows the items of Islamic Work Ethics. 

Table 3.5 
Items of Islamic Work Ethics 

Items 

No 

References 

l. 

2. 

3. 

4. 

5. 

6. 

Cooperation is a virtue in work. 

Laziness is a vice. 

Work is an obligatory activity for every 

capable individual. 

Creative work is a source of happiness and 

accomplishment. 

Those who do not work hard often fail in 

life. 

Dedication to work is a virtue. 

Ali, 2005; 

Rizk, 2008 

Source: Ali, 2005; Rizk (2008). 
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3.7.3 Role Conflict 

In this study, role conflict is the independent variable of the study and it 

consist of four questions, whereby each item is measured by a five point 

Liker! scale ranging from I = (Strongly disagree) to 5 = (Strongly agree). 

Role conflict is defined as "the simultaneous occurrence of two or more role 

expectations such that compliance with one would make compliance with 

the other more difficult" (Katz & Kahn, I 978). The Table 3.6 below shows 

the items of role conflicts. 

Table 3.6 

Items of Role Conj/ icts 

No Items References 

I. 

2. 

3. 

4. 

Katz and Kahn, 

I receive conflicting requests from two or 1978 

more people. 

I work under incompatible guidelines. 

l received assignments without manpower 

to complete it. 

l have to work under vague work orders. 

Source: Katz and Kahn ( 1978) 
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3.7.4 Role Ambiguity 

ln this study, role ambiguity is the independent variable of the study and it 

consist of five questions, whereby each item is measured by a five point 

Likert scale ranging from I = (Strongly disagree) to 5 = (Strongly agree). 

The literature has defined role ambiguity as the lack of clear, consistent 

information that is associated with a person's position (Kahn et al., 1964). 

The Table 3.7 below shows the items of leadership. 

Table 3.7 

Items of Role Ambiguity 

No Items References 

I .  I'm not sure what is expected of me in Kahn, Wolfe, 

2. 

3. 

4. 

5. 

work. Quinn, Snoek, & 

There are unclear plans and goals for Rosenthal, 1964 

my job. 

I don't have a good understanding of 

the task. 

I don't know how much authority I 

have. 

I feel uncertain how I will be evaluated 

for a raise or promotion. 

Source: Kahn, Wolfe, Quinn, Snoek, & Rosenthal (1964). 
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3. 7 .5 Role Overload 

ln this study, role overload is the independent variable of the study and it 

consist of four questions, whereby each item is measured by a five point 

Liker! scale ranging from I = (Strongly disagree) to 5 = (Strongly agree). 

Organizations unintentionally create this overload because of the need for 

increased productivity; however, it is taxing on both the individual's time 

and energy supply (Maslach & Leiter, 1997). The Table 3.8 below shows 

the items of communication. 

Table 3.8 

Items of Role Overload 

No Items References 

I .  

2. 

3. 

4. 

one person to do. 

The performance standards set for my job are 

too high. 

I have to rush to get everything done each 

day. 

I am under pressure to take on more job 

responsibilities then I can comfortably handle. 

Leiter, 1997 

It often seems like l have too much work for Maslach and 

Source: Maslach and Leiter (1997). 
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3.8 Sampling Design 

3.8.1 Population 

Sekaran (2003) defined population as an entire group of people, events or 

things of interest that the researcher wishes to investigate. Meanwhile, 

Saunders, Lewis and Thornhill (2000) described population as the full set of 

cases from which a sample is taken. The population targeted for this 

research study is 140 of salesperson that selected from several branch at 

Northern Region. There are 140 salespersons from difference branch as 

shown in the table 3.9. 

Table 3.9 
Total Population of Study 

Branch Total Salesperson 

Kan gar 15 

Arau 8 

Jitra 12 

Alor Setar 1 5  

Mergong 15 

Sungai Petani 15  

Seberan g J a ya 1 5  

Bukit Mertajam 10 

Georgetown 1 5  

Jelutong 10 

Bayan Baru JO  

Total 140 
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In this study, the researcher has chosen simple random sampling. The 

branch is selected by using random number generator in order to get the 

selected branch that can use by the researcher to get the data. From the list 

of 1 7  branch, the researcher chooses only 1 1  branch to be select in order to 

make the sample are enough with the I 04 of sample. This sampling 

technique can reduce the appearance of bias in the distribution of 

questionnaires as well as in decision making. The letter of application for 

data collection issued by the university was given to the Branch Manager in 

order to get the permission to execute the study in the field. The respondents 

were given about five until ten minutes to answer the questionnaires and 

then the researcher will collect it. After the sample has been identified, then 

the questionnaires were distributed based on the proportion. 

3.8.2 Sampling Frame 

According to Gliner et. al., (2009), sampling is the process of selecting parts 

from a large group of people with the intent of generalizing from the sample 

which is the smaller group to the population (the large group). In this study, 

the sampling units consisted of 140 sets of questionnaires that were 

distributed to the among the salesperson in Bank Rakyat Northern Region. 

The sampling location is entire of Northern Region. 

3.8.3 Sampling Elements 

This study is aiming to determine the factors that contribute to job burnout 

among the salesperson in Bank Rakyat Northern Region between the 

correlation between role conflict, role ambiguity, role overload and Islamic 

work ethic. Therefore, the unit of analysis in this study is the entire 

salesperson. The researcher would observe the data collected from each 
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individual and treat their response as a source of individual data. Thus, in 

order to meet the objective of this study, the sample was selected based on 

the following criteria: Samples should be working in the banking sectors as 

a sales person. 

3.8.4 Sampling procedure 

Sampling procedure is a fragment of statistical practice concerned with the 

selection of single subjects projected to yield some information about a 

population of concern, particularly for the purposes of statistical 

interpretation (Gary et al., 2009). Probability sampling instead of non 

probability sampling was employed in this study. A sample representative in 

the probability sampling design is important for wide generalization 

purposes (Sekaran, 2003). According to Sekaran (2003), a sample is a 

subset of the population. It includes some members selected or participants 

in the study. 

3.8.5 Sampling Techniques 

In this study, the questionnaires were randomly distributed among the sales 

person in northern region Bank Rakyat. This study has chosen simple 

random sampling. The organization is selected by using the random number 

generator in order to get the selected organization that can use by the 

researcher to get the data. This sampling technique can reduce the 

appearance of bias in the distribution of questionnaires as well as in decision 

making. The respondents were given about ten until fifteen minutes to 

answer the questionnaires and then the researcher will collect it. 
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3.8.6 Sample Size 

This study was carried out through survey approach. The population of this 

study consisted 140 of employees who are working as a sales person in 

northern region Bank Rakyat. Based on the Table 3 .10 provides that 

summary generalized scientific guideline for sample size decisions, 

therefore that the sample size of this study is 140 based on the population. 

According to Sekaran (20 I 0), stated that the rules of thumb for determining 

sample size, which is sample size larger than 30 and less than 500, are 

appropriate for most research. 

Table 3.10 
Sam 

95 

100 

1 1 0  

120 

130 

140 

150 

160 

170 

S (Sample Size) 

76 

80 

86 

92 

97 

103 

108 

1 1 3  

1 1 8  

Source: Krejcie & Morgan (1970). 

3.9 Data Analysis and Interpretation 

In this research, quantitative data analysis used for the raw data gathered 

from the questionnaires will be analysed by using some statistical tools and 

the interpretation of the results of the analysis will be using the SPSS 

software Version 23. This includes reliability analysis to test the goodness 

of the instrument, descriptive statistics to describe the characteristics of the 
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respondent, and the distinction between the variables and demographic 

profiles. The statistical tools that were used in interpreting the data were in 

accordance with research objectives. The data later were analysed and the 

hypothesis is tested according to research objectives. This is presented in the 

Table 3 . 1 1  below: 

Table 3.11 

1 .  To determine the differences 

Test 

between Independent 

demographic factors gender, age, higher level Sample T-Test and 

education, occupation status, numbers of years' One-way ANOVA 

work in the organization and monthly income 

with Job Burnout. 

2. To examine the relationship between job burnout, Pearson 

Islamic work ethics, role conflict, role ambiguity Correlation 

and role overload. 

3. To investigate the factor influence salespersons Multiple Linear 

with Job Burnout. 

3.9.l Descriptive Analysis 

Regression 

The frequency distribution is a mathematical distribution to identify the 

number of responses associated with the different values of one variable and 

expresses this count in a percentage. The purpose of this analysis is to attain 

the results of frequency distribution, measures of central tendency and 

measures of dispersion variability. ln this research, descriptive statistic is 

used to describe and analyse the basic features of the data in a study; gender, 

age, education background, occupation, working experience with current 

organization and monthly income. The descriptive statistics was conducted 

and used for computing the mean score and standard deviation of each 
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dimension of the variables. The mean is calculated to measure the 

importance of each of them respectively (Sekaran, 2010). 

3.9.2 Inferential Statistics 

Inferential statistics are used to infer from the data through analysis and to 

achieve the research objectives in this study. For the purpose of this study, 

inferential statistics are used through the analysis is Independent Samples T 

Test, One-way ANOY A, Pearson Correlation and Multiple Linear 

Regression. 

3.9.2.1 Independent Sample T-Test 

T-test is normally used to test or to compare the differences between two 

means of two related groups in order to detect whether there is any 

statistically significant difference between the means. In this study, t-test is 

used to analyze the differences between groups of gender (male I female) 

and occupation status with job burnout. According to Coakes and Steed 

(2007), before implementing the statistical test, there are several 

assumptions that must be taken into consideration. This is in to ensure the 

accuracy of test interpretation which depends on whether assumptions have 

been violated. 

3.9.2.2 One-way ANOY A 

One-way ANOVA is used to test the differences between the respondent's 

age, higher education level, years' work of experience in the organization 

and monthly income level with the job burnout. According to Blaikie 

(2003), the one-way ANOVA need certain assumptions in order to use the 

value of F statistics to ascertain either the differences between the means are 

significant or not. To interpret the output, the researcher needs to refer to the 
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column labelled sig. If the Fvvalue is below the significance level (assume 

the significance level is <0.05), there exist statistically significant 

differences between the groups involved. 

3.9.2.3 Pearson Correlation 

This correlation analysis is carried out to determine the relationship between 

the dependent and independent variables. In this study, the hypotheses are 

tested used the Pearson Correlation in order to describe the strength and 

direction of the relationship between two variables m an interval 

measurement of scale. This test is used to determine the relationship 

between the role conflict, role ambiguity, role overload and Islamic work 

ethics with the job burnout in order to achieve the second research 

objectives. According to Coakes & Steed (2007), there are five assumptions 

underlying the use of correlation such as scale of measurement, normality, 

linearity, and homoscedasticity. There are the rules of thumb that used to 

know the strength of association between dependent and independent 

variables. According to Sekaran (2003), has stated that correlation of less 

than 0.3, can be indicate small or weak relationship, while the correlation 

coefficient of greater than 0.3, less than 0.5, indicate moderate or medium 

relationship and correlation coefficient of greater than 0.5, indicate a large 

and strong relationship. 

