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ABSTRACT

Job satisfaction is defined as the level of contentment employees feel with their job.

This goes beyond their daily duties to cover satisfaction with team members or

managers, satisfaction with organizational policies, and the impact of their job on

employees’ personal lives. This study had concentrated on factor involving job

satisfaction at Money Services Business (MSB). The researcher had analyzed four

factors that influencing job satisfaction which are workload, working environment,

training and development and knowledge management. A total of 200 questionnaires

will be distribute to 200 staffs who are working in MSB sector which will be

involved 40 different licensees and 179 branches and Head Quarters. The data will

be analyzed by using Statistic Package for Social Science (SPSS).

Keywords: Job Satisfaction, workload, working environment, training and

development and knowledge management.
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ABSTRAK

Kepuasan kerja ditakrifkan sebagai tahap kepuasan pekerja dalam pekerjaan mereka.

Ini melampaui tugasan harian pekerja untuk merangkumi kepuasan dengan anggota

pasukan atau pengurus, kepuasan dengan dasar organisasi, dan kesan pekerjaan

pekerja terhadap kehidupan peribadinya. Kajian ini adalah penting untuk memahami

faktor-faktor yang akan mempengaruhi kepuasan kerja di kalangan para perkerja

yang bekerja di industri kewangan.

Objektif utama kajian ini adalah untuk menganalisis hubungan antara beban kerja,

persekitaran kerja, latihan dan perkembangan dan pengurusan pengetahuan terhadap

kepuasan kerja dalam kalangan bekerja di sektor kewangan di Malaysia. Sebanyak

200 soal selidik akan diedarkan kepada 200 kakitangan di organisasi kewangan

termasuk ibu pejabat dan cawangan yang mempunyai kira-kira 40 pemegang lesen

yang berbeza di Malaysia. Data akan dianalisis dengan mengunakan Pakej Statistik

Untuk Sains Sosial (SPSS).

Kata kunci: Kepuasan kerja, beban kerja, persekitaran kerja latihan dan

perkembangan dan pengurusan pengetahuan.
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CHAPTER 1: INTRODUCTION

1.0 Introduction to the study

The purpose of this research is to examine the relationship between the factors of

workload, work environment, training and development and knowledge management

towards job satisfaction at Money Services Business sector in Malaysia. This chapter

outlines the background of the study and details on how the research will be carried

out. It also discusses the problem statement, the research questions, the research

objective, the significance of the study, the scope of the study, the definition of key

terms and the organization of the thesis.

Background of study

Employee’s satisfaction and their performance is significant and necessary in an

organization. Higher performance and increasing productivity can be made by a

satisfied employee in an organization. Level of employee’s satisfaction is one of the

ways that make organization successful. Puspakumari (2008) stated that employees

will have well performance when a delightful atmosphere can create by a satisfied

employee in the organization. Sonnentag & Frese (2000) showed that highly

performing employees are needed in an organization because they could achieve

organization’s goal.

Job satisfaction has been a topic of concern and attention in any field of business

nowadays. Organizations realize that employee job satisfaction is the essential

element to increase customer satisfaction and keep their business running, as

competition is getting more intense. Employee dissatisfaction is normally

communicated to their colleagues and the organization can experience a lot of harm
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from word of mouth. Employee dissatisfaction can be a critical source of knowledge

for an organization to build its strategic plans and formulate its tactical decisions.

Generally, Money Services Business (MSB) is a business of currency exchange

(Money Changing) and money transfer transaction (Remittance). There are many

forms of MSB which can be stated from individuals to global business, from

payment companies to investment, are check, foreign exchange transaction and

money order transaction.

Gurcan Avci (2020), Sanction Scanner's regulatory intelligence adviser described the

definition of MSB; A Money Services Company is a non-bank entity that offers

mechanisms for people to pay in some way and receive money through a financial

institution in return for payment methods. Some of regulated financial institution like

MSB, banks and credit unions are subject to the Bank Secrecy Act (BSA). Money

Services Business are expected to comply with the provisions of the BSA registration,

monitoring, record keeping and anti-money laundering program.

MSB generally adopted all rules and regulations by financial regulators serving the

majority of the economy to identify a wide range of businesses related to the

conversion or transfer of capital. A person should make more than $1,000 in one or

more transactions on any given day to qualify as a Money Services Business.

According to data collected by the Nationwide Multistate Licensing System (NMLS),

money transmission represents roughly 60% of all MSB transactions from year 2017

to 2018 and the dollar volume of money transmission transaction increased by 57%

to $851 billion.

A non-bank financial institution or non-deposit provider of financial services may

also be known as the Money Services Business. MSB are worldwide trading. In 2016,

the Financial Action Task Force (FATF) updated the risk assessment of money
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service providers and remittance business. A money transfer business is called a

financial service that pays money in cash to recipients. FATF also accepts 's good

digital platform and non-traditional remittance of MSB.

The Money Services Business industry in Malaysia comprises the following

businesses:

The Money Services Business Act 2011 establishes a single, standardized and

dedicated regulatory framework for Money Services Business licensees. In other

words, Money Services Businesses is a legal term used by financial regulators to

describe business that transfer or convert money. It was developed to include more

than just banks that usually provide these services, including non-bank financial

institutions.

A MSB has specific meanings in different jurisdictions, but generally includes any

business that transmits money or representatives of money, provides foreign currency

exchange such as Bureaux de change, or cashes cheque or other money related

instruments. It is also used in the sense of Anti-Money Laundering (AML) legislation

and laws. Money Services Business is regulated by the local regulators and must

comply with record keeping standards for due diligence by the customer if the

customer demands an amount of foreign currency that exceeds a certain threshold set

for the detection of money laundering.

In addition, increase market versatility and prospects including the ability to carry on

multiple business activities within a single entity for qualified entities, thus

promoting greater synergies between these activities and economics of scale.

Differentiated regulatory standards according to an organization's nature, scale and

complexity of the organization. The approved MSB operator can be easily
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recognized by showing a copy of the membership logo of the Malaysian Money

Services Business Association.

MSB are constantly evolving and expanding their list of services. According to

Central Bank of Malaysia officials, MSB providing three main business in Malaysia

which is Remittance Business, Money Changing and Wholesales Currency Business.

MSB businesses can be classified with their own class as following details:

Table 1.1
Classes and type of business

Table 1.2
Total licensees by type of business

Type of Business Number of Licensees

Money Changing (Class C) 209

Remittance (Class B) 27

Money Changing & Remittance (Class A) 7

Money Changing & Wholesale Currency (Class C & D) 1

Money Changing, Remittance & wholesale Currency (Class A & D) 5

Total 249

Source: Portal of Central Bank of Malaysia

Classes Type of Business and Description

Class C Remittance - A remittance refers to money that is sent or transferred
to another party.

Class B Money Changing - A money changer is a person or organization
whose business is the exchange of coins or currency of one country,
for that of another.

Class D Wholesale Currency Business – Wholesaling Business is the sale
of goods to anyone other than a standard consumer.

https://en.wikipedia.org/wiki/Coin
https://en.wikipedia.org/wiki/Currency
https://en.wikipedia.org/wiki/Good_(economics)
https://en.wikipedia.org/wiki/Consumer
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Figure 1.1
Total licensees by type of business

Tables and graphics above show the total number of licensees and type of business

by States in Malaysia as at 17 August 2020.

Table 1.3
Total licensees by State

Source: Central Bank of Malaysia

Type of
Business/
State

Money Changing
(Class C)

Remittance
(Class B)

Money Changing
& Remittance
(Class A)

Money Changing
& Wholesale

Currency (Class C
& D)

Money
Changing,

Remittance &
wholesale
Currency

(Class A & D)
Kedah 16 7 3 2

Pulau Pinang 37 5 5 5
Perak 15 9 4 1 2

Selangor 71 32 6 1 3
WP Kuala
Lumpur 98 25 5 1 5

Pahang 9 5 1 2
Negeri
Sembilan 11 6 2 3

Johor 51 57 6 5
Melaka 10 5 3 1
Kelantan 1 2 3 1

Terengganu 5 1
Perlis 1 0 1
Sabah 34 9 25 1 11
Sarawak 22 12 12 13

WP Labuan 5 1
WP Putrajaya 2 1 1 1
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Figure 1.2
Total licensees by State

The Migration Data Portal, defined remittance as the money of goods that migrants

send back to families and friends in origin countries, are often the most direct and

well-known link between migration and development.

Figure 1.3
Data on Remittance
Sources: Migration Data Portal

Global total remittances rose by 10 percent to US$689 billion in 2018, including

US$528 billion to developing countries. In 2019, global overall remittances are
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projected to rise by 3.7 percent to US$715 billion, including US$549 billion to

developing countries. (World Bank, 2019)

As per Money Services Business Act 2011, Money Services Business (Remittance

business) Regulations 2012,

A licensee who carries on a remittance business shall comply with the operational

requirements as follows:

a) The daily outward transactions maximum of the money paid not

exceed the total value of two hundred thousand ringgit for a business

to business remittance transaction;

b) for remittance transaction other than those referred to the clause (a),

the daily outward transactions limit for a customer shall not exceed an

aggregate amount of fifty thousand ringgit;

c) the limit for daily outward transactions referred to an in clause (a and b)

shall extend to all remittance transactions conducted at any of the

licensee’s offices or any of the licensee’s Money Service Business

agents or by any of the licensee’s remittance system;

d) the licensee shall provide remittance guidance to its correspondent

agent for outward remittance transactions as soon as possible, but no

later than two business days after receipt of funds from its customers;

and

e) for inward remittance transaction, the licensee shall, upon receipt of the

remittance instruction from its correspondent agent, make available the

funds for collection by the receiver immediately.
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A remittance system shall have the minimum requirements as follows:

a) details on remittance transactions can be registered, submitted and

received;

b) it has sufficient security measures to prevent fraudulent transactions

from being unauthorized;

c) is able to establish an audit trail;

d) In order to ensure compliance with paragraph c, it has the capacity and

control and incorporate, on real time basis, outward remittance

transactions carried out by a customer at all the offices and Money

Services agents of a licensee;

e) it can track the status of remittance transactions and generate

notifications for any incomplete or failed remittance transaction

automatically; and

f) The Anti-Money Laundering and Anti-Terrorism Financing Act

2001[Act 613] is able to track enforcement effectively.

Table 1.4:
Statistics of Migrant Remittance inflows and outflows in Malaysia

Malaysia 2015 2016 2017 2018 2019e Remittances as a share of
GDP in 2019 (%)

Migrant remittance
inflows (US$ million) 1,644 1,604 1,649 1,686 1,659 0.5

Malaysia 2015 2016 2017 2018 2019e Remittances as a share of
GDP in 2018 (%)

Migrant remittance
outflows (US$ million) 10,483 10,105 9,394 10,804 N/A 3.0

Source: World Bank
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Above table shows the overall calculation of migrant remittance inflows and

outflows of Malaysia from year 2015 to 2019 as at April 2020.

Table 1.5
Number of remittance Licensees of MSB in Malaysia

No. State Licensees of Money Services Business (Remittance)

1 Kedah 2

2 Pulau Pinang 5

3 Perak 2

4 Selangor 3

5 Kuala Lumpur 5

6 Pahang 2

7 Negeri Sembilan 3

8 Johor 5

9 Melaka 1

10 Kelantan 1
11 Terengganu 1
12 Sabah 3

13 Sarawak 1

14 WP Labuan 1

Total 35
Source: Central Bank of Malaysia

Figure 1.4
Licensees of Money Services Business (Remittance)
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Table and graph above show total number of remittance licensees in Malaysia. The

number of remittance licensees segregate by states in Malaysia.

Money exchange can refer to as a business where people can exchange one currency

for another.

According to Money- Changing Act 1998, Money - Changing business is

a) the activity of entering into a trade agreement at an exchange rate.

b) money - Changing business can be describe as a business of buying and selling

travelers cheque, on behalf of an issuer of travelers cheque at an exchange rate.

Table 1.6
Number of Money changer licensees by state in Malaysia

No. Type of Business/ State Licensees of Money Services
Business (Money Changer)

1 Kedah 16

2 Pulau Pinang 37

3 Perak 15

4 Selangor 71

5 Kuala Lumpur 98

6 Pahang 9

7 Negeri Sembilan 11

8 Johor 51

9 Melaka 10

10 Kelantan 1

11 Terengganu 5

12 Perlis 1

13 Sabah 34

14 Sarawak 22

15 WP Putrajaya 5

16 WP Labuan 2

Total 388

Source: Central bank of Malaysia
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Figure 1.5
Money Exchange Licensees of MSB in Malaysia

Table and graph above show total number of money changer licensees in Malaysia.

The number of money changer licensees segregate by states in Malaysia.

Under the Controller of Foreign Exchange under the Exchange Control Act 1953

(Act 17), Wholesale describe as

a. A licensee or individual who will be buying and selling foreign currency

from outside of Malaysia, as the case may be

b. Any individual buying and selling banknotes (foreign currency notes) from,

outside of Malaysia.

Overall, the objectives of this research was to explore and examine the relationship

towards job satisfaction between workload, working environment, training and

development and knowledge management in the money services sector in Malaysia.

1.2 Problem Statement

One of the most exciting topics on which many researchers and practitioners have

focused is job satisfaction. The globalization trend, technology changes, and new

business activity are continuously influencing an organization in Malaysia. Many
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organizations are faced with an immense challenge in boost the employee job

satisfaction in order to make an organization successful. Dahlqvist & Matsson (2013),

mentioned that the performance of workers was influenced by job satisfaction and

job dissatisfaction. Generally, employees will be more satisfied when they feel are

rewarded fairly for their performance. Hence, there are greater retention rates which

tend to be higher productivity as these employees are more loyal to the organization.

Arnetz (1999) argued that, most of the workers have issues with their superior who

does not give them the respect they deserve in an organization. Continuously,

supervisors show a harsh behaviors to employees whom refused to share good and

innovative ideas in an organization. In addition, top management limits workers to

their tasks instead of building a sense of accountability by helping them achieve high

efficiency.

Other than that, some scholars thought that the relationship between workers within a

corporation is essential to the accomplishment of the organizational goals. Moreover,

the business is running smoothly when the communication of information has to be

handled in a timely manner. There are difficult to achieve the objective goals when

top management and employees are clash.

Herzberg (1959), discussed motivation from two different perspectives of job

satisfaction as motivators and job satisfaction as hygiene factors (Stello, 2014).

Broadly speaking, job satisfaction can be seen as a process in which a person feels

good and has a relationship with their tasks and job performance. Job satisfaction is a

state of feeling that is positively formed from the enjoyment of an individual job,

according to Locke (1976). However, one of the researchers claimed that work

dissatisfaction arises when workers experience frustration, depression and resentment

in their job and it is a phase in which employees in their workplace are discomforted
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(May, 1978). Further, frustration arises when workers are reluctant to do work

because of unhappiness and job discontent (Locke, 1976). Finally it can be

concluded that hygiene variables minimize job dissatisfaction, but lack of hygiene

variables creates dissatisfaction (Herzberg, 1959).

1.3 Research Objectives

The intent of this research is to analyze on the relationship of workload, working

environment, training and development and knowledge management towards job

satisfaction at Money Services Business in Malaysia. To simplify this, the following

objectives have been addressed in providing answers to the research questions:

1) To study the relationship between workload and job satisfaction at Money

Services Business in Malaysia.

2) To examine the relationship between working environment and job satisfaction at

Money Services Business in Malaysia.

3) To investigate the relationship between training and development and job

satisfaction at Money Services Business in Malaysia.

4) To study the relationship between knowledge management and job satisfaction at

Money Services Business in Malaysia.

1.4 Research Questions

The following questions need further discussion upon the issues that have been

addressed in the research problem. The research questions are as follows:

1) Is there any relationship between workload and job satisfaction at Money

Services Business in Malaysia?
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2) Is there any relationship between working environment and job satisfaction at

Money Service Business in Malaysia?

3) Is there any relationship between training and development and job satisfaction at

Money Services Business in Malaysia?

4) Is there any relationship between knowledge management and job satisfaction at

Money Services Business in Malaysia?

1.5 Significant of Study

Firstly, this research not only will be beneficial to the Money Services Business but

also to the other firms as well in understanding amount of workload to overcome job

satisfaction.

Second, this research would help managers and researchers with quantitative

evidence linking relevant knowledge resources for employee’s job satisfaction.

Third, in order to achieve expertise, this research is necessary and generates more

knowledge to define the strength and weakness of the Money Services Sector. In

addition to helping future studies to follow a new approach to considering new

possible variables, the findings obtained in this study are expected to provide

additive insight into the job satisfaction literature.

1.6 Definition of Key Terms

1.6.1 Job Satisfaction

Job satisfaction takes multidimensional psychological responses to an individual's

mission into account, according to Hulin and Judge (2003), and these personal

responses have cognitive, emotional and behavioral components.
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1.6.2 Workload

Work overload is led to feelings of depression, frustration, number of sick days,

disruption, anxiety, attention to job burnout, loss of self-confidence, difficulty

concentrating and work-related injuries (Kahn and Byosiere,1992).

1.6.3 Working Environment

The working environment is determined by the perceived and level of delegation,

management and arrangement of duties, power and obligations, as well as contact

and training between employees and management (Robbins, 2008).

1.6.4 Training and Development

Training and development were described as a process of continuously improving

people's work-related skills and expertise to improve efficiency (Swanson & Holton,

2001).

1.6.5 Knowledge Management

Jennex (2005) described knowledge management as the process of systematically

applying knowledge to ongoing and prospective decision-making activities from

prior judgment experience with the express purpose of optimizing the organization's

effectiveness.

1.7 Organization of Study

There are five chapters has been organized for this study. Chapter one (1) is

addressing on the whole idea of the research, whereby Chapter two (2) will be

discussing and highlighting on the literature review of the variables involved which
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are workload, working environment, training and development and knowledge

management. Besides, it is included with the framework developed and the theory

for the study. Chapter three (3) will further explain on the research methodology.

There will be complete explanations on the settings, sampling, population technique,

strategy and method for data collection, instrument and measurement, validity and

reliability of the data analysis and correlation analysis between the independent

variables and dependent variable. Chapter four (4) will be presenting the result from

the data collected which will be reviewed and discussion will take place. Meanwhile,

Chapter five (5) underlined the conclusion gathered from the reviewed result and

some recommendations will be provided for future research.
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CHAPTER 2: LITERATURE REVIEW

2.0 Introduction to the study

A literature review is a body of text that aims to review the critical points of current

knowledge including substantive findings as well as theoretical and metrological

contributions to particular topic. Literature reviews are secondary sources and as

such do not report any new or original experimental work. This chapter also will

discuss of the reviews and the summaries of the previous study regarding the scope

of the research. Includes definition or the terms, discussion and the critically

evaluation of past and current research. The main goals of doing literature are to gain

sufficient information on area of research so that a researcher can make her own

conclusion for the content of this project.

The theory of job satisfaction and the literature on employee success in an

organization are also explored in this chapter. Job satisfaction in the analysis will be

considered to be a dependent variable and the independence variable will be

evaluated. The employee's workload, working environment, training and

development and knowledge management will be taken as an independent variable

and will also be addressed in this section. In this chapter, information will also be

addressed for each item of the independent variable.

2.1 Job Satisfaction

Job satisfaction refers to the state in which the worker is proud of his or her work or,

to the positive and emotional state of the employee after evaluating his or her work

and performance. Almutairi (2013) indicated that job satisfaction is represented as an

employee's reaction to their job or the organization. Basically, job satisfaction
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focused on the coherence of job qualities with individual expectations and

preferences has a notable influence on the sustainability of an organization (Savas &

Toprak, 2013). Consequently, there must be something going off-base inside the

organization when the level of satisfaction is poor among employees. In their

research, researchers have suggested that the effects and outcomes of job satisfaction

play an important role within the organization (Ahari, Mehrabi, Kord & Karimi,

2013).

On the other hand, job satisfaction is described as the person’s attitude of the

employee towards his or her work, including the worker and co-workers (Park& Kim,

2009; TianForeman, 2009; Lee, Back & Chan, 2015; Lu, Cheng, Gursoy & Neale,

2016). According to recent study, job satisfaction as a mediator has also adopted a

comparable description of the relationship between job training satisfaction and the

decision to leave (Huang and Su, 2016).

Other than that, job satisfaction for workers resulting from their appraisal of jobs or

work experiences may be a great and positive enthusiastic state (Bermana, Moradi,

Ghasemi, Taghavi, & Ghayoor, 2013). In addition, it develops when a worker has a

positive contemplation and soul toward their work and organization (Quarat-ul-ain,

Khattak & Iqbal, 2013). Job satisfaction also defines as a positive feeling about one’s

job resulting from an evaluation of its characteristics (Stephen Robbins & Timothy

Judge, 2009) while Mohammad Nizam Sarkawi (2016) mentioned that the decline in

job satisfaction and lack of a comprehensive approach to improve it may be the result

of the result of the limiting assumption on Growth Need Strength(GNS), according to

Economic Transformation Plan (ETP).

Based on Mustapha (2013), job satisfaction can be defined as a reward targeted by

workers as an outcome of good movement separate from employee earnings.
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Satisfaction with administrative guidelines leads to greater managerial productivity

due to employee overall performance and at the same time rewards can also enhance

the level of employee’s work fulfillment. In addition, if employees are pleased with

the company's rules, the business will be effective (ShaguftaSarwar, 2013).

Furthermore, Noah & Steve (2012) considered that workers would be more pleased

with their jobs if they were satisfied and enjoyable in their work. In essence, job

satisfaction is a favorable view of a specific job, arising from the evaluation of its

characteristics (Robbins & Judge, 2013). Simply, employees who have an

exceptional degree of job satisfaction have a good view of their work and low

satisfaction employees appear to have a negative perception of their work. One of the

researchers mentioned that job satisfaction is behaviour or expression that employee

expresses to all delightful aspect about their job which is suited with their valuation

(Badriah, 2015). Hasan (2015), viewed that job satisfaction valuated by their leader

to see their employee satisfaction. Additionally, an organizations and businesses are

considered employees' personal needs, wishes and aspirations to be very strong

metrics for achieving job satisfaction (Siagian, 2014).