3.9.2.4 Multiple Linear Regressions 

The Multiple Linear Regressions is used m the hypotheses in order to 

determine whether the independent variables explain a significant variation 

in the dependent variable; whether a relationship exists and set the 

mathematical equation relationship relating the independent variables 
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(Malhotra, 2004). This test is used to investigate the factors (role conflict, 

role ambiguity, role overload and Islamic work ethics) with the salespersons 

in job burnout in order to achieve the last research objectives. Based on 

Coakes and Steed (2007), there are assumptions underlying the multiple 

linear regression analysis such as ratio of cases of independent variables, 

outliers, normality, linearity and homoscedasticity and last is 

multicollinearity. 

According to Coakes and Steed (2007), there are assumptions 

underpinning the use of regression. The assumptions underpin the use of 

regressions are as follows: 

• Ratio of cases to independent variables - The number of cases 

needed is should ideally have twenty times more cases than 

predictors and the minimum requirement is to have at least five 

times more cases that independent variables. According to this study, 

there are four independents variables and the number of respondents 

is 1 1 3 .  Hence, there is no violation for this assumption. 

• Outliers - The situation whereby there is an extreme case that 

considerable impact on the regression solution and should be deleted 

or modified to reduce their influence. For the multivariate analysis 

technique, the outliers can be deleted using statistical methods such 

as Mahalanobis distance and graphical methods such as residual 

scatter plots. The Mahalanobis distances can help in indicating 

outliers in the data. According to Tabachnick and Fidell (1996), the 

critical value of Mahalanobis for four independent variables (DF=5) 

at p< 0.01 is 18.47. 
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• Normality - According to Hair et al., (2007), the assessment of 

normality of the metric variables involves both empirical measures 

of a distribution's shape characteristics (skewness and kurtosis) and 

the normal probability plots. According to Coakes and Steed (2007) 

positive values for skewness indicate a positive skew while positive 

values for kurtosis indicate a distribution that is peaked (leptokurtic). 

Negative values for skewness indicate a negative skew while 

negative values for kurtosis indicate a distribution that is flatter 

(platykurtic). While according to Hair et al., (2003), if the skewness 

values are larger than+ I or smaller than -I this shows a substantially 

skewed distribution. For the kurtosis, a curve is too peaked when the 

values exceed +3 and is too flat when it is below -3. 

The researcher simply expanded the formulation of multiple 

regressions models as shown below. 

Y = a + blxl + b2x2 + b3x3 + b4x4 5x5 = a +  

Where, a 
y 

blxl  
b2x2 
b3x3 
b4x4 

= Intercepts 
=Job Burnout 
= Islamic Work Ethics 
= Role Conflict 
= Role Ambiguity 
= Role Overload 

Figure 3.1: Multiple Linear Regression Model 

In multiple linear regressions, a value of multiple R is computed. 

This value would give an interpretation of the strength of the 

relationship that exists between the independent variables and the 

dependent variable. It should be noted that even the value of 
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multiple R is high; it does not mean that the independent variables 

might cause the change in the dependent variable. 

3.10 Pilot Study 

According to The Association for Qualitative Research (2012), pilot study is 

a small mini research conducted in advance of a planned project, 

specifically to test aspects of the research design such as stimulus material 

and to allow necessary adjustment before final commitment to the design. 

While according to Sekaran (2003), the implementation of the pilot study is 

to correct any inadequacies in the instruments prior to data collection and 

also identify the difficulties in wording and translation in the questionnaires. 

In this study, a pilot study has been executed after the development of 

questionnaires before a large-scale study is being carried out. The purpose 

of this pilot study was to pre-test the adequacy of the instrument and to 

assess whether respondents were able to understand the questions before the 

actual set of questionnaires were distributed. According to Bums and Grove 

(2001), a pilot study is a smaller version of a proposed study conducted to 

refine the methodology. 

According to Sekaran (2010), the implementation of a pilot study has been 

conducted before a large scale study being carried out in order to correct any 

inadequacies in the instruments prior to the data collection and also to 

identify the difficulties in wording and translation in the questionnaire. It 

will involve a group of respondents that have similar characteristic with the 

actual respondent. In this research, the pilot study was implemented among 

salesperson in Bank Rakyat Northern Region area. Fifthy (50) sets of 

questionnaires were distributed during that time. 
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3.11 Reliability test 

Reliability test is one of the most important elements of test quality. The 

reliability of the questionnaires was tested to check the consistency of all 

related factors in the study based on Cronbach's Alpha. Sekaran (2005) 

stated that the highest Cronbach's Alpha is I .  It measures the consistency of 

the reliability factor. For a research, any reliability coefficient (Alpha) less 

than 0.6 are regarded as poor and those in the range of 0.7 are acceptable, 

and those with coefficient value 0.8 and over are considered good. The 

internal consistency reliability coefficients (Cronbach's alpha) for the scales 

used in this study were computed in the pilot testing and are well above the 

level 0.7, acceptable for the analysis purpose. In the table 3 .12 are the rules 

of thumb about Cronbach-Alpha Coefficient Size that used to the result. In 

the table 3 . 1 3  the result of reliability test stated from the analysis. The 

reliability test was done with I 04 completed responses. 

Table 3.12 
Rules of Thumb about Cronbach-Alpha Coefficient Size 

Alpha Coefficient Range Strength of Association 

Less than 0.6 

0.6 to< 0.7 

More than 0.8 

Source: (Seka ran and Bougie, 20 I 0) 

Weak 

Acceptable 

Good 
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Table 3.13 
Results of the Reliability Test 

Variables No. of Items Cronbach's Alpha 

Job Burnout 6 .863 

Islamic Work Ethics 6 .839 

Role Conflict 4 .723 

Role Ambiguity 5 .843 

Role Overload 4 .735 

Source: Please refer Appendix C 

3.12 Normality Test 

Normality of data is perceived as a fundamental element in a research 

conducted especially multivariate research as suggested by Hair et al., 

(1998). The normality test was aimed to make sure that all data is normal 

distribution. According to Pallant (2001) normality is used to describe a 

symmetrical bell shape curve, which has the greatest frequency of scores in 

the middle with smaller frequencies towards the extreme. 

Hair et al., (2008) used the normal distribution because it provides the 

underlying basis by researcher who collect data using sampling and 

normality can be determined through some extent by obtaining skewness 

and kurtosis values. The normal distribution is vital since it provides the 

underlying basis for many inferences by researcher who collect data using 

sampling. Therefore, in this study, the researcher has to run the normality 

test in order to ensure the normality of the distribution and checking for 

outliers. For the purpose of this research, all the variables involved were 
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tested through SPSS in order to ensure there is no violation of normality 

assumption using a certain procedure laid down under SPSS. 

According to Coakes and Steed (2007) positive values for skewness indicate 

a positive skew while positive values for kurtosis indicate a distribution that 

is peaked (leptokurtic). Negative values for skewness indicate a distribution 

that is flatter (platykurtic). While according to Hair et al., (2003), if the 

skewness values are larger than + I or smaller than - 1 ,  this shows a 

substantially skewed distribution. Hence, for the kurtosis, a curve is too 

peaked when the values exceed +3 and is too flat when it is below -3. In 

this study, the researcher used normality test to check the normal 

distribution of the data. The Table 3 . 12  shows the result of skewness and 

kurtosis obtained for the purpose of this study. Based on the table 3.14, the 

result indicated that the data set has not violated the assumption of 

normality. Thus, it shows that all variables are normally distributed. 

Through the normality test, the outliers were removed from the analysis and 

after removing them, the results can be obtained by using the graphical 

analysis and statistical test of normality. According to Hair et al., (2006), the 

normal distribution will form a straight diagonal line and the plotted data 

values are parallel to the diagonal. From the normal Q-Q plot of all the 

variables, almost all data distributions were plotted closely follows the 

diagonal (Appendix 0). This can be concluded that the data used in this 

study did not interrupt the normality assumption for the inferential analysis. 
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Table3.14 
Assessment of Normality 

Variables Skewness Kurtosis 

Job burnout -.098 -.685 

Islamic Work Ethics -.083 -1.025 

Role Conflict .245 .356 

Role Ambiguity . 104 -.389 

Role Overload .320 -.423 

Source: Please refer Appendix D 

3.13 Data Collection Method and Procedure 

The letter of application for data collection issued by the university was 

given to the school in order to get the permission to execute the study in the 

field. The respondents were given a week's time to fulfil the questionnaires 

appropriately. Then, the questionnaires will be collected after the stipulated 

due date. Therefore, the probability sampling technique used in this study is 

a random sampling since the target population was already known and each 

of them has equal chances of being chosen as a respondent for this study. 

The data as collected via survey questionnaires which were distributed 

among employees. Each and every participant was required to answer 4 

page questionnaires, consisting of 6 sections. Explanations regarding the 

questionnaires were given to representative orally to attain the participants' 

co-operation and to give the general idea of the research. Apart from that, 

during the data collection process, the researcher took certain precautions in 

order to ensure confidentially and anonymity of the respondents. The 

researcher had created the trust and confidence among respondent to 
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participate in the study through the approval letter from their institutions. 

The concern of confidentiality was also highlighted in the questionnaire. 

The questionnaire was sent to 140 sales person in northern region personally 

by the researcher and was distributed with the help of a few staff which 

were the researcher's assistants from the main office. The questionnaires 

were distributed starting from 10th until 25th of October 2017. 

3.14 Conclusion 

In this chapter, the method and the analysis strategy for the study have been 

described. It includes the discussion of research design, sampling size, 

questionnaires design, data collection method and the analysis techniques. 

All the steps starting from collecting the data until the tools are being used 

to analyse the data were discussed in this chapter. Results of the findings 

will be discussed in the next chapter. 
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CHAPTER4 

FINDINGS AND ANALYSIS 

4.1 Introduction 

This is the fourth chapter of the study and it presents the final outcomes and 

the analysis of the data. The purpose of this section is to detail the discovery 

of the research and the data were analyzed by a number of techniques; such 

method used is a descriptive statistic, independent sample test, one-way 

ANOVA, Pearson correlation and multiple linear regressions. Moreover, 

independent sample t-test and one-way ANOVA will describe the 

significant difference of demographics factors with dependent variable. 

Meanwhile, the correlation will describe the relationship between 

independent variables and dependent variable. Followed by multiple linear 

regression will discuss the significant influence of the independent variables 

to the dependent variable. 

4.2 Research Response 

Data was analysed from 1 04 questionnaires with complete answer. In order 

to analysed all this data, the researcher used the SPSS software version 22 

program. For this project paper, the researcher analysed the collected data 

from the respondents by developing the reliability test, frequency 

distribution, independent sample t-test, one-way ANOV A test, correlation 

test and multiple linear regression test. For the data collection purposes, 

about I 04 self-administered questionnaires were distributed to the 

salesperson in Bank Rakyat Northern Region. Out of 140 questionnaires 

sent, I 04 are useable and resulting 74.28% response rate. According to Hair 

et. al., (20 I 0) when the respond rate more than 50% of the respondent are 

acceptable. 
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4.3 Demographic Characteristics of Respondents 

The respondents participated in this study consist of the salesperson in Bank 

Rakyat Northern Region. This section shows the background of the 

demographic data of the respondents who participated in the current study 

that is a useful aspect to understand the data segmentation. The profiles of 

the respondents involved in the Table 4. I :  

d.  