2.2 Workload

According to Sahin & Sahingoz (2013), the workload is described as the time and

vitality that a person has gone through in order to complete the job. In other words,

the employee's workload is characterized as the strength of the assignment of work

(Nwinyokpugi, 2018). Simply, the workload is the amount of work assigned or

anticipated by an employee for a given period of time.

Basically, workload is a primary determinant of employee efficiency and turnover.

This is because laziness would be evoked and provide an incentive for workers to be
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idle and to participate in non-productive activities if the workload of employees is

below the normal workload (Rajan, 2018). Putra (2012) refers to the workload as a

number of tasks placed on workers that must be performed on the basis of a fixed

period.

According to Meshkati in Tarwala et al (2015), workload defined as a difference

between the capacity or the ability of workers to the demands of the job that must be

addressed considering human labour is physical and mental, then each has a different

loading level. High loading level allowing excessive energy consumption and occurs

overstress while too low intensity allows a sense of burden and boredom. Therefore,

it is necessary that the optimum loading level of intensity.

Generally, job satisfaction perceived by an employee may usually be measured by

the success of the employee in completing the workload. Heavy and light workloads

may have a negative effect on employee satisfaction. Besides, some workers want to

face new obstacles in their jobs, and their success in completing their work becomes

a factor in their job satisfaction. The positive correlation between workload and job

satisfaction can therefore be clarified. It can also be explained that workload and job

satisfaction have a positive relationship.

2.3 Working environment

Basically, working environment is some place where are the group of employees and

it supporting facilities are doing activities to accomplished the vision and mission of

the companies (Sedermayanti, 2013). Maximum results of employee work can be

getting from a conducive work environment. An organization necessary to build the

environment that supports their employee to work comfortingly. Siagian (2014), said

that working environment can be situation and facilities or working.
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In addition, Ajala (2012), said that an environment is the immediate surroundings of

a user which is manipulated for their existence or use. Hence, the workplace

therefore offers an atmosphere for the employee to perform a given task. There are

two types of work environments that are physical and mental elements (Oswald,

2012). The physical environment is linked directly to the user's relationship with

their work environment, whereas the mental component is linked to the user-to-user

connectivity in the same work environment, as well as the influence of the work

environment on the user's actions.

Based on MacMillan (2012), the work environment identified as an individual must

be working under both physical and social conditions. The study also showed that

'satisfaction with the physical work environment is equivalent to the degree to which

workers consider themselves to be relaxed or satisfied under the conditions of their

physical work environment. In addition, within an organization, the working

environment is a physical and non-physical form that gives the impression of being

pleasant, healthy, reassuring and working at home (Indarti et al, 2014). The working

environment can also be said to be good when human beings perform it to be

optimum, stable, safe and relaxed (Sedarmayanti, 2013).

One of the significant factors impacting the degree of job satisfaction of its workers

is the working environment. In general, every employee expects a good working

environment. Higher job satisfaction for workers can be accomplished by the most

relaxed working atmosphere. Some researchers who have a good understanding of

their work environment would prefer to retain their role in the work environment as

employees. The work environment therefore directly impacts on the creation of a

high degree of work loyalty.
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According to Bakotic & Babic (2013), an employee is unhappy when employed in

stressful working conditions. Therefore, in order to improve working conditions, the

management aspect is very important to improve the productivity and job satisfaction

of employees in their organizations. Several studies have shown that it can be

concluded that the working environment can have an effect on job satisfaction (Jain

& Kaur, 2014).

2.4 Training and Development

Scholars, Elnaga & Imran (2013); Nassazi (2013) clarified that training and

development is a function within Human Resources Management used to fulfil the

gaps between current and expected performance.According to Business Dictionary

(training, n.d), training is an organized activity aimed at imparting information or

instructions to improve the individual’s performance or help them attain a required

level of knowledge or skill. Furthermore, Nassazi (2013), said that training is an

organized and structured exercises aimed at improving the level of expertise,

knowledge and competence. In addition, Elnaga & Imran (2013), viewed training is

which mainly focused on improving the necessary skills for accomplishing

organizational goals while Jehanzeb & Bashir (2013), supported its opinion and said

training will expands the efficiency of individuals, groups, and organizations.

Vasudevan (2014), addresses training as a standardized method that helps individuals

to discover how to be more successful at work through developing their talents,

abilities or attitudes through learning experience to achieve effective results.

Other than that, development is a broader concept, even though it is seen as training,

new skills and personal growth skills (Jehanzeb & Bashir, 2013). Based on Nassazi

(2013), development is a broader concept although it seen as training, gaining new
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abilities and skills for personal growth. Development can be seen as holistic,

long-term growth if individuals are to fulfill future roles and responsibilities.

Moreover, the process of planning and training workers for potential positions and

upcoming challenges is underway (Kadiresan et al., 2015).

Many studies have shown that preparation in an organization contributes to improved

jib satisfaction for workers. Sajuyigbe & Amusat (2012), training and development

has been reported to improve workers' job satisfaction. Furthermore, preparation not

only enhances employee performance, but also helps them to empower and

strengthen their relationship with the organization (Muhammad, 2012). Overall, an

effective training and development programs create higher job satisfaction of

employees.

2.5 Knowledge Management

In order to generate value and meet tactical and strategic requirements, knowledge

management consists of various components, processes, methods and systems that

enable and enhance the storage, evaluation, sharing, optimizing and knowledge

development of an organization's knowledge assets (Alan Frost, 2018).

In Leading Knowledge 2.0 book, established knowledge management is the

development, transition, and sharing of organizational knowledge to achieve a

competitive advantage by John Girard & Johann Girard (2015). According to former

professor Michael E. D. Koening (2012), knowledge management is a holistic

organisation of knowledge and information.

According to Jennex (2005), in order to improve the efficiency of organizations,

knowledge management is the method of selectively applying knowledge from

previous decision-making experience to current and future decision-making activities.
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The same scholar describes knowledge management as a system that has been

developed to facilitate information collection, storage, retrieval and reuse.

This perception of knowledge management and knowledge management system is

that they holistically combine organizational and technical solutions to achieve the

goals of knowledge retention and reuse in order ultimately to improve organizational

and individual decision making.

According to Rouse (2013), knowledge management is the name of concept in which

an enterprise consciously and comprehensively gathers, organizes, shares and

analyzes its knowledge in terms of resources, documents and people skills.

Dalkir (2011), said knowledge management is an efficient and effective alignment of

organizations in an individual, technological, process and organizational systems to

add value through reuse and innovation. This is intended to enable the creation,

sharing and application of information, as well as by providing useful lessons learned

and best practices to build resources to promote continued organizational learning.

In order to generate value and meet tactical and strategic requirements, knowledge

management is the comprehensive management of an organization's knowledge

assets; it involves systems, processes, techniques and frameworks that enable and

develop the storage, assessment, sharing, refining and development of knowledge

(Frost, 2010).

Khanal & Santosh (2017), the efficiently handling knowledge of an organization can

influence the level of employee satisfaction. Knowledge management has shown a

good association with job satisfaction (Nor Khadijahh Alias et.al (2018) and

Ra’edMasa’deh (2019).
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2.6 Underpinning Theory

The need hierarchy theory was one of the first theories to analyze the major

contributors to job satisfaction (Maslow’s ,1995). Generally, this theory implies that

a five-level hierarchy of physiological needs, safety, belonging/love, respect and

self-actualization is established by human needs. Physiological needs and safety are

important needs in Maslow's hierarchy, which need to be met fist before belonging

and esteem are met.

Figure 2.1
Maslow’s Five level hierarchy

Maslow's needs hierarchy has also been developed in order to understand human

inspiration. Nevertheless, its key tenants are relevant and have been used to clarify

job satisfaction in the working environment. Financial incentives and healthcare are

some of the benefits that help an employee meet their basic physiological needs in an

organization. In the other hand, safety needs may be evident by workers feeling

physically comfortable with sufficient organizational systems and policies in their

work environment and job security. The employees can focus on feeling as though

they belong to the workplace when it is satisfied. This is will be help to maintain a

good relationship between colleagues and supervisors and as well as able to feel they
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are part of their organization. The employee will seek to feel as though they are

valued and appreciated by their organization once satisfied. The final step is where

the employee seeks to self-actualize. Employee need to grow and develop in order to

become everything are capable of becoming. The progressions from one step to the

next all contribute to the process of self- actualization although it could be seen as

separated. Therefore, organizations looking to improve employee job satisfaction

should attempt to meet the basic needs of employees before processing to address

higher-order need.

Another supporting theory is motivator-hygiene theory. Herzberg’s

motivator-hygiene theory suggests that job satisfaction and dissatisfaction are not

two opposite ends of the same continuum, but instead are two separate and, at times,

even unrelated concepts.

It is important to satisfy gratitude and achievements that represent a motivational

need in order for the employee to be happy with the job, rewards and benefits. Job

satisfaction would be linked to working environments, company policies and

structure, job security, contact with colleagues and management performance, which

are determinants of hygiene.

According to Herzberg (1959), turnover resulting from job satisfaction.

Motivator-hygiene theory notes that workers who have a good sense of job success,

job recognition, job obligation, space for promotion and wage increases are less

likely to be out of work. Managers need to take these aspects into consideration even

though the motivation-hygiene theory was proposed decades earlier. Managers are

responsible for reacting to workers who have already taken measures to leave.
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CHAPTER 3: RESEARCH METHODOLOGY

3.0 Introduction of the study

The objective of this study is to examining the relationship between workload,

working environment, training and development and knowledge management and

job satisfaction at Money Services Business in Malaysia.

The research methodology provides a design on how to gather the data and analyzed

it using specific method. Additional information and descriptions on research design,

population, sample and sampling procedures, method of data collection, variables

and measurement, reliability and validity, data analysis will be discussed in this

chapter.

3.1 Research Framework

On the basis of the literature review listed in the last chapter and suggestions made

by several studies, this thesis has developed a conceptual framework. According to

Sekaran & Bougie (2009), the theoretical construct is a conceptual model of how the

relationship between the many variables described as central to the problem can be

interpreted in theory or logically reasonable. The creation conceptual framework

enables us to hypothesize and analyze these relationships and thus enhance our

understanding of the situation's complexities.
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Independent Variables Dependant Variable

Figure 3.1:
Conceptual Framework

3.2 Hypothesis

These following generated hypotheses are hereby proposed in order to test the

relationship between workload, working environment, training and development and

knowledge management and job satisfaction:

Table 3.1
Research Hypothesis

Main Hypothesis Sub-main/ Hypothesis

Research Objective 1:

To study the relationship between workload

and job satisfaction at money services

business in Malaysia.

Hypothesis 1:

There is significant relationship between

workload and job satisfaction at money

services business in Malaysia.

Research Objective 2:

To examine the relationship between

working environment and job satisfaction at

money services business in Malaysia.

Hypothesis 2:

There is significant relationship between

working environment and job satisfaction at

money services business in Malaysia.

Research Objective 3:

To investigate the relationship between

training and development and job satisfaction

at money services business in Malaysia.

Hypothesis 3:

There is significant relationship between

training and development and job satisfaction

at money services business in Malaysia

Research Objective 4:

To study the relationship between knowledge

management and job satisfaction at money

services business in Malaysia.

Hypothesis 4:

There is significant relationship between

knowledge management and job satisfaction

at money services business in Malaysia.

Workload

Working Environment

Training and Development

Knowledge Management

Job Satisfaction
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3.3 Research Design

Research design is one of the main master plans for data collection, measurement

and interpretation that relies on the research questions generated for the research.

(Sekaran & Bougie, 2013). Besides, this process is crucial in ensuring that the data

will be using is capable in providing the valid and reliable answer for the researchers.

This section will be further discussing on the type of study, data sources, unit of

analysis, population of frame, sample and sampling techniques involved.

3.3.1 Type of study

The nature of this study is quantitative design which investigates the relationship

between the independent variable (workload, working environment, training and

development and knowledge management) and the dependent variable (job

satisfaction). Sekaran, Robert and Brain (2001), stated that, as for social sciences and

business-related field, quantitative is a suitable and common use for the empirical

evidences, besides, being able to determine and validate the connection between the

variables (Leedy & Ormond, 2005).

For this particular research, descriptive study will be applied as this method normally

outlined in order to investigate, describe or relate the characteristics of a person,

events and situations (Sekaran & Bougie, 2013). Additionally, cross sectional

method will be applied in gathering information process as to avoid time delays.

3.3.2 Source of Data

First, before the data collection process, number of population inclusive of

employees from Money Services Business has been gathered through the information

provided by Central Bank of Malaysia. Analysis data will then be obtained via the



30

distribution of questionnaires that will achieve the sample that supports the aims of

the analysis and thus explore the relationship between the variables chosen.

3.3.3 Unit of Analysis

For this study, unit of analysis involved is individual that indicates that the data

gathered from each of individuals will be analyzed and each individual’s response

will be treated as an individual data source.

3.3.4 Population of frame

The population belongs to the overall group of persons, incidents or items of interest

that the researcher wants to examine (Sekaran & Bougie, 2009). The sample

population must be clearly defined before the sampling process begins. Sekaran

(2009) identified that the population refers to the general group of individuals or

organizations that may be of interest to the researcher." Hence, the target population

of this research are employees who working from different remittance services

companies including Head Quarters and branches in Malaysia. Table 3.2 provides the

number of Head Quarters and Branches (Remittance) of Money Service Business and

the respondent involved in this study:

Table 3.2
List of principles licensees by states, Malaysia

No. State
Licensees of Money Services

Business (Remittance)

Number of Head Quarters

(HQ) & Branches

1 Kedah 2 7

2 Pulau Pinang 10 5

3 Perak 2 9

4 Selangor 3 32

5 Kuala Lumpur 5 25

6 Pahang 2 5
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Table 3.2 (Continued)

7 Negeri Sembilan 3 6

8 Johor 5 57

9 Melaka 1 5

10 Kelantan 1 2

11 Terengganu 1 1

12 Sabah 3 11

13 Sarawak 1 13

14 WP Labuan 1 1

Total 40 179

3.3.5 Sampling Size

The sample was identified as a subset of the population consisting of some of its

selected members (Sekaran & Bougie, 2013). Choosing the correct sample size is the

essential part in research method as it can affect to the result and the achievement in

any research method. Furthermore, the sample size can be calculated using statistical

methods or the thumb rule (Aaker, Kumar, & Day, 2009). Therefore, it is important

to pick a correct sample since it is almost impossible to collect data for each portion

of the population as a whole. This is because of very costly, time constraint and

inadequate personnel to assist in data collection procedure. Cooper et al. (2006) and

Zikmund et al. (2010) suggested to use the sampling technique in data collection

procedure which focusing on the targeted population only rather than whole study

population due to unavoidable reason. Apparently, using right sample from targeted

population will be resulted to be more consistent and higher reliable for the

research’s result (Sekaran, 2003).

For the sample selection, this will be based on the table produced by Krejce &

Morgan (1970) which conclude that the appropriate number of sample 179

populations would be 132 respondents. Besides, the sampling design used is

proportioned stratified sampling method.
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3.3.6 Sampling Technique

This study proposes to use cluster probability sampling technique due to the huge

number of HQ and branches are available at Money Service Business in Malaysia.

According to Berenson et al. (2009), the cluster probability sampling technique is the

best way to use as to represent the sample when the study’s population is scattered

and separated geographically. Beneficially, this technique is cost and time efficient

as compared to simple random sampling. In addition, in cluster probability sampling

technique, there are several clusters will be created by dividing the total units in a

frame, which each cluster should be represented the population of study.

Proportionate sampling will be performed with multi-stage sampling after organizing

area cluster, researcher selected Malaysia country as a population at first stage, then

segregated regions centered on Fourteen states of Malaysia as mentioned in table 3.3,

in third step, among fourteen states, total number of HQ and branches in Money

Services Business in Malaysia has been listed down which are 179 outlets.

Table 3.3
Cluster sampling with proportionate technique
No. Cluster

(States)

Number of Head

Quarters (HQ) &

Branches

Total

Population

Sample

(%)

Req.

Sample

size

Required

sample

from each

cluster

1 Kedah 7 179 3.91 132 5.16

2 Pulau Pinang 5 179 2.79 132 3.68

3 Perak 9 179 5.03 132 6.64

4 Selangor 32 179 17.88 132 23.60

5 Kuala Lumpur 25 179 13.97 132 18.44

6 Pahang 5 179 2.79 132 3.68
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Table 3.3 (Continued)

7
Negeri

Sembilan
6

179 3.35 132 4.42

8 Johor 57 179 31.84 132 4.20

9 Melaka 5 179 2.97 132 3.92

10 Kelantan 2 179 1.12 132 1.48

11 Terengganu 1 179 0.56 132 0.74

12 Sabah 11 179 6.15 132 8.12

13 Sarawak 13 179 7.26 132 9.58

14 WP Labuan 1 179 0.56 132 0.74

Source: Central Bank of Malaysia

3.4 Operational definition and Measurement

Several terms in this study need to be focused on and defined as to ensure that the

concept and theory related to the study can be established. The operational

definitions and the items used to measure each of the variables are defined and

explained as below:

3.4.1 Job Satisfaction

Job satisfaction will be measured by using the seven (7) items by Kula & Guler, 2014.

The respondent will be given the five-point Likert Scale (1 = Strongly Agree to 5 =

Strongly Disagree) as their degree of agreeability. All seven questions about their job

satisfaction are asked individually.
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Table 3.4
Operational definition and items for job satisfaction

Variable Operational Definition Items

Job Satisfaction

(ɑ=0.732)

As a consequence of the
evaluation of career assets and
work-related prospects, the
notion of job satisfaction relates
to one's emotional, enthusiastic
and behavioral reaction to work.
.

JS1. I find my work very
satisfying.
JS2. I am satisfied with the way
my superior handles his or her
workers.
JS3. I am satisfied with the
amount of work I do.
JS4. I am satisfied with the
policies given.
JS5. I am satisfied with my
work life balance.
JS6. I feel that I am really doing
something worthwhile in my
job.
JS7. My job is often repetition.

Source: Adapted from Kula & Guler, 2014

3.4.2 Workload

Workload will be measured by using the nine (9) items by Belete Tiyte, 2014. The

respondent will be given the five-point Likert Scale (1 = Strongly Agree to 5 =

Strongly Disagree) as their degree of agreeability.

Table 3.5
Operational definition and items for workload

Variable Operational Definition Items

Workload

(ɑ = 0.809)

Work overload is factor that
affect the employee’s
performance and its influence
the outcomes of the employees.

WL1. My workload has been
increased in the past year.
WL2. I often need to work after
working hours to meet my work
requirements.
WL3. I often have to work
through my breaks to complete
my assigned workload.
WL4. I am not given enough
time to complete my task as
assigned.
WL5. Shortage of employees
contributes to extra workload.
WL6. There is pressure to work
unwanted overtime.
WL7. Work demands make it
difficult for me to schedule
vacations.
WL8. Errors occur at work
when I am tired.
WL9. I feel overworked by the
demands placed on me.

Sources: Adapted from Belete Tiyte, 2014
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3.4.3 Working environment

Working environment will be measured by using the five (5) items by Mohapatra &

Srivastava, 2003. Five-point Likert Scale (1 = Strongly Agree to 5 = Strongly

Disagree) will be provided to the respondent as their level of agreeableness.

Table 3.6
Operational definition and items for working environment

Variable Operational Definition Items

Working environment
(ɑ = 0.649)

The working environment is the
interaction between the workers
of an organization and the
setting in which they have to
work.

WE1. I am satisfied with the
working space at the workplace.
WE2. I am satisfied with the
facilities provides by
organization.
WE3. My organization provides
the right equipment to do a job
well.
WE4. The noise level at my
workplace is tolerated.
WE5. My organization located
at a strategic location.

Sources: Adapted from Mohapatra & Srivastava, 2003

3.4.4 Training and Development

Training and development will be measured by using the five (5) items by Khan,

2010. Five-point Likert Scale (1 = Strongly Agree to 5 = Strongly Disagree) will be

provided to the respondent as their level of agreeableness.

Table 3.7
Operational definition and items for training and development

Variable Operational Definition Items

Training and Development
(ɑ = 0.761)

Khan et al, 2016; Shafini et al,
2016) viewed that training
makes employee to adapt the
ever-changing situation and
manages regular work operation
while retaining or enhancing
their job efficiency besides,
train employee to be ready for
any huddles and decrease their
resistance to change.

TD1. I am satisfied with the
training received from the
organization.
TD2. The training helps me to
perform better job.
TD3. I can practice my skills
into my works.
TD4. Training is important
because it gives many
advantages to me.
TD5. I always participate in
training that organize by
organization.

Sources: Adapted from Khan, 2010
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3.4.5 Knowledge Management

Training and development will be measured by using the five (5) items by Wiig, 1997.

Five-point Likert Scale (1 = Strongly Agree to 5 = Strongly Disagree) will be

provided to the respondent as their level of agreeableness.

Table 3.8:
Operational definition and items for knowledge management

Variable Operational Definition Items

Knowledge Management
(ɑ = 0.761)

It is a set of district methods
and processes that are well
defined. The overarching goal
of knowledge management is to
optimize the efficiency and
returns of company knowledge
from its knowledge assets and
to continuously refresh them.

KM1. I am free to give an
opinion about my organization
management.
KM2. My organization
management team has a good
performance.
KM3. I have a good
relationship with my manager.
KM4. Manager team give a
good feedback for any kind of
my complaints.
KM5. I am satisfied with my
organization management team.