Table 4.1 
h ifil T e Pro , e of the re soon ents 

No Items Freuuencv (N) Percent(%) 

1 Gender 
Male 50 48.1 
Female 54 51 .9 
Total 104 

2 Occupation Status 
Permanent 76 73.1 
Contract 28 26.9 
Total 104 

3 Age 
18-25 years 28 26.9 
26-30 years 23 22.1 
31-35 years 14 13 .5 
36-40 years 20 19.2 
41-50 years 19 18 .3 
Total 104 

4 Educational Level 
PMR/SPM/STPM 29 27.9 
Certificate 9 8.7 
Diploma 17 16.3 
Bachelor 42 40.4 
Master 2 1.9 
PhD 5 4.8 
Total 104 

5 Year Work of Experience 
1-2 years 3 1  29.8 
3-5 years 22 21 .2  
6-10 years 14 13 .5 
Over 1 0 years 37 35 .6 
Total 104 

6 Monthly Income Level 
Below than RM2000 23 22.1 
RM 2001 -  RM4000 6 1  58.7 
RM4001 - RM6000 20 19 .2 
Total 104 

Source: Please refer Appendix B 
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In this study, there are 104 respondents consisting of salesperson in Bank 

Rakyat Northern Region. Six demographic factors are reported, namely 

gender, occupation status, age, educational level, monthly income level and 

year work of experience. Table 4.1 displays the results of the respondent 

profile analysis carried out by the researcher. The first category of the 

profile that is gender is found to have more female respondents than the 

male. The result shows that the total female respondent are 54 equivalent to 

(48.1%) from the total of 104 respondents and the rest 50 were male which 

is equal to (51.9%) respectively. 

For occupation status, the result found that the majority of the respondents 

were permanent worker, which is 76 respondents (73.1 %) while 28 

respondents (26.9%) are contract workers. As for age, most of the 

respondents are in the age of 18-25 years showed a percentage of 26.9% 

which is equivalent to 28 respondents. This is followed by the respondents 

in the age of between 26 to 30 years where the number of respondents 

involved is 23 which is equivalent to 22.1 %. Meanwhile, the respondents in 

the age range 3 1  to 35 years. The percentage in this age is 13.5% where the 

number of respondents involved is 14. There are 20 respondents who are in 

the age of 36 to 40 years involved in this study which is equivalent to 

19.2%. Finally for the age of41 to 50 years showed a percentage of 18.3% 

which is equivalent to l 9 respondents. 

In terms of educational level, there are different levels of highest 

educational level among the respondents. The table indicates that 27.9% of 

the salesperson are PMR/SPM/STPM holders which are 29 respondents. 

Then, out of the total respondents, there are 9 respondents are holding 

certificate holders with 8.7% followed by l 7 (16.3%) salesperson are 
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diploma holders. Then, for the bachelor holders indicates that 40.4% which 

are 42 respondents followed by master holders which are 2 (1.9%) and for 

PhD level consist of 4.8% which are 5 respondents. 

As for the year of experience working in the bank, from the year below 2 

years, the result shows that only 3 1  salesperson which are 29.8%. Then, 

there are 22 salesperson who are from 3 to 5 years experience working with 

the percentage of 21.2% followed with 6 to IO years with the percentage of 

13.5% and Over 10  years of experience with the percentage of35.6%. 

The last category of the profile that is monthly income level which are 

shows that the more respondent response with the income level between 

RM2001 to RM4000 which are 61 respondents with the percentage of 

58.7%. Followed by the income level of below than RM2000 and RM4000 

to RM6000 which are 23 and 20 respondents with the percentage of 22. I% 

and 19.2%. 

4.4 The Differences between Demographic Factors (Gender, Age, 

Higher Level Education, Occupation Status, Number of years' 

work in the organization and Monthly Income Level) with Job 

Burnout? 

In order to answer the first research question, whether there are any 

differences between respondent's demographic profiles (gender, age, higher 

level education, occupation status, number of years' work in the 

organization and monthly income level) with job burnout. 

The test of differences was conducted through Independent Sample T-Test 

and One-way ANOVA in order to analyze the hypotheses. Independent 

Samples T-Test analysis is conducted to test the hypotheses in terms of 
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gender and occupational status. One-way ANOVA is used to examine the 

significant differences between demographic factors that have more than 

two groups with the job burnout in terms of age, higher level of education, 

number of years' work in the organization and monthly income level. 

4.4.1 The Difference between Gender with Job burnout 

The difference of gender was measured by using an Independent sample t- 

test. It is used to do comparison for a variable that has two mean in order to 

test if there any significant differences between male and female with job 

burnout. The hypotheses as follow: 

Ho 1 a: There are no significant differences between demographic factors 

(male and female) with Job Burnout. 

Ha I a: There are significant differences between demographic factors (male 

and female) with Job Burnout. 

Table 4.2 
The difference between male andfema!e with job burnout 

Gender Mean Std. t-value Sig. 

Deviation 

Male 3.396 .767 .938 .136 

Female 3.243 .883 

Note: The mean difference is significant at the 0.05 level 
Source: Please refer Appendix E 

The result of the above Table 4.2 shows that the mean value of male 3.396 

is higher than the mean value for female 3.243. It means that the male has 

more contributed to job burnout among salesperson in Bank Rakyat 

Northern Region compared to female. The mean difference is only 0.153 

while t-value is 0.936 and its significant level is more than 0.05. Since, the 

significant level (p-value = 0.136) is greater than the acceptable level of 

0.05. Therefore, the null hypothesis are failed to reject. Hence, it can be 
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concluded that there is no significant difference between male and female 

with job burnout among salesperson in Bank Rakyat Northern Region. 

4.4.2 The Difference between Occupation Status with Job burnout 

The difference of occupational status was measured by using an 

Independent sample !-test. It is used to do comparison for a variable that has 

two mean in order to test if there any significant differences between 

occupational status with job burnout. The hypotheses as follow: 

Ho I a: There are no significant differences between demographic factors 

(occupation status) with Job Burnout. 

Ha I a: There are significant differences between demographic factors 

(occupation status) with Job Burnout. 

Table 4.3 
The difference between occupation status with job burnout 

Occupational Mean Std. t-value Sig. 

status Deviation 

Permanent 3.324 .848 .217 .632 

Contract 3.284 .800 

Note: The mean difference is significant at the 0.05 level 
Source: Please refer Appendix E 

The result of the above Table 4.3 shows that the mean value of permanent 

workers 3.324 is higher than the mean value for contract workers 3.284. It 

means that the permanent worker has more contributed to job burnout 

among salesperson in Bank Rakyat Northern Region compared to contract 

workers. The mean difference is only 0.04 while t-value is 0.217 and its 

significant level is more than 0.05. Since, the significant level (p-value = 

0.637) is greater than the acceptable level of 0.05. Therefore, the null 

hypothesis are failed to reject. Hence, it can be concluded that there is no 
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significant difference between occupational status with job burnout among 

salesperson in Bank Rakyat Northern Region. 

4.4.3 The Difference between Group of Age with Job Burnout 

The difference of group of age was measured by using One-way ANOV A. It 

is used to test for a variable that has more than two groups in order to test if 

there any significant differences between group of age with job burnout. 

The hypotheses as follow: 

Ho I a: There are no significant differences between demographic factors 

(group of age) with Job Burnout. 

Ha I a: There are significant differences between demographic factors 

(group of age) with Job Burnout. 

Table 4.4 
The difference between group of age with job burnout 

Age Mean Std. F-value Sig. 

Deviation 

18-25 years 3 . 1 3 1  .772 .952 .437 

26-30 years 3.384 .810 

31-35 years 3.559 .662 

36-40 years 3 .191 .954 

41-50 years 3.464 .901 

Note: The mean difference is significant at the 0.05 level 
Source: Please refer Appendix E 

The Table 4.4 above presents the results of the ANO VA for group of age. 

As for the age factor, the mean for the five items that is "18-25", "26-30", 

"31-35", "36-40" and "41-50" are 3 . 1 3 1 ,  3.383, 3.559, 3 . 19 1  and 3.464 with 

a standard deviation 0.772, 0.810, 0.662, 0.954 and 0.901. Moreover, the 

result of the F-value of the age happened to be 0.952 with a significant value 
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(p-value = 0.437). The significant value for this factor is more than the alpha 

value of 0.05. Therefore, the p-value for this factor is not significant and 

null hypothesis is failed to be rejected. Thus, it can be concluded that there 

is no significant difference between group of age with job burnout among 

salesperson in Bank Rakyat Northern Region. 

4.4.4 The Difference between Higher Level of Education with Job 

Burnout 

The difference of group of higher level of education measured by using 

One-way ANOVA. It is used to test for a variable that has more than two 

groups in order to test if there any significant differences between group of 

higher level of education with job burnout. The hypotheses as follow: 

Ho I a: There are no significant differences between demographic factors 

(group of higher level of education) with Job Burnout. 

Ha I a: There are significant differences between demographic factors 

(group of higher level of education) with Job Burnout. 

Table 4.5 
The difference between grouo of hi her level of education with job burnout. 

Higher Level of Mean Std. F-value Sig. 

Education Deviation 

PMR/SPM/STPM 3.074 .932 2.269 .053 

Certificate 3.870 .532 

Diploma 3.637 .707 

Bachelor 3 .194 .799 

Master 3 .4 16  .589 

PhD 3 .633 .758 

Note: The mean difference is significant at the 0.05 level 
Source: Please refer Appendix E 
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The Table 4.5 above presents the results of the ANO VA for group of higher 

level of education. As for this factor, the mean for the six items that is 

"PMR/SPM/STPM", "Certificate", "Diploma", "Bachelor", "Master" and 

"PhD" are 3.074, 3.870, 3.637, 3.194, 3.416 and 3.633 with a standard 

deviation 0.932, 0.532, 0.707, 0.799, 0.589 and 0.758. Moreover, the result 

of the F-value for the educational level happened to be 2.269 with a 

significant value (p-value = 0.053). The significant value for this factor is at 

the alpha value of 0.05. Therefore, the p-value for this factor is significant 

and alternate hypothesis is to be accepted. Thus, it can be concluded that 

there is significant difference between group of educational level with job 

burnout among salesperson in Bank Rakyat Northern Region. 

4.4.5 The Difference between Year Work of Experience with Job 

Burnout 

The difference of group of year work of experience measured by using One 

way ANOVA. It is used to test for a variable that has more than two groups 

in order to test if there any significant differences between group of year 

work of experience with job burnout. The hypotheses as follow: 

Ho la: There are no significant differences between demographic factors 

(group of year work of experience) with Job Burnout. 

Ha I a: There are significant differences between demographic factors 

(group of year work of experience) with Job Burnout. 
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Table 4.6 
The difference between year work of experience with job burnout. 

Year Work of Mean Std. F-value Sig. 

Experience Deviation 

1-2 years 3. 198 .678 .761 .519 

3-5 years 3.454 .885 

6-10 years 3.523 .869 

Over IO  years 3.256 .900 

Note: The mean difference is significant at the 0.05 level 
Source: Please refer Appendix E 

The Table 4.6 above presents the results of the ANOVA for group of year 

work of experience. As for this factor, mean for the four items that are "1-2 

years", "3-5 years", "6-10 years", and "over 10 years" are 3.198, 3.454, 

3.523 and 3.256 with a standard deviation 0.678, 0.885, 0.869 and 0.900. 

Moreover, the result of the F-value for the year work of experience 

happened to be 0.761 with a significant value (p-value = 0.519). The 

significant value for this factor is more than the alpha value of 0.05. 

Therefore, the p-value for this factor is not significant and null hypothesis is 

failed to be rejected. Thus, it can be concluded that there is no significant 

difference between group of year work of experience with job burnout 

among salesperson in Bank Rakyat Northern Region. 
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4.4.6 The Difference between Group of Monthly Income Level with 

Job Burnout 

The difference of group of monthly income level measured by using One- 

way ANOVA. It is used to test for a variable that has more than two groups 

in order to test ifthere any significant differences between group of monthly 

income level with job burnout. The hypotheses as follow: 

Ho I a: There are no significant differences between demographic factors 

(group of monthly income level) with Job Burnout. 

Ha I a: There are significant differences between demographic factors 

(group of monthly income level) with Job Burnout. 

Table 4.7 
The difference between group of monthly income level with job burnout 

Monthly Income Mean Std. F-value Sig. 

Deviation 

Below than RM2000 3.224 .758 .380 .685 

RM200 l -RM4000 3.377 .871 

RM400 l -RM6000 3.241 .799 

Note: The mean difference is significant at the 0.05 level 
Source: Please refer Appendix E 

The Table 4.7 above presents the results of the ANOVA for group of 

monthly income level. As for this factor, the mean for the three items that is 

"below than RM2000", "RM2001-RM4000", and "RM4001-RM6000" are 

3.224, 3.377 and 3.241 with a standard deviation 0.758, 0.871 and 0.799. 

Moreover, the result of the F-value for the monthly income level happened 

to be 0.380 with a significant value (p-value � 0.685). The significant value 

for this factor is more than the alpha value of 0.05. Therefore, the p-value 

for this factor is not significant and null hypothesis is failed to be rejected. 

Thus, it can be concluded that there is no significant difference between 
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group of monthly income level with job burnout among salesperson in Bank 

Rakyat Northern Region. 

Table 4.8 
Summary of the First Hypothesis Tested Using T-Test and ANO VA 

Hypothesis (T-Test) Sig. Test Result 

Ho: There is no significant difference . 1 36  p>0.05 Failed to 

between male and female with job reject null 

burnout among salesperson in Bank hypotheses 

Rakyat Northern Region. 

Ho: There IS no significant difference .632 p>0.05 Failed to 

between occupation status with job reject null 

burnout among salesperson in Bank hypotheses 

Rakyat Northern Region. 

Hypothesis (One-Way ANOVA) Sig. Test Result 

Ho: There is no significant difference .437 P>0.05 Failed to 

between group of age with job reject null 

burnout among salesperson in Bank hypotheses 

Rakyat Northern Region. 

Ha: There is significant difference between .053 P<0.05 Accepted 

group of higher education level with alternate 

job burnout among salesperson in hypotheses 

Bank Rakyat Northern Region. 

Ho: There is no significant difference .519 p>0.05 Failed to 

between group of year work of reject null 

experience with job burnout among hypotheses 

salesperson in Bank Rakyat Northern 

Region. 

Ho: There is no significant difference .685 p>0.05 Failed to 

between group of monthly income reject null 

among salesperson in Bank Rakyat hypotheses 

Northern Region. 
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4.5 The Correlation between Islamic Work Ethic, Role Conflict, 

Role Ambiguity and Role Overload with Job Burnout. 

In order to answer the second research question, whether there is any 

significant relationship between Islamic work ethic, role conflict, role 

ambiguity and role overload with the job burnout among salesperson in 

Bank Rakyat Northern Region. Pearson Correlation analysis is conducted to 

test the significant relationship between dependent variable and independent 

variables. The hypotheses as follow: 

Ho 2a: There are no significant relationship between Islamic Work Ethic, 

Role Conflict, Role Ambiguity and Role Overload with Job Burnout. 

Ha 2a: There are significant relationship between Islamic Work Ethic, Role 

Conflict, Role Ambiguity and Role Overload with Job Burnout. 

Table 4.9 
Correlation between job burnout and independent variables 

Variables Job Role Role Role Islamic 
Burnout Conflict Ambiguity Overload Work 

Ethics 

Role Conflict .472** 

Role .527** .702** 
Ambiguity 

Role .583** .329** .381 * * 
Overload 

Islamic Work . 5 18**  .404** .301 ** .339** 
Ethics 

Note: **Correlation is significant at the 0.01 level (2-tailed) 
Source: Please refer Appendix F 

The Table 4.9 presents the result of the Pearson's correlation analysis 

between the independent variables of the research which are; Islamic work 

ethic, role conflict, role ambiguity and role overload while the dependent 

variable that is job burnout. The result indicates that all the independent 

variables are positively correlated with the job burnout among salesperson 
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in Bank Rakyat Northern Region. Further, the strongest independent 

variable that highly correlated with the dependent variable is the role 

overload which correlated at (58.3%), followed by role ambiguity at 

(52.7%), Islamic work ethics at (51.8%), and role conflict at (47.2%). 

Sekaran (2003), has stated that correlation of less than 0.3, can be indicate 

small or weak relationship, while the correlation coefficient of greater than 

0.3, less than 0.5, indicate moderate or medium relationship and correlation 

coefficient of greater than 0.5, indicate a large and strong relationship. 

Hence, the result indicates based on the assumptions of Sekaran (2003), that 

role overload, role ambiguity and Islamic work ethics have the large and 

strong relationship with the job burnout and role conflict have the moderate 

or medium relationship with the job burnout. 

The p-value for all the independent variables is less than the significant 

levels of both 0.0 I. Therefore, the null hypotheses are failed to reject and 

the alternate hypotheses are accepted because the association is statistically 

significant at the 0.0 I levels. And it is concluded that there is a significant 

relationship between the job burnout with the Islamic work ethic, role 

conflict, role ambiguity and role overload. 
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Table 4.10 

Summarv of the Second Hvnothesis Tested Usine Pearson's Correlation 

Hypothesis Sig. Test Result 

There is significant relationship between 0.000 p <0.01 Accepted 

the job burnout and (Islamic work ethic, alternate 

role conflict, role ambiguity and role hypotheses 

overload) among salesperson in Bank 

Rakyat Northern Region. 

4.6 Multiple Linear Regressions 

In order to answer the third research question, whether there are any 

significant influences between Islamic work ethic, role conflict, role 

ambiguity and role overload with the job burnout among salesperson in 

Bank Rakyat Northern Region. Multiple Linear Regression analysis is 

conducted to test the significant influences between dependent variable and 

independent variables. The hypotheses as follow: 

Ho 3a: There are no significant influences of determinant factors (Islamic 

Work Ethic, Role Conflict, Role Ambiguity and Role Overload) with 

Job Burnout. 

Ha 3a: There are significant influences of determinant factors (Islamic Work 

Ethic, Role Conflict, Role Ambiguity and Role Overload) with Job 

Burnout. The result of this test and its interpretation is presented and 

discussed below. 
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Table 4.11 
Results ofRelationship between the Various Determinants and Job Burnout 

Determinant Unstandardized Standardized t Sig. 

Coefficients Coefficients 

B Std. Beta 

Error 

(Constant) .090 .323 .278 

Role Conflict .046 . IO I .046 .452 .652 

Role Ambiguity .249 .093 .266 2.670 .009 

Role Overload .387 .081 .367 4.754 .000 

Islamic Work Ethics .293 .077 .295 3.802 .000 

Note: F-value = 27.754 with Sig= 0.001, R2 = 0.529 
Source: Please refer Appendix G 

Based on the above table, the R square value is the statistic that provides 

some information about the goodness of the model. The value of R square is 

0.529. This indicates that 52.9% of the variation in the dependent variable 

explained by the independent variables which are Islamic work ethic, role 

conflict, role ambiguity and role overload. While the rest 47.1 % are 

explained by other variable in the model. 
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The objective is to investigate whether all the independent variables 

involved can influence the job burnout among salesperson in Bank Rakyat 

Northern Region. From the Table 4 . 1 1 ,  the researcher had summarized the 

relationship between the variables such as formula equation below: 

I Y = a + b l x l  +b2x2+b3x3 

Y = 0.090 + 0.249x1 + 0.387x2 + 0.293x3 

Where, a 
y 

b l x l  
b2x2 
b3x3 

= Intercepts 
= Job Burnout 
= Islamic Work Ethics 
= Role Ambiguity 
= Role Overload 

From the above formula, it can be concluded that only three independent 

variables that have significant influence on job burnout that is Islamic work 

ethics (B = 0.293), role ambiguity (B = 0.249) and role overload (B = 

0.387). It means, I unit of contribution to job burnout would make 0.293 

units of Islamic work ethic increase, 0.249 units of role ambiguity increase 

and 0.387 units of role overload increase. Only the variables of Islamic 

work ethics, role ambiguity and role overload that derived from this formula 

since it gives significant value at 0.0 I .  

The finding showed that there are three variables that have significant 

influence on the job burnout. Only Islamic work ethic, role ambiguity and 

role overload were accepted under alternative hypotheses. While the other 

one variable which is role conflict is failed to reject null hypothesis since 

both do not give a significant value at 0.01. Therefore, it can be concluded, 

only role ambiguity, role overload and Islamic work ethics will significantly 
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explain the variance of job burnout among salesperson in Bank Rakyat 

Northern Region. Due to this, the factors which are Islamic work ethic, role 

ambiguity and role overload should need to be discussed in detail in the next 

chapter. 

Table 4.12 
Summary of the Third Hypothesis Using Multiple Linear Regressions 

Hypothesis Sig. Test Result 

HI :  Islamic work ethics will significantly 0.000 P<0.01 Accepted 

explain the variance of job burnout 
among salesperson m Bank Rakyat 
Northern Region 

HI :  Role ambiguity will significantly 0.009 p<0.01 Accepted 
explain the vanance of job burnout 

among salesperson m Bank Rakyat 
Northern Region 

HI :  Role overload will significantly 0.000 P<0.01 Accepted 
explain the variance of job burnout 
among salesperson in Bank Rakyat 
Northern Region. 

4.7 Conclusion 

This chapter was designed to analyze and interpret the findings in 

accordance to the research hypotheses and research objectives of the study. 