Sources: Adapted fromWiig, 1997

3.5 Instrumentation

As for this study, the main instrument will be the questionnaire which outlined by

Sekaran and Bougie (2013) as a set of questions that have been generated or

developed in order to obtain the respondent answers. The measurements used in this

particular study are adapted from below resources:

Table 3.9
Sources of variables instruments

Category Instrument Coding Items

Section A
Demographic

Self developed A1 - A6 6 Items

Section B
Job Satisfaction

Adapted from Kula &
Guler, 2014

B1 - B7 7 Items

Section C
Workload

Adapted from Belete
Tiyte, 2014

C1 - C9 9 Items

Section D
Working environment

Adapted from
Mohapatra & Srivastava,
2003

D1 – D5 5 Items

Section E
Training and
Development

Adapted from Khan,
2010

E1 – E5 5 Items

Section F
Knowledge
Management

Adapted from Wiig,
1997

F1 – F5 5 Items
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In Section A, the questions are based on demographic characteristic where the

respondent will be asked the questions related to gender, age, marital status, race,

educational level and income level. The total question in this section is 6 items. The

other sections will be asked as previously state, by using the five Likert Scales

anchored by 1 = strongly disagree, 5 = strongly agree and 3 = neutral (neither agree

nor disagree) as a midpoint.

3.6 Data Collection Procedures

There are several options available for the researchers in order to clarify the data

collected from the respondents (Zikmund, Babin, Carr & Griffin, 2012) which

include by email, self-administer, post and many more. As for this particular research,

email procedure will be adopted in the process of distributing and retrieving the

questionnaires from the selected respondents due to Covid - 19 Pandemic. This

method will be the most suitable one as this help in the speed of distribution and

response process.

The questionnaire design that using the five Likert Scale enables the respondent to

choose their level of agreeableness at every question asked. This design will

encourage the respondents to be more honest, open when answering the questions,

based on their perception, belief, characteristic, or even reflected from their past and

present attitude (Neuman, 2000).

There were 200 questionnaires has been distributed to the respondent which consist

of the employees working in 12 different principles of licensees under MSB

including branches and HQ.
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3.7 Data Analysis Technique

Several data analysis techniques will be applied in order to reach the conclusion

besides determining the connection among the related variables (Neuman, 2000).

The statistical analysis will be conducted by using the Statistical Package for the

Social Sciences (SPSS) for this study.

The analysis techniques involved are as follows:

3.7.1 Pilot Test

One of the aims of pilot testing is to analyze the understanding and comprehension

among the respondents related to the instruments used in the questionnaire before the

process of distribution takes place.

Basically, a sample of 30 to 50 respondents used for the pilot test is considered as

enough in detecting any flaws or discrepancies in the related research (Pursuant and

Bullen, 2014). The pilot testing was conducted with 30 samples in this research. The

pilot result stated that, all the items chosen for the questionnaires are reliable and

valid.

Table 3.10
Reliability Values

Items Number of items Cronbach’s Alpa

Dependant Variable

Job satisfaction 7 0.732

Independent Variables

Workload 9 0.809

Working Environment 5 0.649

Training and Development 5 0.761

Knowledge Management 5 0.815
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3.7.2 Descriptive Analysis

Based on Sekaran & Bougie (2013), descriptive analysis helped in describing the

attribute of individual, occasions or situations and enabling the researcher to

understand more about the variables and characteristics involved in the study.

Gender, age, marital status, race, educational level and level of income were included

in this study. The descriptive analysis will be determined by the level of mean and its

scoring.

Table 3.11
Frequency Mean Analysis

Mean Score Level

1.00 – 2.33 Low

2.34 – 3.67 Moderate

3.68 – 5.00 High

Source: Zikmund, Babin, Carr & Griffin (2010)

3.7.3 Reliability Test

In order to ensure that the data is good and accurate for the analysis, the reliability

test checks data stability and accuracy. Besed on Sekaran & Bougie (2013), stated

that Cronbach’s Alpha method used to test the data consistency that have been using,

closer the Cronbach’s Alpha to 1 and indicates that it will provide higher reliability

and internal consistency. Cronbach Alpha have their own reliability and consistency

with range scales.
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Table 3.12
Coefficient Alpha (α) Scales

Range in Scales Consistency / Reliability

0.80 - 0.99 Very Good

0.70 - 0.8 Good

0.60 – 0.70 Fair

0.60 and below Poor

Source: (Sekaran & Bougie, 2013)

3.7.4 Correlation Analysis

Correlation techniques help to recognize the meaning, intensity and context between

the independent variables (workload, working environment, training and

development and knowledge management) and dependent variable (job satisfaction).

There will be four assumptions that relied before the analysis take place, which are

scale of measurement, normality, linearity and homoscedasticity. Essentially, the

data must be interval or ration in nature and the relationship between the variables

are linear.

In general, the coefficient of correlation might range from -1.00 and the correlation

value of 0 indicated that there was no relationship between the variables. The

correlation value of 1.0 specified that the connection is exists with an optimal

positive correlation, whereby the correlation of -1.0 showed that the connection is an

optimal negative correlation.
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Table 3.13
Interpretation Strength of Correlation

Correlation Value, r Strength of relationship

±0.70 or higher Very High

±0.50 to ±0.69 High

±0.30 to ±0.49 Moderate

±0.10 to ±0.29 Low

±0.01 to ±0.09 Very Low

0.00 No relationship

Source: Pallant (2013)

3.7.5 Multiple Regression Analysis

Multiple Regression Analysis used when more than one independent variable is

involved in the specific study and will help to recognize and detect the most

important variables and describe the variation in the dependent variable. In addition,

Neuman (2000) mentioned that this analysis used the measurement of R-Squared and

the identification of the contribution of each variable for two main purposes.

R-squared explains how the independent variables that influence or contribute to the

dependent variable help to illustrate the existence, direction and relationship between

independent variables (workload, working environment, training and development

and knowledge management) and dependent variables (job satisfaction).

3.8 Summary

This chapter will clarify some essential aspects of the methods for this research to be

carried out. It addressed the approach and collection of data to be used in this

analysis in detail. Besides, the research designs will also be defined for the purpose

of the analysis, which is the method of quantitative research. In addition, the
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measurement of the instruments to be used, how the sample will be chosen and how

the processes for data collection and statistical analysis have also been clarified. The

next chapters will present the data analysis of the key research and observations that

reacted to the goals and hypotheses of the study.
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CHAPTER 4: RESULTS AND DISCUSSION

4.0 Introduction

This chapter will discuss the conclusions and discussions of the report that was

performed. The data obtained and collected from the respondents was analyzed using

the Statistics Package for the Social Sciences (SPSS). The instrument or method used

to present the study of the collected data is the text, figures and table. The research

would include frequency analysis of the respondent, descriptive analysis, reliability

analysis, correlation analysis of Pearson, and multiple regression analysis.

Besides, hypothesis will be testing throughout the analysis in order to see whether

the established hypothesis is accepted or rejected and the summary of the findings

has been underlined as to boost up the understanding level among the reader of this

research.

4.1 Respondents’ Frequency Analysis

Frequency analysis was performed to analyze the demographics information of the

chosen respondents. There were only 136 answered questionnaires that have been

returned back and fully answered by the respondents from the 200 questionnaires

that have been distributed which showing only 68% of the completed answered

questionnaires that available for the analysis process.

From the total of respondents, 89 (65.4%) respondents are between 20 - 30 years old,

whereby 37 (27.2%) respondents at the age between 31 to 40 years old. It has been 7

recorded that only 7(5.1%) respondents is at the age of 41 to 50 whereas 3(2.2%)

respondents at the age of 51 and above years old. The results are also being portrayed

in graphic as showed in Figure 4.1
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Figure 4.1
Percentage of respondent’s Age

As for gender, most of the respondents are female with 78 (57.4%) and male shows a

number of 48 (42.6%) from the total number of respondents. Graphical images are

showed in Figure 4.2

Figure 4.2
Percentage of respondent’s Gender

Based on marital status, most of the respondents are single with 73 (53.7%),

followed by married respondents almost 59 (43.4%) and divorced respondents scored

4 (2.9%). Graphical images are showed in Figure 4.3
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Figure 4.3
Percentage of respondent’s Marital Status

As for race, there are 20 (14.7%) respondents are Malay and 8 (5.9%) are only

Chinese respondents. There are Indian respondents are taking place as majority

which are 103 (75.7%) and others only 5 (3.7%) respondents. The graphical image

showed as follows in Figure 4.4

Figure 4.4
Percentage of respondent’s Race
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For education background, 26 (19.1%) respondents are SPM level, 8 (5.9%)

respondents are STPM level whereby diploma level is 28 (20.6%) respondents. On

the other hand, degree level showed 60 (44.1%) respondents and others level will be

14 (10.3%) respondents. Figure 4.5 will show graph of educational level as follows

Figure 4.5
Percentage of respondent’s Educational Level
According to income level, only 4 (2.9%) of the respondents earned salary below

than RM 1000, 21(15.4%) respondents receive salary between RM 1001 - RM 2000.

However, 46 (33.8%) respondents get salary between RM 2001 - RM 3000 whereas

33 (24.3%) respondents receive salary between RM 3001 - RM 4000. Almost, 18

(13.2%) and 14 (10.3%) respondents are showed salary range between RM 4001 -

RM 5000 and RM 5001 and above. Below is the figure of income level.
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Figure 4.6
Percentage of respondent’s Income Level

Table 4.1
Frequency of Respondents Demographic Profile

Demographic
Characteristics

Frequency Percentage

Gender Male 58 42.6

Female 78 57.4

Age

20 - 30 Years Old 89 65.4

31 - 40 Years Old 37 27.2

41 - 50 Years old 7 5.1

51 Years Old and above 3 2.2
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Table 4.1 (Continued)

Marital Status

Single 73 53.7

Married 59 43.2

Divorced 4 2.9

Race

Malay 20 14.7

Chinese 8 5.9

Indian 103 75.7

Others 5 3.7

Educational Level

SPM 26 19.1

STPM 8 5.9

Diploma 28 20.6

Degree 60 44.1

Others 14 10.3

Income level

Below than RM 1000 4 2.9

RM1001 - RM2000 21 15.4

RM2001 - RM3000 46 33.8

RM3001 - RM4000 33 24.3

RM4001 - RM5000 18 13.2

More than RM 5001 14 10.3

4.2 Descriptive Analysis

Descriptive analysis has been used to explore the data that have been gathered, thus

assisting in summarizing and justifying those data. Details of descriptive analysis

will be shown in Table 4.2.

The dependent variable, job satisfaction scored high level of mean with 3.68.

Meanwhile, on the independent variable dimensions, workload scored the mean with

3.29 which is lowest compared to the other variables where working environment,
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training and development and knowledge management showed higher value of mean

with 3.78, 3.72 and 3.58 respectively.

As for the standard deviation, the results obtained shows that all of the instruments

used score less than 1.00 which indicate that the dissimilarities in respondents’

judgements is small (Sekaran & Bougie, 2013). job satisfaction as the dependent

variable has the standard deviation of 0.55 whereby, standard deviation for the

independent variables inclusive of workload, working environment, training and

development and knowledge management are 0.77, 0.57, 0.64 and 0.73 respectively.

Job satisfaction scored the lowest standard deviation among the overall variables.

Table 4.2 also portrayed the skewness result of each variables involved in this

research. Skewness results for the dependent variable is 0.33, while the independent

variables of skewness value; training and development showed positive skewness

with 0.15. Workload, working environment and knowledge management showed

negative skewness result with - 0.41, -0.48 and -0.47 respectively. The skewness

result for both dependent and independent variable is between -1 and +1 which

indicates that all the respective values obtained are near to normal (normal = 0)

For the kurtosis analysis, job satisfaction showed a positive result of 0.15 and

independent variables; workload, working environment, knowledge management

showed positive result with 0.40, 0.87 and 0.43 respectively. However, different

result obtained for training and development where its obtained negative value of

-0.34. from the results, kurtosis value obtained for both dependent and independent

variables are excellent as the values are still between -3 and +3. the normal kurtosis

value would be 0 and this indicates that the kurtosis curve is not seemed to be very

high or not very sloping.
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Table 4.2
Summary of Descriptive Analysis (N=136)

Variables Mean Standard
Deviation

Skewness Kurtosis

Dependant
Variable

Job Satisfaction 3.68 0.55 0.33 0.15

Independent
Variables
Workload 3.29 0.77 -0.41 0.40

Working
Environment

3.78 0.57 -0.48 0.87

Training and
Development

3.72 0.64 0.15 -0.34

Knowledge
Management

3.58 0.73 -0.47 0.43

4.3 Reliability Analysis

Cronbach's Alpha or Coefficient Alpha was used to analyze the reliability of the

questionnaire used for the purpose of this study. The Cronbach alpha specifics and

values for each instrument used in the questionnaire are shown below in Table 4.3.

The result for the reliability analysis showed that both dependent and independent

variables instruments relied under the range of “Good” level of reliability as the

values of Cronbach’s alpha for all is above 0.7. The highest Cronbach’s alpha value

among the independent variables was obtained by workload variable with 0.888;

following with knowledge management (0.858), training and development (0.832)

and the least, working environment with 0.766. Whereas for the dependent variable,

the value of Cronbach's alpha is 0.781 for job satisfaction.
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Table 4.3
Reliability Statistics of Variables

Items Number of Items Cronbach’s Alpha

Dependent Variable

Job Satisfaction 7 0.781

Independent Variables

Workload 9 0.888

Working Environment 5 0.766

Training and Development 5 0.832

Knowledge Management 5 0.858

4.4 Pearson’s Correlation Analysis

In order to analyze the correlation between the variables of workload, working

environment, training and development and knowledge management towards job

satisfaction, Pearson Correlation analysis was performed. Table 4.4 shows the

findings of the study to help fulfill the research goals of the research results collected

for the correlation analysis.

Table 4.4
Pearson’s Correlation between the Constructs

JS WL WE T&D KM
Job Satisfaction 1

Workload - 0.287** 1
Working

Environment
0.429** -0.118 1

Training and
Development

0.204* 0.112 0.332** 1

Knowledge
Management

0.514** -0.142 0.553** 0.493** 1

Note: ** Correlation is significant at the 0.01 level (2-tailed).

* Correlation is significant at the 0.05 level (2-tailed).

Based on results of the correlation in Table 4.4, it can be clearly shown that there is a

positive correlation between workload and job satisfaction (r = 0.514, p < 0.01),

stating that these two variables are correlated. Therefore, as the value of 0.514 is
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between ±0.50 to ±0.69 as shown by Pallant (2013), the relationship is categorized as

high.

The result reveals that there is no correlation between the second independent work

environment variable and job satisfaction (r = -0.142, p< -0.01) and the low

correlation of this variable in the Pallant point (2013).

Meanwhile the results indicated that there is a significant and positive relationship

and development and job satisfaction (r = 0.553, p < 0.01), implying that these two

factors are related. As the value of 0.553 is in the range of ±0.50 to ±0.69, the

correlation of these two variables is rated as strong.

In contrast, knowledge management and job satisfaction have also resulted in a

positive relation (r = 0.493, p < 0.01), indicating that these two variables are related.

The correlation, however, is classified as medium because the value of 0.493 varies

from ± 0.30 to ± 0.49.

Compared to other independent variables with the dependent variable, workload and

training and growth showed the highest correlation between job satisfaction and the

correlation value of 0.514 and 0.553 respectively.

4.5 Multiple Regression Analysis

The R-Square measurement and identification of the contribution of each variable are

two key reasons for using this analysis (Neuman, 2000). R-squared explains how the

independent variables that influence or contribute to the dependent variable help to

explain the nature, direction and relationship between the independent variables

(workload, working environment, training and development and knowledge

management and dependent variable (job satisfaction). Details on the multiple

regression analysis are shown as below Table 4.5.
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On the analysis of the result in Table 4.5, R square resulted in 0.338 specifying that

the independent variables (workload, working environment, training and growth and

knowledge management) clarified just 33.8 percent of the variance in job satisfaction,

which is quite a small percentage. Meanwhile, at the level of significance of 0.000

(p<0.05), there was a statistically meaningful relationship that can be inferred from

the ANOVA summary.

The coefficient analysis interpreted that the relevant interrelation between the

dependent variable (job satisfaction) and the independent variable is only two (2) out

of four elements where the significance level is less than 0.05 (p<0.05): workload (p

= 0.006) and working environment (p = 0.022). There is a significance level of more

than 0.05 (p > 0.05) and 0.000 demonstrated relatively insignificant relationships

with job satisfaction across training and development and knowledge management

dimensions.

Regarding the beta analysis, only two variables showed the positive beta values

which are working environment (β = 0.199), knowledge management (β = 0.391)

whereby workload (β = - 0.205) and training and development (- 0.032) obtained the

negative beta value.

Table 4.5
Multiple Regression Analysis

Model Summary

Model R R Square

Adjusted R

Square

Std. Error of the

Estimate

1 .582a .338 .318 .45164

a. Predictors: (Constant), T5, T2, T4, T3
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ANOVAa

Model Sum of Squares df Mean Square F Sig.

1 Regression 13.662 4 3.416 16.745 .000b

Residual 26.722 131 .204

Total 40.384 135

a. Dependent Variable: T1

b. Predictors: (Constant), T5, T2, T4, T3

The results of hypotheses testing are as follows and summary of hypothesis testing is

showed in Table 4.6.

H1 There is significant relationship between workload and job satisfaction at

Money Services Business in Malaysia.

The correlation analysis showed that the relationship between workload and job

satisfaction is positive, while multiple regression analysis showed various pictures

where the workload value of Beta (β) and t is negative (-0.205), (-2779), respectively.

Based on the above analysis, it can be inferred that workload has a significant

Coefficientsa

Model

Unstandardized

Coefficients

Standardized

Coefficients

t Sig.

95.0% Confidence Interval

for B

B Std. Error Beta

Lower

Bound

Upper

Bound

1 (Constant)
2.494 .348 7.159 .000 1.805 3.183

T2 -.146 .052 -.205 -2.779 .006 -.249 -.042

T3 .191 .082 .199 2.322 .022 .028 .353

T4 -.027 .071 -.032 -.384 .702 -.169 .114

T5 .293 .071 .391 4.146 .000 .153 .433

a. Dependent Variable: T1
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relationship with the dependent variable, job satisfaction as less than 0.05 is accepted

as the significance value (0.006) and hypothesis 1.

H2 There is significant relationship between working environment and job

satisfaction at Money Services Business in Malaysia.

Beta (β) value obtained for working environment dimension is positive with 0.199,

the t value scored is 2.322 and the significance value is 0.022 (p = <0.05); thus,

hypothesis 2 is accepted due above analysis resulted working environment and job

satisfaction are having a significant relationship.

H3 There is significant relationship between training and development and job

satisfaction at Money Services Business in Malaysia.

The beta value of training and development is a negative with -0.032. The t value is

scored negative (-0.384) while the significance value (0.702), is more than 0.05

which indicates that training and development have no significant relationship with

job satisfaction. Hypothesis 3 is rejected.

H4 There is significant relationship between knowledge management and job

satisfaction at Money Services Business in Malaysia.

The beta value of knowledge management is a positive with 0.391. The t value is

scored positive value (4.146) and the significance value (0.000), is null value that can

be rejected hypothesis 4 which indicates that knowledge management and job

satisfaction have no significant value.
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Table 4.6
Summary of Hypothesis Testing

In addition, as a second independent variable, the working environment showed a

positive Beta (β) score of 0.199, a t value of 2.322 and a significance value of 0.022,

based on multiple regression analysis, of less than 0.05. These suggest that the

working environment has an important relationship with job satisfaction that is valid.

4.6 Summary

Overall, the results based on the statistical analysis carried out to validate the

hypothesis formed at the earlier stage of the study were explained in chapter 4.

Descriptive analysis analysis, reliability analysis, correlation analysis of Pearson and

multiple regression analysis were conducted. A review of the observations,

discussions, limitations, recommendations and conclusions will be explained in the

following sections.

Hypothesis Description Result
H1 There is significant relationship

between workload and job
satisfaction at money services
business in Malaysia.

Accepted

H2 There is significant relationship
between working environment
and job satisfaction at money
services business in Malaysia.

Accepted

H3 There is significant relationship
between training and
development and job
satisfaction at money services
business in Malaysia.

Rejected

H4 There is significant relationship
between knowledge
management and job
satisfaction at money services
business in Malaysia.

Rejected
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CHAPTER 5 CONCLUSION AND RECOMMENDATIONS

5.0 Introduction

The purpose of this chapter is to discuss the conclusion of the study and

recommendations propose to for the future research. This study aims to help in

examining the factors that will contribute in triggering the job satisfaction among the

employees from Money Services Business in Malaysia.

5.1 Summary of Findings

The objectives of this research is to study the relationship between independent

variable workload, work environment, training and development and knowledge

management variables towards job satisfaction among employees working at Money

Services Sector in Malaysia, which expected to achieve the research objective and

address all the research questions that were initially created.

The final results summarize that in order to fulfill the research objective, only two

hypotheses are acceptable. First in order to achieve the first research objective, a

positive high relationship between workload and job satisfaction was reported in the

correlation study. Furthermore, a significant relationship performed by the multiple

regression analysis has proven the relationship between both variables which

indicates that the first hypothesis (H1) is acceptable.

Conversely, a negative relationship between the work environment and job

satisfaction resulted from the correlation study, while multiple regression analysis

showed that the relationship is important in affecting job satisfaction. Thus, working

environment directly helped to achieve second (2) research objective and distinctly

defined that second hypotheses are being accepted.
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Results obtained for the third variable, training and development explained there is a

no interaction with the job satisfaction as confirmed by the results obtain from the

analysis of correlation and multiple regression. The obtain result helped to analyzing

third research objective however its failure to meet third hypothesis which is being

rejected at the end.