Valuable findings were disclosed in relation to the job burnout among 

salesperson in Bank Rakyat Northern Region. Remarkable results with the 

contribution to job burnout were presented and discussed in a form of tables 

and paragraphs. These outcomes were obtained from the analyses and tests 

made to the research hypotheses using Statistical Package for Social 

Sciences (SPSS) version 22. As the analyses were in accordance to the 

research hypotheses, there were four statistical tools used to present and 

99 



. - 

report the result, namely, Independent Samples T-test, One-way ANOVA, 

Pearson Correlation and Multiple Linear Regression analysis. T-test and 

ANOV A were used to test the differences between the demographic factors 

and job burnout, Pearson Correlation was used to determine the relationship 

between the independent variables and the dependent variable. Multiple 

regression analysis was used to examine the factors that influence mostly 

the job burnout. Hence, all the results of these tests were presented and 

discussed in a detailed manner in this chapter. The next chapter covers the 

discussions of these results and the recommendation and conclusion of the 

study . 
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CHAPTERS 

CONCLUSION AND RECOMMENDATION 

5.1 Introduction 

This is the fifth chapter that discusses further on the output of this study in 

order to summarize the findings obtained by the research. In this chapter, 

the summarize of the findings are based on the research objectives that is to 

determine the differences between the demographic factors of (gender, age, 

higher level education, occupation status, numbers of years' work in the 

organization and monthly income) with the job burnout, to examine the 

relationship between (Islamic work ethic, role conflict, role ambiguity and 

role overload) with the job burnout, and to investigate the significant factors 

that influences mostly in the job burnout. Then, this chapter presents the 

contribution of the study. Further, the chapter as well as highlights the 

relevant implications and recommendations for future researches. Finally, 

several limitations also have been suggested. 

5.2 Summary of the Findings Consistent with Research Objectives 

This research was carried out in order to determine the factors that 

contributed of job burnout among salesperson in Bank Rakyat Northern 

Region. The study focused on salespersons who are working in the banking 

sectors. In order for the study to achieve the above mentioned objectives and 

determine the factor that contributed to job burnout, it used Islamic work 

ethic, role cont1ict, role ambiguity and role overload as independent 

variables, and job burnout as the dependent variable of the study. The 

summary of the findings is delineated below. 
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5.2.1 Objective 1: To determine the differences between the 

demographic factors of (gender, age, higher level education, 

occupation status, number of years' work in the organization 

and monthly income) with job burnout. 

The first objective of the study was to determine whether there i_s a 

significant difference between the demographic factors with the job burnout. 

The demographic factors analyzed including gender, age, higher level 

education, occupation status, number of years' work in the organization and 

monthly income. Whereby the gender and occupation status were analyzed 

using Independent Sample T-Test tool, as it is either male or female and 

either permanent or contract, whereas the age, higher level education, 

number of years' work in the organization and monthly income was 

analyzed using One-Way ANOVA as it is a comparison between groups 

which are more than two groups. 

As for occupation status, there are two that contributed in this study which 

are permanent and contract workers. As for age, it contains five categories 

which are; ' 18-25 years old','26-30 years old', '31-35 years old' '36-40 

years old' and '41-50 years old'. The higher level education consists of six 

types as well, which are PMR/SPM/STPM, certificate, Diploma, Bachelor, 

Master and PhD. As for the years' of work experience in the organization 

consist of four items which are ' 1-2 years', '3-5years', '6-10 years' and 

'over 10 years'. The monthly income level is made up of three items, which 

are 'below than RM2000', 'RM2001-RM4000' and 'RM4001-RM6000' . 

Therefore, the findings of this study revealed that, there is no significant 

difference between male and female with job burnout, given that P-value 

was more than alpha value that is (p-value � 0.136) (greater than 0.05, 
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significant level). This outcome was consistent with the findings of Tahere 

and Hossein (2015), shows the result that there is no significant difference 

between general health and its dimensions and job burnout among male and 

female high schools teachers in Zabol, Iran with the result of (p-value = 

0.32) (greater than 0.05, significant level. 

Apart from that, the findings of the occupation status revealed that there is 

no significant difference between permanent and contract workers with job 

burnout, given P-value was more than alpha value that is (p-value = 0.637) 

(greater than 0.05, significant level). This outcome was consistent with the 

findings of Matthijs and Darien (2011) found that the sample was not 

significantly different from the employee population in terms of work status 

on the relations between work centrality, psychological contracts and job 

attitudes. 

Moreover, the result for the one-way ANOVA on this study revealed that, 

there is no significant difference between group of age with job burnout, 

given that P-value was more than alpha value that is (p-value = 0.437) 

(greater than 0.05, significant level). This outcome was consistent with the 

findings of Matthijs and Darien (20 I I )  stated that age moderate the relations 

between work centrality and psychological contract that age was negatively 

related to both transactional contract; although the sample was not 

significantly different from the employee population in terms of age, 

gender, organizational tenure, work status or education. 

Another findings for higher education level revealed that, the significant 

value (p-value = 0.053). The significant value for this factor is at the alpha 

value of 0.05. Thus, the result shows there is significant difference between 
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group of higher level education with job burnout among salesperson in Bank 

Rakyat Northern Region. This outcome was consistent with the finding of 

lirea and Hadi (20 I 4), shows the results that a significant inverse 

relationship between level of education and level of job stress. In other 

words, the higher the level of education reduces job stress and low job stress 

increases. Since the results shows the amount of 0.000, the null hypotheses 

is rejected (at 0.05 or 0.0 I )  and can say that the level of education and level 

of burnout are not independent of each other and have a relationship with 

each other. 

Apart from that, the findings of the years' of work in the organization 

revealed that there is a significant value (p-value = 0.519). The significant 

value for this factor is more than the alpha value of 0.05. Therefore, the p 

value for this factor is not significant and null hypothesis is failed to be 

rejected. Thus, it can be concluded that there is no significant difference 

between group of year work of experience with job burnout among 

salesperson in Bank Rakyat Northern Region. This outcome was consistent 

with the study from Malinauskas et al., (2010), shows that there was no 

statistically significant relationship between burnout and the years of service 

among the 203 university coaches. 

Then, another findings of monthly income level revealed that a significant 

value (p-value = 0.685). The significant value for this factor is more than the 

alpha value of 0.05. Therefore, the p-value for this factor is not significant 

and null hypothesis is failed to be rejected. Thus, it can be concluded that 

there is no significant difference between group of monthly income level 

with job burnout among salesperson in Bank Rakyat Northern Region. 

These findings were not consistent with the study from Joshi (1999) studied 
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the relationship between the age, job experience, monthly income and 

education level of industrial employees of public and private sector with 

their job involvement and work involvement. Another study from Hai and 

Chun (2015) shows the statistical significance was found for life satisfaction 

(P < 0.05) with differences in age; marital status; technical title; years of 

nursing experience; monthly income; manning quota status; and parental 

status in positive emotion, negative emotion and degree. 

5.2.2 Objective 2: To examine the significant relationship between 

(Islamic work ethic, role conflict, role ambiguity and role 

overload) with job burnout. 

The second objective of this study aimed at examining if there is any 

significant relationship between independent variables of the study which 

are Islamic work ethic, role conflict, role ambiguity and role overload with 

the dependent variable that is job burnout. The result of the Pearson's 

Correlation analysis determines that the independent variables of the study 

and the dependent variable have shown a positive relationship. 

The strongest independent variable that highly correlated with the dependent 

variable is the role overload which correlated at (58.3%), followed by role 

ambiguity at (52.7%), Islamic work ethics at (51.8%), and role conflict at 

(47.2%). This result is in line with the findings of Roohangiz et al., (2014) 

shows the results on role conflict, role ambiguity and role overload. 

According to the result there was a medium significant, positive and linear 

relationship between work overload and occupational stress (r=0.43, 

p<0.01). Also there was a medium significant, positive and linear 

relationship between role conflict and occupational stress (r=.453, p<0.01). 
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In addition, there was a medium, significant, and positive relationship 

between role ambiguity and occupational stress (r=.44, p<0.01). 

5.2.3 Objective 3: To investigate the significant factors that influences 

the most in the job burnout. 

The third objective of the study, which are meant to seek facts about the 

factors that influence mostly the job burnout. To achieve this objective, the 

independent variables of the study which are Islamic work ethic, role 

conflict, role ambiguity and role overload has been tested to draw a 

conclusion concerning whether there is a significant influence of these 

factors on the job burnout and to reveal the factors that mostly influences 

the job burnout. 

The study revealed that 52.9% of the variance of job burnout can be 

explained by all the independent variables which are Islamic work ethic, 

role conflict, role ambiguity, role overload. Furthermore, this study 

discloses that the factors that influence mostly the job burnout among 

salesperson are Islamic work ethic, role ambiguity and role overload, while 

the other one independent variable which are role conflict discovered to 

have other variable in other model. The role overload factor showed a 

highest B coefficient with a value of .387 compared with the other 

independent variables, this is followed by Islamic work ethics with a B 

coefficient value of .293 and role ambiguity with a B coefficient value of 

.249. 

The result obtained from the multiple regression analysis on the role 

overload was consistent with the findings of Zhou et al., (2014) found that 

role overload have a significant regression effect on time pressure, job 
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anxiety and job stress. And the result of the role ambiguity found in this 

study is constant with the findings of Zhou et al., (2014) found that role 

ambiguity has a significant regression effect on job anxiety and job stress 

among the Chinese Middle-Level cadres. Besides that, this study also 

proved that Islamic work ethics has an important role in affecting the job 

burnout among salesperson. The finding is similar to the studies of 

Amirhossein (2013), shows the result that there are strong and positive 

relationship between the two constructs. 

5.3 Contribution of the Study 

This study and the findings have theoretical and managerial implications. 

These contributions and implications are discussed below: 

5.3.1 Theoretical Contributions 

The contribution of this research from the theoretical perspectives lies in 

identifying how the Islamic work ethic, role conflict, role ambiguity and 

role overload with job burnout. Therefore, this study contributes to the 

literature by investigating the factors mentioned and develop a theoretical 

framework that will have an impact on salesperson that work in the banking 

sectors. 

In addition, this study also helps to validate the previous instruments 

regarding the job burnout among salesperson. The proposed theoretical 

framework in this study helps the salesperson to reduce their job burnout. 

The findings also proved that, the most influential factors that affect the job 

burnout among salesperson is the Islamic work ethic, role ambiguity and 

role overload. This study is the first ever study conducted in Northern 

Region area among the salesperson. 
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5.3.2 Managerial Implications 

This study highlighted the role ambiguity as motivating factors in utilizing 

on marketing the banking products. It is suggest to managers may find by 

rewarding the special training programmed for the salesperson, so that 

specifically the managers can handle and supervise their training programs 

so as to target specific facets or role ambiguity and achieve specific output 

goals. For example, if the managers want to improve or upgrade their 

employees, they could target the customer facet and implement training 

programs that are coping with ambiguity in interactions with customers. 

Furthermore, because of the result might vary across to the different 

contexts, it is imperative for the managers to conduct a benchmark studies 

within their specific environments and also design or implement appropriate 

training programmed that suitable to their need and context. 
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5.4 Recommendation 

5.4.1 Working Environment 

In order to create high commitment among employees at the workplace, the 

researcher suggests that, management should not pressure their employees 

by giving overload work to their employees. The employees cannot give 

commitment to the organization because they feel role overload attached to 

their feeling. They also should change their ways of working condition by 

giving job task phase by phase to their employees. Therefore, by reducing 

the overload work and changing their working condition, it can reduce 

depersonalization among the staff's feeling and it create high commitment 

among the employees. 

Rasulullah SAW said: "The person who works under you is your brother. 

The person who works under you is actually allowed by God to obey you. A 

person who takes his brother as a worker is obliged to give him food from 

what they eat and provide clothing from what you wear. And workers should 

not be charged with tasks beyond their ability. If you have given a heavy 

duty then help them" (Sahih Al-Bukhari Volume 3, Book 46, Number 721). 

5.4.2 Motivation 

It is one of the factors that the organization must be address. The 

management should give a full motivation to its employee to be committed 

when performing their work. Because money is not a motivation but reward, 

benefit and recognition is. If the employee is motivated, they can perform 

their task efficiently and effectively and also help to satisfy the need and 
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want of their customers. For example, the management can create 

recognition such as best employee or employee of the month and announce 

it to the others, give some reward to them so that they can feel being 

appreciated and they will be more motivated to work. 

5.4.3 Mentoring. 

A mentor is an experienced, productive senior employee who helps develop 

less experienced employee (the protege). Most mentoring relationships 

develop informally as a result of interest or values shared by the mentor and 

protege, Researcher suggests that employees with certain personality 

characteristics (like emotional stability, the ability to adapt their behavior 

based on the situation, and high needs for power and achievement) are most 

likely to seek a mentor and be an attractive protege for a mentor. Mentoring 

relationships can also develop as part of a planned company effort to bring 

together successful senior employees with less experienced employees. 

Both mentors and proteges can benefit from a mentoring relationship. 

Researcher also suggests that mentors provide career and psychosocial 

support to their proteges, Career support includes coaching, protection, 

sponsorship, and providing challenging assignments, exposure, and 

visibility. Psychosocial support includes serving as a friend and a role 

model, providing positive regard and acceptance, and creating an outlet for 

the protege to talk about anxieties and fears. Additional benefits for the 

protege include higher rates of promotion, higher salaries, and greater 

organizational influence. In the Al-Quran stated that; 
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"O you who have believed, do not betray Allah and the Messenger or betray 

your trusts while you know [the consequence]." (Al-Anfaal 8:27, pg 180, 

Al-Haramain, Karya Bestari, KDN). 

5.4.4 Endeavour Two Ways Communication 

It is suggested that in order to create high commitment among the 

employees at the workplace, the organization should creatively enhance 

friendly or fun way in order to have two ways communication. Listening to 

their staff must be embedded during the process of communication. 

Therefore, when they have these communication skills, it can incorporate an 

effective conversation and at the same time it can reduce stress. 

5.4.5 Assigning the Right Job To The Right Person. 

It suggested that, the management ought to give an appropriate job task that 

related to the employees' job scope. A comprehensive study on the job 

analysis and design must be conducted. According to Noe.A, Raymond, 

R.Hollenback John, Gerhart, Barry & M.Right, Patrick quoted that, job 

design addresses what task should be grouped into a particular job. The way 

that jobs are designed should have an important tie to the strategy of an 

organization because the strategy requires either new and different task or 

different ways of performing the same task. According to the H.R Muslim 

stated that, "Be excited to do something useful for you and ask for help to 

Allah, and do not be lazy". 
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The above verse explains that every Muslim should not ignore the principles 

of humanity, justice and equality. The three principles when translated can 

be seen as follows: 

I .  Employers should not burden workers with any work that the worker 

cannot afford to perform. 

2. Employers should always give priority to welfare to employees. 

3. Rewards and incentives should be given to workers who are fit to the 

work done. 

5.5 Future Research 

As for the future research, this study focused on certain population which is 

among salesperson in Bank Rakyat Northern Region. In addition, this study 

only used four dimensions which are Islamic work ethic, role conflict, role 

ambiguity, and role overload and job burnout. Besides, the study examined 

only four determinants, of which three were found to be significant. The 

study found that the "role conflict" is not a significant influence with the job 

burnout. 

Future study should consider other potential determinants of the job burnout 

such as "riskiness", "rewards", and "Islamic banks' performance". Future 

research may extend the number of population and adopt other techniques of 

data collection such as personal interview which is not employed in this 

study. 

Even though this research is not success or not significant to job burnout, 

these variables should be thought because organization sometimes are not 
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focusing all factor that the researcher studied on. But it may be has another 

factor that contributes to job burnout at the workplace. 

In other to get better result in this study, hopefully other researcher would 

find other variable that contribute to job burnout of employees in the 

organization. It can be done by describe it in term of economically or maybe 

in term of qualitative or quantitative of job done by employees in the 

organization that contribute to job burnout. 

Even though, the three variables that the researcher have been studied is not 

an applicable to the organization, but in terru of that, may be the 

organization can applied another factor that may contribute to the job 

burnout of the employees. 

Such future research should be done by other researcher that related to job 

burnout improvement is encouraging high productivity, networking and 

collaboration, and measuring what matters. 

5.6 Limitation of Study 

This study contains several limitations. In term of the populations, the study 

only focused on a specific group which are among Bank Rakyat branches in 

Northern Region only. Thus, the findings of this study could not be 

generalized to other user groups in other geographical areas. Second 

limitation faced by the researcher in this study was the process of data 

collection which was a self-administered questionnaire, whereby the 

researcher faced difficulties to get the questionnaire answered by the 

respondents as many of them refused to cooperate which caused the 

researcher to spend a lot of time getting those respondents who were willing 
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to cooperate and also data acquired incomplete because some information 

cannot be disclosed. 

5.7 Conclusion 

This study was chosen to identify the determinants that influence the job 

burnout among salesperson in Bank Rakyat Northern Region. There was 

three research questions and objectives developed for the purpose of this 

study. Hence, all the objectives of this research were achieved in a 

successful manner. The result of this study indicated that role ambiguity, 

role overload and Islamic work ethics are the most factors that influence the 

job burnout among salesperson in Bank Rakyat Northern Region. The 

findings of the research were presented detailed in the fourth chapter of the 

study. This was followed by an extensive discussion on these findings while 

relating it to the research objectives. Further, this study also highlighted the 

contribution of the study in term of theoretical and managerial contributions. 

The study also provided the relevant recommendations and suggested for 

future research by describing new dimensions that were not undertaken in 

this study. This finding also gives an indicator and guidance for banking 

sector institutions in order to decrease the level of job burnout among 

salesperson. 
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This research was conducted as part of requirement for the Master Islamic Business Studies 

in order to complete this course. This research was conducted to study "Job Burnout 

Among Salesperson in Bank Rakyat Northern Region". In this questionnaire I had list 

down the factor (s) that consider important and related to this topic. 

This organization had been selected as the respondent (s) for this research. This 

finding it's very important for my research and I would be very appreciating if you can spend 

a few minutes to answer this questionnaire. All the respondent(s) information's would be 

consider as confidential and only be used for the education purposes. Thank you for your 

commitment and willingness to participate in this study. 

Thank you for your cooperation. 

Kajian yang dijalankan ini adalah sebahagian daripada keperluan bagi pelajar tahun 

akhir Sarjana Pengajaran Perniagaan Islam untuk menamatkan pengajian. Kajian yang 

dijalankan irn adalah mengenai "Tekanan Kerja Dikalaugan Wargakerja 
(Jualan/Pemasaran) di Bank Rakyat Wilayah Utara", Di dalam soal selidik ini, telah di 

senaraikan beberapa faktor yang difikirkan penting dan berhubungkait dengan kajian ini. 

Organisasi ini telah teripilih untuk memberi maklurnbalas dalam kajian ini. Penemuan 

ini arnat penting bagi penyelidikan yang dijalankan dan saya amat berbesar hati jika anda 

dapat meluangkan masa untuk menjawab soal selidik ini. Semua maklumat yang diberikan 

adalah sulit dan hanya di gunakan untuk tujuan pembelajaran dan kajian ini sahaja. Terima 

kasih di atas kerjasama dan penglibatan anda di dalam kajian ini. 

Terima kasih di atas kerjasama yang diberikan. 

AZLI BIN ALANG 

MASTER in ISLAMIC BUSINESS STUDIES 
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SECTION A: RESPONDENT DEMOGRAPHICS I MAKLUMAT RESPONDEN 

Instruction: Please tick your answers I Arahan: Si/a tandakan jawapan anda. 

1 .  Gender I Jantina: 

D 
Male I Lelaki 

D 
Female I Perempuan 

2. Age I Umur. 

D 1 8  -  25 years I lahun D 26 - 30 years I lahun 

D 31 - 35 years I tenun D 36 - 40 years I lahun 

D 4 1  -  50 years I lahun D 51 and above/ lahun ke alas 

3. Higher education level I Tahap pendidikan lertinggi: 

D PMR I SPM I STPM D Certificate I Sijil 

D Diploma I Diploma D Bachelor I ljazah 

D Master D PhD 

4. Occupation Status I Taraf Jawatan: 

D Permanent I Tetap D Contract I Kontrak 

5. Number of years work in the organization I Tempoh bekerja di organisasi: 

D 1 - 2 years I lahun 

D 6 - 1 0 years I lahun 

D 3 - 3 - 5 years I lahun 

D Over 1 O years I lahun ke alas 

6. Monthly Income I Pendapalan Bulanan: 

D Below than RM2000 I Kurang D RM2001 - RM4000 

D RM4001 - RM6000 
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SECTION 8: JOB BURNOUT I TEKANAN KERJA: 

In this section, you are required to circle the most appropriate number against each, using 
the scale given below: 
Dalam bahagian ini, anda dikehendaki membulatkan jawapan pada nombor berdasarkan 
ska/a yang diberi seperti di bawah: 

Strongly 
Disagree/ 

Strongly 
Disagree I 

Tidak 
Not Sure/ Agree/ Agree I Sangat 

Sangat Tidak 
Bersetuju 

Tidak Pasti Bersetuju Bersetuju 

Bersetuju 

1 2 3 4 5 

1 .  I  feel emotionally drained from my work. 1 2 3 4 5 

Saya mengalami tekanan emosi daripada kerja .. 

2. I feel exhausted at the end of my workday. 
Saya berasa letih pada waktu akhir bekerja .. 1 2 3 4 5 

3. I feel burned out from my work. 1 2 3 4 5 

Saya berasa stress dengan kerja saya. 

4. I feel frustrated with my job. 
2 3 4 5 

Saya berasa kecewa dengan kerja saya. 

5. I feel that I have working too hard. 1 2 3 4 5 
Sayaberasa saya bekerja terlalu kuat 

6. I feel fatigue when getting up in the morning and 
facing another day on the job. 
Saya berasa keletihan semasa bangun pagi dan 1 2 3 4 5 
keesokan harinya. 
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SECTION C: ISLAMIC WORK ETHICS I ET/KA KERJA DALAM /SLAM 

In this section, you are required to circle the most appropriate number against each, using 
the scale given below: 
Oalam bahagian ini, anda dikehendaki membulatkan jawapan pada nombor berdasarkan 
ska/a yang diberi seperti di bawah: 

Strongly Disagree/ Strongly 
Disagree I Not Sure/ Agree/ Agree I Sangat 

Sangat Tidak 
Tidak 

Tidak Pasti Bersetuju Bersetuju 

Bersetuiu 
Bersetuju 

1 2 3 4 5 

1 .  Cooperation is a virtue in work. 1 2 3 4 5 

Kerjasama adalah suatu kebaikan dalam 
meiekuken kerjaltugas 

2. Laziness is a vice. 1 2 3 4 5 

Kemalasan ada/ah naib (faktor) 

3. Work is an obligatory activity for every 
capable individual. 2 3 4 5 

Kerja adalah aktiviti wajib bagi setiap 
individu yang berkebo/ehan. 