Last but not least, correlation analysis stressed a positive (Moderate) relationship

between the knowledge management and job satisfaction, meanwhile, the multiple

regression analysis has revealed that the relationship possessed by these two

variables is not significant. Therefore, forth hypothesis also being rejected.

5.2 Discussions

Further discussion of the results would derive from previous literature and

observations related to the factors involved in this analysis.

a) Relationship between workload and job satisfaction

There is a high correlation between workload and job satisfaction based on results

obtained, as stated earlier. The findings clearly showed that Money Services

Business employees' job satisfaction was strongly influenced by the workload. A

coefficient value of -0.205 and a p-value of 0.006 are described above. This indicates

that the workload directly affects MSB employees' job satisfaction.

Moreover, employees with more workload will tend to have low job satisfaction and

the other way around. The deliberate turnover rate among employees depends upon

the worker’s performance in an organization. The low level of job satisfaction will be

cause a high deliberate turnover for the employees in an organization. The way of

workload allocation has an essential relationship with the degree of job satisfaction
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in the businesses. Therefore, scholars believe that the organization would implement

a style of leadership that would not cause workers to feel uncomfortable with their

work, as this might encourage them to leave the organization and decrease their

employment. Employers should not necessarily prioritize money and benefit, but

they should identify the reasons why workers are depressed and appropriate ways to

make their employees feel more relaxed and relieved (Michie, 2002).

b) Relationship between working environment and job satisfaction

The coefficient of these two variables have been showed 0.199 and 0.022 p-value

respectively. The report discovered that there is a positive relationship between the

working environment and job satisfaction. The analysis of this research indicates that

job satisfaction of employees from Money Services Business in Malaysia can follow

these enhancements by improving a good work environment for employees.

Employees limit their efforts and hard work achieve full potential in an organization

of poor working environment whereas businesses will become more consecutive

when employers realize the importance of good working environment. Both

employers and employees will be benefit from a good working environment.

c) Relationship between training and development and job satisfaction

According to results obtained from employees working in Money Services Business,

can be justify that job satisfaction does not influenced by training and development.

Therefore, third hypothesis, training and development and job satisfaction have no

significant relationship and are not supported by each other. The MSB should

concentrate more on training and development programs and should be aware of the
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significance of training and development programs as they improve job satisfaction

for employees.

d) Relationship between knowledge management and job satisfaction

Knowledge management and job satisfaction clearly revealed that there is no

significant relationship. It’s believed that the main reason leading to these results is

the fact that knowledge management is an unnecessary approach in MSB

organization which managers and employees may not have understood it well.

Generally, knowledge management can only be executed effectively through

integration with other management postulation with the support of top management.

5.3 Limitations

There are faced several challenges during conducting this particular research, which

are;

a. Limited sample

The sample of employees working at Money Services Business industry in Malaysia.

This research only concentrating only employees who are currently working from

Money Services Business industry in all states of Malaysia and not included

employees from other industries.

b. Cooperation among the respondent

It has been very challenging and unendurable experienced during the data collection

process to obtain the information needed as the respondents who are working in

MSB industry. Besides, there were need to remind many times to the respondent on

fulfil the questionnaire at the time and sometimes showed reluctance in answering
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the questionnaire. Furthermore, the questionnaires able to distributed via virtual such

email, social media like WhatsApp, facebook messenger due the pandemic of

Covid-19.

c. Biasness

The respondents deliberately provide different answer form their own point of view

in tend to avoid conceptions from others. Furthermore, some other respondents just

choose ‘neutral’ for all the questions.

5.4 Recommendations

The recommendations that will be given to stakeholders and the chairman of the

Malaysian Money Services Association will be addressed in these sections and some

recommendations will also be developed for future use in research.

5.4.1 Recommendations for Money Services Business

The Money Services Sector industry has expanded rapidly in the last decade in

Malaysia. Money Services Business was previously only provided by banking

institutions in Malaysia. Subsequently, Bank Negara Malaysia liberalized the policy

of allowing financial services to be provided by non-bank players to improve access

to formal channels for significant growth. In our economy, it has shown the critical

value of money services industry. Therefore, MSB organizations should prioritize

management and employees to develop good brand in the society.

Employee job satisfaction is important to meet the dynamics and continue to increase

the challenges of maintaining organizational productivity. In other words, the

productivity of the organization depends essentially on employee’s job satisfaction
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which can be proven by the statement from Bermana, Moradi, Ghasemi, Taghavi, &

Ghayoor, 2013 who stated in chapter 2 earlier. In the era of globalization, the varied

and changing of customers are putting uncountable pressure on the employers to

satisfy their need and to be competitive in the business.

First of all, this study explains that MSB employers should be more serious in

working environment to increase the motivation and satisfaction of their employees

in the organization. The strong workforce of the organization will be help to achieve

good outcomes. Furthermore, free and conducive working environment will cause

the employees satisfaction as well as their performance toward their organizations.

Business progress will be milestones of the country’s economy as stated by

Mohammad Nizam Sarkawi, 2016 in his article.

Apart from that, training and development is primary element in an organization.

Well trained and competent staff are more important for the better performance.

Training and development can provide an opportunity for employees to create a

bright future and at the same time will be get promotion in an organization.

Therefore, it will be increasing job satisfaction of employees indirectly which has

been overview by Elnaga, Imran, Jehanzeb & Bashir (2013) respectively based on

their articles.

All employers should be arranging the beneficial training and development programs

which can be providing job satisfaction. Employers has continuously hiring capable

employees from wide industry and provides training to overcome global challenges.

In addition, the top management team must realize that job satisfaction and

knowledge management must go hand in hand with all facets of the industry's core

competence. Mentioned both variables can be caused and affect each other. Other

than that, personnel job satisfaction derived from a successful realization of
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knowledge management. Thus, the satisfied employees will be willing to share

information and provide their opinion with their leaders in order to achieve

organization reputation.

Lastly, the employers should also ensure that scheduled daily task of employees and

should be assign with their competencies and capabilities and availability. It’s will be

enhancing an opportunity that employers will be put more hard work in their jobs

and its less likely perceived workload imbalance. Unhealthy job workload among the

employees will be ultimately affect their job satisfaction in an organization. As a

matter of priority interest in their organization, employers should perpetually

determine the workload balance of employees. It will help to ensure that the

workload imbalance can be overcome as quickly as possible and will be an incentive

for superiors to pursue effective measures to prevent employee dissatisfaction.

5.4.2 Recommendations for Future Research

This research has been conducted on Money Services industry and could be

beneficial of the future research which involving other industry as to see whether

there is a potential inclination towards the job satisfaction. The factors identified in

this study are important to organizations of MSB. The results of this study reflect the

opinions of MSB employees from multiple licensees in Malaysia. Genuinely, there is

not easy to find any research taking an industry of Money Service Business perform

a test whether the employees actually contributing towards job satisfaction. Future

researchers can expand the sample and population in the study to cope the

generalization limitation of this study. Moreover, it will help an employer’s

understanding of the effective factors used to increase job satisfaction.
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5.5 Conclusion

In a nutshell, the research objectives have been fulfilled in examining the relationship

between workload, working environment, training and development and knowledge

management towards the creation of job satisfaction among employees working in

MSB organizations in Malaysia. It can be concluded that only two (2) variables are

significantly affecting the job satisfaction among employees of MSB organizations

which are workload and working environment. An employer can be boost up the

efforts on employee’s satisfaction in order to increase productivity and performance

of organization.
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APPENDIX A: Research Questionnaire

Research Questionnaire

UNIVERSITI UTARA MALAYSIA
COLLEGE OF BUSINESS

Dear Sir/Madam,

I am doing a survey research to fulfill a Master’s programme in University Utara

Malaysia (UUM). I am conducting a survey on factors determining job satisfaction of

employees at Money Services Business Industry in Malaysia. The purpose of this

questionnaire is to study the relationship between Job Satisfaction and Workload,

Working Environment, Training and Development and Knowledge Management

among employees working in Money Services Business Industry. The survey is

divided into two parts, the first on demographics and the second is related to

individual variables in this study. All the information received will be strictly

confidential and will be used for academic proposes only.

Appreciate your cooperation and time taken to complete this survey.

Thank you.

Mariammah Sethambaram

Master of Science (Management)

College of Business

Universiti Utara Malaysia
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Research Questionnaire

PART A: DEMOGRAPHIC

Section A: Demographic information

This section is designed to collect information on background of respondents.

The following information is strictly confidential and will only be used for research
purpose. I will be grateful if you could kindly fill the required information.

Please read the following statements and TICK (√) in the appropriate box.

1) Gender

Male Female

2) Age

20 - 30 years old 41 - 50 years old

31 - 40 years old 51 years old and above

3) Marital Status

Single Divorced

Married
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4) Race

Malay Indian

Chinese Others

5) Educational Level

SPM Diploma

STPM Degree

Others

6) Income Level

Below than RM1000 RM 1001 - RM2000

RM 2001 - RM 3000 RM 3001 - RM 4000

RM 4001 - RM 5000 More than RM 5001
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PART B: INDIVIDUAL VARIABLES

Please indicate the degrees of your agreement or disagreement towards the statement
below by placing the (√) upon your response according to the following option:

Strongly
Disagree Disagree Neutral Agree Strongly Agree

1 2 3 4 5

Section B: Job Satisfaction

The definition of job satisfaction alludes to one’s cognitive, enthusiastic and behavioural
reaction to the work as a result of evaluation of work properties and job-related occasions
(Kula & Guler, 2014).

# Job Satisfaction

Strongly
Disagree

Disagree Neutral Agree Strongly
Agree

1 2 3 4 5

1 I find my work very satisfying.

2
I am satisfied with the way my superior
handles his or her workers.

3
I am satisfied with the amount of work I
do.

4 I am satisfied with the policies given.

5
I am satisfied with my work life
balance.

6
I feel that I am really doing something
worthwhile in my job.

7 My job is often repetition.

Section C: Workload

Work overload is related to the feelings of anxiety, frustration, number of sick days,
disturbance, depression, attention to job burnout, loosing self-confidence, concentration
problems and work accident (Kahn and Byosiere,1992).
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# Workload

Strongly
Disagree

Disagree Neutral Agree Strongly
Agree

1 2 3 4 5

8
My workload has been increased in the
past year.

9
I often need to work after working
hours to meet my work requirements.

10
I often have to work through my breaks
to complete my assigned workload.

11
I am not given enough time to complete
my task as assigned.

12
Shortage of employees contributes to
extra workload.

13
There is pressure to work unwanted
overtime.

14
Work demands make it difficult for me
to schedule vacations.

15 Errors occur at work when I am tired.

16
I feel overworked by the demands
placed on me.

Section D: Working Environment

Working environments can be defines as the manner and extent to which roles, power and
responsibilities are delegated, controlled, and coordinated, communication and instruction
between employee and management (Robbins, 2008).