4. Creative work is a source of happiness 
and accomplishment. 1 2 3 4 5 
Kerja-kerja kreatif adalah sumber 
kebahagiaan dan kejayaan. 

2 3 4 5 

5. I feel that I have working too hard. 
Saya merasakan bahawa saya le/ah 

6. bfi�w;ieJfliAf 't'tl'MJltis a virtue. 1 2 3 4 5 

Oedikasi dalam kerja adalah suatu kebaikan. 

133 



SECTION D: ROLE CONFLICTS I KONFLIK 

In this section, you are required to circle the most appropriate number against each, using 
the scale given below: 
Dalam bahagian ini, anda dikehendaki membulatkan jawapan pada nombor berdasarkan 
ska/a yang diberi seperti di bawah: 

Strongly 
Disagree/ 

Strongly 
Disagree I 

Tidak 
Not Sure/ Agree/ Agree I Sangat 

Sangat Tidak 
Bersetuju 

Tidak Pasti Bersetuju Bersetuju 
Bersetuju 

1 2 3 4 5 

1 .  I  receive conflicting requests from two or more 1 2 3 4 5 
people. 
Saya menerima arahan yang berbeza daripada dua 
atau Jebih banyak pihak. 

2. I work under incompatible guidelines. 1 2 3 4 5 

Saya bekerja dibawah garis panduan yang tidak 
sesuai. 

3. I received assignments without manpower to 
complete it. 1 2 3 4 5 

Saya menerima tugasan tanpa bantuan untuk 
menyiapkan. 

4. I have to work under vague work orders. 
Saya terpaksa bekerja dibawah arahan yang tidak 1 2 3 4 5 

jelas. 
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SECTION E: ROLE AMBIGUITY I KESAMARAN 

In this section, you are required to circle the most appropriate number against each, using 
the scale given below: 
Dalam bahagian ini, anda dikehendaki membulatkan jawapan pada nombor berdasarkan 
ska/a yang diberi seperti di bawah: 

Strongly 
Disagree/ 

Strongly 
Disagree I 

Tidak 
Not Sure/ Agree/ Agree I Sangat 

Sangat Tidak 
Bersetuju 

Tidak Pasti Bersetuju Bersetuju 
Bersetuiu 

1 2 3 4 5 

1 .  I'm not sure what is expected of me in work. 1 2 3 4 5 

Saya tidak tahu apa yang diharapkan dalam tugas 
saya. 

2. There are unclear plans and goals for my job. 
1 2 3 4 5 Terdapat matlamat rancangan dan objektif yang tidak 

jelas dalam tugasan saya. 

3. I don't have a good understanding of the task. 
Saya tidak mempunyai kefahaman yang baik dalam 1 2 3 4 5 

tugasan itu. 

4. I don't know how much authority I have. 
Saya tidak tahu tahap bidang kuasa yang saya ada. 

1 2 3 4 5 

5 I feel uncertain how I will be evaluated for a raise or 
promotion. 
Saya tidak pasfi bagaimana saya akan dinilai untuk 

1 2 3 4 5 
dinaikkan pangkat atau gaji. 
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SECTION F: ROLE OVERLOAD I TIMBUNAN KERJA 

In this section, you are required to circle the most appropriate number against each, using 
the scale given below: 
Da/am bahagian ini, anda dikehendaki membulatkan jawapan pada nombor berdasarkan 
ska/a yang diberi seperti di bawah: 

Strongly 
Disagree/ 

Strongly 
Disagree I 

Tidak 
Not Sure/ Agree/ Agree I Sangat 

Sangat Tidak 
Bersetuju 

Tidak Pasti Bersetuju Bersetuju 
Bersetuju 

1 2 3 4 5 

1 . It often seems like I have too much work for one 
person to do. 1 2 3 4 5 

Saya kerap melakukan kerja yang tela/u banyak 

2. The performance standards set for my job are too 
high. 1 2 3 4 5 

Tahap pencapaian yang ditetapkan bagi tugasan saya 
terlafu tinggi. 

1 2 3 4 5 

3. I have to rush to get everything done each day. 
Saya terpaksa menye!esaikan semua kerja dalam 
keadaan tergesa-gesa setiap hari. 

1 2 3 4 5 

4 I am under pressure to take on more job 
responsibilities then I can comfortably handle. 
Saya berasa tertekan apabi/a terpaksa menerima /ebih 
tanggungjawab daripada yang mampu saya lakukan. 

Thank you for your valuable time and willingness to participate in this study - 
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(Descriptive Statistics) 
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FREQUENCY FOR GENDER 

Gender 

Cumulative 

Frequency Percent Valid Percent Percent 

Valid male 50 48.1 48.1 48.1 

female 54 51.9 51.9 100.0 

Total 104 100.0 100.0 

FREQUENCY FOR AGE 

A�e 

Cumulative 

Freauencv Percent Valid Percent Percent 

Valid 18 - 25 years 28 26.9 26.9 26.9 

26 - 30 years 23 22.1 22.1 49.0 

31 - 35 years 14 13.5 13.5 62.5 

36 - 40 years 20 19.2 19.2 81.7 

41 - 50 years 19 18.3 18.3 100.0 

Total 104 100.0 100.0 

FREQUENCY FOR EDUCATION 

Education 

Cumulative 

Freauencv Percent Valid Percent Percent 

Valid PMR I SPM /STPM 29 27.9 27.9 27.9 

CERTIFICATE 9 8.7 8.7 36.5 

DIPLOMA 17 16 3 16.3 52.9 

BACHELOR 42 40.4 40.4 93.3 

MASTER 2 1.9 1.9 95.2 

PhD 5 4.8 4.8 100.0 

Total 104 100.0 100.0 
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FREQUENCY FOR OCCUPATION STATUS 

Occupation status 

Cumulative 

Freauencv Percent Valid Percent Percent 

Valid permanent 76 73.1 73.1 73.1 

contract 28 26.9 26.9 100.0 

Total 104 100.0 100.0 

FREQUENCY FOR YEARS' WORK OF EXPERIENCE 

. th k f y ears wor o exn enence 1n e orcanrzat on 

Cumulative 

Frequency Percent Valid Percent Percent 

Valid 1 -2 years 31 29.8 29.8 29.8 

3M5 years 22 21.2 21 .2  51.0 

6-10 years 14 13.5 13.5 64.4 

over 10 years 37 35.6 35.6 100.0 

Total 104 100.0 100.0 

FREQUENCY FOR MONTHLY INCOME 

Month! income 

Cumulative 

Frequencv Percent Valid Percent Percent 

Valid below than RM2000 23 22.1 22.1 22.1 

RM2001 - RM4000 61 58.7 58.7 80.8 

RM4001 - RM6000 20 19.2 19.2 100.0 

Total 104 100 0 100.0 
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RELIABILITY TEST FOR ROLE CONFLICT 

Reliability Statistics 

Cronbach's 

Aloha N of Items 

.723 4 

RELIABILITY TEST FOR ROLE AMBIGUITY 

Reliability Statistics 

Cronbach's 

Aloha N of Items 

.843 5 

RELIABILITY TEST FOR ROLE OVERLOAD 

Reliability Statistics 

Cronbach's 

Aloha N of Items 

.735 4 

RELIABILITY TEST FOR ISLAMIC WORK ETHICS 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.839 6 

RELIABILITY TEST FOR JOB BURNOUT 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.863 6 
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NORMALITY TEST FOR JOB BURNOUT 

Descriptives 

Statistic Std. Error 

JobBurnout Mean 3.3173 .08133 

95°/o Confidence Interval for Lower Bound 3.1560 

Mean Uooer Bound 3.4786 

5% Trimmed Mean 3.3102 

Median 3.3333 

Variance .688 

Std. Deviation .82945 

Minimum 1.67 

Maximum 5.00 

Ranae 3.33 

lnterauartlle Ranae 1.33 

Skewness -.098 .237 

Kurtosis -.685 .469 

Normal Q-Q Plot of JobBurnout 
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z 

"' 0 
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-3 
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0 0 
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Observed Value 
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NORMALITY TEST FOR ROLE CONFLICT 

Descriptives 

Statistic Std. Error 

RoleConflict Mean 3.0192 .08153 

95o/o Confidence Interval for Lower Bound 2.8575 

Mean uooer Bound 3.1809 

5°/o Trimmed Mean 3.0069 

Median 3.0000 

Variance .691 

Std. Deviation .83149 

Minimum 1.00 

Maximum 5.00 

Ranae 4.00 

Interquartile Ranqe 1.00 

Skewness .245 .237 

Kurtosis .356 .469 

Normal Q.Q Plot of RoleConfiict 
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;; 1 
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w -1 
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., 

_, 
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Observed Value 
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NORMALITY TEST FOR ROLE AMBIGUITY 

Descriptives 

Statistic Std. Error 

RoleAmbiguity Mean 2.6885 .08671 

95°/o Confidence Interval for Lower Bound 2.5165 

Mean ucoer Bound 2.8604 

5% Trimmed Mean 2.6838 

Median 2.6000 

Variance .782 

Std. Deviation .88431 

Minimum 1.00 

Maximum 5.00 

Rance 4.00 

lnternuartile Rance 1.40 

Skewness .104 .237 

Kurtosis -.389 .469 

Normal Q-Q Plot of RoleAmbiguity 

3 

0 

' 

• 
E 
0 

z 

.., 0 
$ 
u 

w 

Q. 

x 

w ., 

0 0 

_, 
0 

-3 

0 2 3 

Observed Value 

6 
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NORMALITY TEST FOR ROLE OVERLOAD 

Descriptives 

Statistic Std. Error 

RoleOverload Mean 3.4736 .07721 

95o/o Confidence Interval for Lower Bound 3.3204 

Mean U ....... er Bound 3.6267 

5o/o Trimmed Mean 3.4647 

Median 3.5000 

Variance .620 

Std. Deviation .78743 

Minimum 2.00 

Maximum 5.00 

Ranae 3.00 

lnterauartile Ranae 1.00 

Skewness 320 .237 

Kurtosis -.423 .469 

Normal 0-0 Plot of RoleOverload 

r 

3 

2 

;;; 

E 
� 
0 

z 

-e 0 
� 
� 
u 

� 

"- 
x 

Lil 
-1 

-2 0 

-3 

0 
0 

0 

3 4 5 

Observed Value 
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NORMALITY TEST FOR ISLAMIC WORK ETHICS 

D . tl escno rves 

Statistic Std. Error 

lslamicWorkEthics Mean 3.6763 .08198 

95°/o Confidence Interval for Lower Bound 3.5137 

Mean uooer Bound 3.8389 

5°/o Trimmed Mean 3.6845 

Median 3.6667 

Variance .699 

Std. Deviation .83602 

Minimum 2.00 

Maximum 5.00 

Ranae 3.00 

Interquartile Rance 1.33 

Skewness -.083 .237 

Kurtosis -1.025 .469 

Normal Q-Q Plot of lslamicWorkEthics 
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INDEPENDENT SAMPLES T-TEST: GENDER 

Group Statistics 

I aender N Mean Std. Deviation Std. Error Mean 

Job Burnout male 50 3.3967 .76775 .10858 

female 54 3.2438 .88353 .12023 

Independent Samples Test 

Levene's Test for 

Equality of 

Variances t-test for Equality of Means 

95% Confidence 
Std. 

Interval of the 
Mean Error 

Difference 
Sig. (2- Differe Differe 

F Siq. t dr tailed) nee nee Lower Uooer 

JobB Equal 

urnou variances 2.256 .136 .938 102 .350 .15284 .16288 -.17024 .47592 

t assumed 

Equal 
101.  

variances not .943 .348 .15284 .16200 -.16851 .47419 
604 

assumed 

INDEPENDENT SAMPLE T-TEST: OCCUPATION STATUS 

G S rou tatistics 

I occstatus N Mean Std. Deviation Std. Error Mean 

JobBurnout permanent 76 3.3246 .84892 .09738 

contract 27 3.2840 .80039 .15404 
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Independent Samples Test 

Levene's Test for 

Equality of 

Variances t-test for Eaualitv of Means 

Std. 95°/o Confidence 

Mean Error Interval of the 

Sig. (2- Differen Differen Difference 

F Sin. t di tailed) ce ce Lower Unner 

JobBur Equal variances 
.231 .632 . 2 1 7  101 .829 04061 .18746 -.33125 .41247 

neut assumed 

Equal variances 48.26 
.223 .825 .04061 .18223 -.32574 .40697 

not assumed 2 

ONE-WAY ANOVA: AGE 

Descriptives 

JobBurnout 

95% Confidence 

Interval for Mean 

Std. Std. Lower Upper Minimu Maxim 

N Mean Deviation Error Bound Bound m um 

1 8  -  25 years 28 3 . 1 3 1 0  .77294 .14607 2.8312 3.4307 1.83 4.33 

26 - 30 years 23 3 3841 .81096 . 1 6 9 1 0  3.0334 3.7347 1.67 5.00 

31 - 35 years 14 3.5595 .66219 .17698 3.1772 3.9419 2.67 5.00 

36 - 40 years 20 3 1 9 1 7  95402 . 2 1 3 3 3  2.7452 3.6382 1.67 5.00 

41 - 50 years 1 9  3.4649 .90195 .20692 3.0302 3.8996 2.00 4.83 

Total 104 3.3173 .82945 .08133 3.1560 3.4786 1.67 5.00 

Mod Fixed 

.83021 . 0 8 1 4 1  3.1558 3.4788 
el Effects 

Random . 0 8 1 4 1  
a 

3.0913' 3.5433' 
Effects 

a. Warning: Between-component variance is negative. It was replaced by 0.0 in computing this random effects 

measure. 
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Test of Homogeneity of Variances 

JobBurnout 

Levene Statistic df1 df2 Siq 

.969 4 99 .428 

ANOVA 

JobBumout 

Sum of Sauares di Mean Sauare F Sia. 

Between Groups 2.626 4 .656 .952 .437 

Within Groups 68.236 99 .689 

Total 70.862 103 

ONE-WAY ANOV A: HIGHER LEVEL EDUCATION 

Descriptives 

Job Burnout 

95°/o Confidence 

Interval for Mean 

Std. Std. Lower Upper Minim Maxim 

N Mean Deviation Error Bound Bound um um 

PMR I SPM 3.074 .1732 
29 .93285 2.7199 3.4296 1.67 5.00 

ISTPM 7 3 

CERTIFICATE 3.870 .1773 
9 .53215 3.4613 4.2794 3.00 4.83 

4 8 

DIPLOMA 3.637 .1716 
17 70768 3 2734 4 0011 2.67 5.00 

3 4 

BACHELOR 3.194 .1233 
42 .79966 2.9453 3.4436 1.67 4.67 

4 9 

MASTER 3.416 .4166 
2 .58926 -1.8776 8 7109 3.00 3.83 

7 7 

PhD 3 633 .3391 
5 .75829 2.6918 4.5749 2.50 4.33 

3 2 

Total 3.317 .0813 
104 .82945 3.1560 3.4786 1.67 5.00 

3 3 

Mod Fixed .0789 
.80502 3.1607 3.4740 

el Effects 4 

Random .1464 
2.9409 3.6937 

Effects 2 
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Test of Homogeneity of Variances 

JobBumout 

Levene Statistic df1 df2 Sin. 

1 .3 15  5  98 .264 

ANOVA 

JobBumout 

Sum of Squares df Mean Square F Sin. 

Between Groups 7.353 5 1.471 2.269 .053 

Within Groups 63.509 98 .648 

Total 70.862 103 

ONE-WAY ANOVA: YEAR WORK EXPERIENCE 

Descriptives 

JobBurnout 

95°/o Confidence 

Interval for Mean 

Std. Std. Lower Upper Minim Maxrm 

N Mean Deviation Error Bound Bound um um 

1 -2 years 3.198 
31 .67826 .12182 2.9501 3.4477 1.83 4.33 

9 

3-5 years 3.454 
22 .88518 .18872 3.0621 3.8470 2.00 5.00 

5 

6-10 years 3.523 
14 .86937 .23235 3.0219 4.0258 1.67 5.00 

8 

over 10 years 3 256 
37 .90061 .14806 2.9565 3.5570 1.67 5.00 

8 

Total 3.317 
104 .82945 .08133 3.1560 3.4786 1.67 5.00 

3 

Mod Fixed 
.83235 .08162 3.1554 3.4792 

el Effects 

Random .08162 
3.0576" 3 5771" 

Effects • 

a. Warning: Between-component variance is negative. It was replaced by 0.0 in computing this random effects 

measure 

152 



Test of Homogeneity of Variances 

JobBurnout 

Levene Statistic df1 df2 Sio. 

1.254 3 100 .294 

AN OVA 

JobBurnout 

Sum of Sauares di Mean Square F Siq. 

Between Groups 1.581 3 .527 .761 .519 

Within Groups 69.281 100 .693 

Total 70.862 103 

ONE-WAY ANOVA: MONTHLY INCOME 

Descriptives 

JobBurnout 

95°/o Confidence 

Interval for Mean 

Std. Std. Lower Upper Minimu Maxim 

N Mean Deviation Error Bound Bound m um 

below than RM2000 23 3.2246 .75814 .15808 2.8968 3.5525 1.83 4.33 

RM2001 - RM4000 61 3.3770 .87130 . 1 1 1 56  3.1539 3.6002 1.67 5.00 

RM4001 - RM6000 20 3.2417 .79926 .17872 2.8676 3.6157 1.67 4.83 

Total 104 3.3173 .82945 .08133 3.1560 3.4786 1.67 5.00 

Model Fixed 
.83448 .08183 3.1550 3.4796 

Effects 

Random .08183 
3.6694' 

e 
2.9652' 

Effects 

a. Warning: Between-component variance is negative. It was replaced by 0.0 in computing this random effects 

measure. 
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Test of Homogeneity of Variances 

JobBurnout 

Levene Statistic df1 df2 Sin. 

.395 2 101 .675 

ANOVA 

JobBurnout 

Sum of Souares di Mean Sauare F Sia. 

Between Groups .530 2 .265 .380 .685 

Within Groups 70.333 101 .696 

Total 70.862 103 

154 



APPENDIXF 
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TEST FOR CORRELATION 

Correlations 

Job Role Role Role Islamic 

Burnout Conflict Ambiquity Overload Work Ethics 

JobBurnout Pearson 
.. .. .. . . 

1 .472 .527 .583 .518 
Correlation 

Sig. (2-tailed) .000 .000 .000 .000 

N 104 104 104 104 104 

RoleConflict Pearson 
.. .. .. .. 

.472 1 .702 .329 .404 
Correlation 

Sig. (2-tailed) .000 .000 .001 .000 

N 104 104 104 104 104 

RoleAmbiguity Pearson .. .. .. . . 

.527 .702 1 .381 .301 
Correlation 

Sig. (2-tailed) .000 .000 .000 .002 

N 104 104 104 104 104 

RoleOverload Pearson 
.. .. .. 

- .583 .329 .381 1 .339 
Correlation 

Sig. (2-tailed) .ODO .001 .000 .ODO 

N 104 104 104 104 104 

lslamicWorkEthi Pearson 
.. .. .. .. 

.518 .404 .301 .339 1 
cs Correlation 

Sig. (2-tailed) .ODO .ODO .002 .ODO 

N 104 104 104 104 104 

=. Correlation is significant at the 0.01 level (2-tailed). 
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MULTIPLE LINEAR REGRESSION 

Variables Entered/Removed" 

Variables Variables 

Model Entered Removed Method 

1 lslamicWorkEthi 

cs, 

RoleAmbiguity, Enter 

RoleOverload, 

Ro\eConflictb 

a. Dependent Variable: Job Burnout 

b All requested variables entered. 

Model Summary" 

Chanae Statistics 

Mode R Adjusted R Std. Error of R Square F Sig. F 

I R Square Square the Estimate Cha nae Cha nae df1 df2 Chanae 

1 .727" .529 .510 .58088 .529 27.754 4 99 .000 

a. Predictors. (Constant), lslamicWorkEthics, RoleAmbiguity, RoleOverload, RoleConflict 

b. Dependent Variable Job Burnout 

ANOVA' 

Model Sum of Squares df Mean Square F Sia. 

1 Regression 37 458 4 9.364 27.754 .ooo' 

Residual 33 404 99 .337 

Total 70.862 103 

a. Dependent Variable: Job Burnout 

b. Predictors: (Constant), ls!amicWorkEthics, RoleAmbiguity, RoleOverload, RoleConflict 
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Coefficients
1 

Standard 

ized 

Unstandardized Coefficie Collinearity 

Coefficients nts Correlations Statistics 

Std Zero- Partia Tolera 

Model B Error Beta t Siq. order I Part nee VIF 

1 (Constant) 
.090 .323 .278 .782 

RoleConnict .046 .101 .046 .452 .652 .472 .045 .031 .466 2.145 

RoleAmb1gu 
.249 .093 .266 2.670 .009 .527 .259 .184 .481 2.077 

ity 

RoleOverlo 
.387 .081 .367 4.754 .000 .583 .431 .328 .799 1.252 

ad 

lslamicWork 
.293 .077 295 3.802 .000 .518 .357 .262 .789 1.268 

Ethics 

a. Dependent Variable: JobBurnout 

Residuals Statlstlcs" 

Minimum Maximum Mean Std. Deviation N 

Predicted Value 1.8974 4.8119 3.3173 .60305 104 

Std. Predicted Value -2.355 2.478 .000 1.000 104 

Standard Error of Predicted 
.075 .235 .122 .036 104 

Value 

Adjusted Predicted Value 1.8884 4.8247 3.3200 .60429 104 

Residual -1.44415 1.22419 .00000 .56948 104 

Std. Residual -2.486 2.107 .000 .980 104 

Stud. Residual -2 540 2.151 -.002 1.004 104 

Deleted Residual -1.50775 1.27509 -.00265 .59771 104 

Stud. Deleted Residual -2.614 2.192 -.003 1 .013 104 

Mahal. Distance . 7 1 1  15.812 3.962 3.180 104 

Cook's Distance .000 .080 .010 .015 104 

Centered Leveraqe Value .007 .154 .038 .031 104 

a. Dependent Vanable: JobBurnout 
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