# Working Environment

Strongly
Disagree

Disagree Neutral Agree Strongly
Agree

1 2 3 4 5

27
I am satisfied with the working space at
the workplace.

28
I am satisfied with the facilities
provides by organization.

29
My organization provides the right
equipment to do a job well.

30
The noise level at my workplace is
tolerated.

31
My organization located at a strategic
location.
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Section E: Training and Development

Training and development are defined as a process of systematically developing
work-related knowledge and expertise in people for the purpose of improving performance
(Swanson & Holton, 2001).

# Training and Development

Strongly
Disagree

Disagree Neutral Agree Strongly
Agree

1 2 3 4 5

22
I am satisfied with the training received
from the organization.

23
The training helps me to perform better
job.

24 I can practice my skills into my works.

25
Training is important because it gives
many advantages to me.

26
I always participate in training that
organize by organization.

Section F: Knowledge Management

It is a set of district and well-defined approaches and processes. The overall purpose of
knowledge management is to maximize the enterprise knowledge related effectiveness and
returns from its knowledge assets and to renew them constantly (Wiig, 1997).

# Knowledge Management

Strongly
Disagree

Disagree Neutral Agree Strongly
Agree

1 2 3 4 5

17 I am free to give an opinion about my
organization management.

18 My organization management team has
a good performance.

19 I have a good relationship with my
manager.

20 Manager team give a good feedback for
any kind of my complaints.

21 I am satisfied with my organization
management team.
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APPENDIX B: Statistical Analysis Output

i. Reliability for Pilot Test

Case Processing Summary

N %

Cases Valid 29 96.7

Excludeda 1 3.3

Total 30 100.0

a. Listwise deletion based on all variables in the

procedure.

a. Reliability Result for all variables:

Reliability Statistics

Cronbach's Alpha N of Items

.813 37

b. Reliability result for DV: Job Satisfaction

Reliability Statistics

Cronbach's Alpha N of Items

.732 7

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

I find my work very satisfying. 21.20 10.648 .208 .747

I am satisfied with the way my

superior handles their workers.
21.20 8.579 .577 .667

I am satisfied with the amount

of work I do.
21.40 9.214 .577 .675

I am satisfied with the policies

given.
21.53 8.602 .474 .694

I am satisfied with my work life

balance.
21.73 9.306 .395 .712

I feel that I am really doing

something worthwhile in my
21.23 8.875 .645 .658
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job.

My job is often repetition. 21.30 9.597 .304 .736

c. Reliability result for IV 1: Workload

Reliability Statistics

Cronbach's Alpha N of Items

.809 9

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

My workload has been

increased in the past year.
26.41 29.394 .419 .800

I often need to work after

working hours to meet my

work requirements.

26.62 26.244 .546 .786

I often have to work through

my breaks to complete my

assigned workload.

26.62 24.887 .793 .750

I am not given enough time to

complete my task as assigned.
27.14 29.480 .439 .798

Shortage of employees

contributes to extra workload.
26.07 30.995 .317 .810

There is pressure to work

unwanted overtime.
26.69 26.793 .563 .782

Work demands make it difficult

for me to schedule vacations.
26.69 26.865 .578 .780

Errors occur at work when I am

tired.
26.45 30.685 .292 .815

I feel overworked by the

demands placed on me.
26.76 28.404 .597 .781
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d. Reliability result for IV 2: Working Environment

Reliability Statistics

Cronbach's Alpha N of Items

.649 5

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

I am satisfied with the facilities

provides by organization.
14.87 5.085 .359 .618

My organization provides the

right equipment to do a job

well.

14.90 5.197 .474 .567

The noise level at my

workplace is tolerable.
15.17 5.868 .176 .699

My organization is located at a

strategic location.
14.90 4.852 .355 .627

I am satisfied with the working

space at the workplace.
14.70 4.562 .780 .441

e. Reliability result for IV 3: Training and Development

Reliability Statistics

Cronbach's Alpha N of Items

.761 5

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

I am satisfied with the training

received from the organization.
15.07 5.995 .551 .710

The training helps me to

perform better job.
14.90 5.955 .614 .686

I can practise my skills into my

work.
14.43 6.806 .525 .722

Training is important because it

gives many advantages to me.
14.30 6.631 .343 .791
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I always participate in training

that organize by my

organization.

14.63 6.033 .666 .671

f. Reliability result for IV 4: Knowledge Management

Reliability Statistics

Cronbach's Alpha N of Items

.815 5

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

I am free to give an opinion

about my organization

management.

14.77 8.254 .380 .848

My organization management

team has a good performance.
14.40 7.007 .729 .739

I have a good relationship with

my manager.
14.03 7.826 .597 .781

Management team give good

feedback for any of my

complaints.

14.30 7.872 .665 .765

I am satisfied with my

organization management team.
14.37 6.792 .702 .746
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ii. Descriptive Analysis

Descriptive Statistics

N Range Minimum Maximum Mean Std. Deviation Variance

Gender 136 1 1 2 1.57 .496 .246
Age 136 3 1 4 1.44 .697 .485

Marital Status 136 2 1 3 1.49 .558 .311
Race 136 3 1 4 2.68 .767 .588
Educational Level 136 4 1 5 3.21 1.283 1.646

Income Level 136 5 1 6 3.60 1.272 1.619
Valid N (listwise) 136

Descriptive Statistics

N Mean Std. Deviation Skewness Kurtosis

Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error

T1 136 3.6838 .54694 .325 .208 .152 .413
T2 136 3.2860 .76866 -.405 .208 .402 .413

T3 136 3.7750 .57164 -.483 .208 .868 .413
T4 136 3.7191 .64285 .154 .208 -.341 .413
T5 136 3.5809 .72822 -.472 .208 .439 .413

Valid N
(listwise)

136

a) Frequency Analysis for Demographic Profile

Gender

Frequency Percent Valid Percent Cumulative Percent

Valid Male 58 42.6 42.6 42.6

Female 78 57.4 57.4 100.0

Total 136 100.0 100.0

Age

Frequency Percent Valid Percent
Cumulative
Percent

Valid 20 - 30 Years Old 89 65.4 65.4 65.4

31 - 40 Years Old 37 27.2 27.2 92.6

41 - 50 Years Old 7 5.1 5.1 97.8

51 Years Old and above 3 2.2 2.2 100.0

Total 136 100.0 100.0
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Marital Status

Frequency Percent Valid Percent Cumulative Percent

Valid Single 73 53.7 53.7 53.7

Married 59 43.4 43.4 97.1

Divorced 4 2.9 2.9 100.0

Total 136 100.0 100.0

Race

Frequency Percent Valid Percent Cumulative Percent

Valid Malay 20 14.7 14.7 14.7

Chinese 8 5.9 5.9 20.6

Indian 103 75.7 75.7 96.3

Others 5 3.7 3.7 100.0

Total 136 100.0 100.0

Educational Level

Frequency Percent Valid Percent Cumulative Percent

Valid SPM 26 19.1 19.1 19.1

STPM 8 5.9 5.9 25.0

Diploma 28 20.6 20.6 45.6

Degree 60 44.1 44.1 89.7

Others 14 10.3 10.3 100.0

Total 136 100.0 100.0

Income Level

Frequency Percent Valid Percent
Cumulative
Percent

Valid Below than RM 1000 4 2.9 2.9 2.9

RM 1001 - RM 2000 21 15.4 15.4 18.4

RM 2001 - RM 3000 46 33.8 33.8 52.2

RM 3001 - RM 4000 33 24.3 24.3 76.5

RM 4001 - RM 5000 18 13.2 13.2 89.7

More than RM 5001 14 10.3 10.3 100.0

Total 136 100.0 100.0
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iii. Reliability Analysis

a. Reliability Result for all variables:

Reliability Statistics

Cronbach's Alpha N of Items

.792 37

b. Reliability result for DV: Job Satisfaction

Reliability Statistics

Cronbach's Alpha N of Items

.781 7

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's

Alpha if Item

Deleted

I find my work very

satisfying.
21.94 11.182 .582 .740

I am satisfied with the way

my superior handles their

workers.

22.17 10.749 .515 .752

I am satisfied with the

amount of work I do.
22.09 10.925 .603 .735

I am satisfied with the

policies given.
22.18 10.798 .644 .728

I am satisfied with my work

life balance.
22.32 10.117 .588 .736

I feel that I am really doing

something worthwhile in my

job.

22.00 11.393 .520 .751

My job is often repetition. 22.02 12.970 .156 .819
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c. Reliability result for IV 1: Workload

Reliability Statistics

Cronbach's Alpha N of Items

.888 9

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

My workload has been

increased in the past year.
26.04 42.043 .491 .887

I often need to work after

working hours to meet my

work requirements.

26.30 38.225 .626 .877

I often have to work through

my breaks to complete my

assigned workload.

26.37 37.742 .688 .872

I am not given enough time to

complete my task as assigned.
26.73 38.466 .665 .874

Shortage of employees

contributes to extra workload.
26.02 40.022 .559 .882

There is pressure to work

unwanted overtime.
26.36 36.188 .746 .866

Work demands make it difficult

for me to schedule vacations.
26.24 35.858 .765 .865

Errors occur at work when I am

tired.
26.18 41.147 .466 .889

I feel overworked by the

demands placed on me.
26.43 37.859 .760 .867

d. Reliability result for IV 2: Working Environment

Reliability Statistics

Cronbach's Alpha N of Items

.766 5
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Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

I am satisfied with the working

space at the workplace.
15.01 5.303 .664 .680

I am satisfied with the facilities

provides by organization.
15.15 5.060 .660 .677

My organization provides the

right equipment to do a job

well.

15.08 5.527 .639 .692

The noise level at my

workplace is tolerable.
15.21 6.110 .309 .805

My organization is located at a

strategic location.
15.04 5.672 .466 .748

e. Reliability result for IV 3: Training and Development

Reliability Statistics

Cronbach's Alpha N of Items

.832 5

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

I am satisfied with the training

received from the organization.
15.13 6.584 .634 .799

The training helps me to

perform better job.
15.01 6.333 .716 .773

I can practise my skills into my

work.
14.81 7.030 .659 .792

Training is important because it

gives many advantages to me.
14.61 7.306 .544 .822

I always participate in training

that organize by my

organization.

14.83 7.193 .614 .804
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f. Reliability result for IV 4: Knowledge Management

Reliability Statistics

Cronbach's Alpha N of Items

.858 5

Item-Total Statistics

Scale Mean if

Item Deleted

Scale Variance if

Item Deleted

Corrected

Item-Total

Correlation

Cronbach's Alpha

if Item Deleted

I am free to give an opinion

about my organization

management.

14.50 9.244 .535 .864

My organization management

team has a good performance.
14.33 8.460 .762 .805

I have a good relationship with

my manager.
14.16 9.425 .530 .864

Management team give good

feedback for any of my

complaints.

14.29 8.431 .805 .795

I am satisfied with my

organization management team.
14.33 8.371 .764 .804
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iv. Correlation Analysis

Correlations

T1 T2 T3 T4 T5

T1 Pearson Correlation 1 -.287** .429** .204* .514**

Sig. (2-tailed) .001 .000 .017 .000

N 136 136 136 136 136

T2 Pearson Correlation -.287** 1 -.118 .112 -.142

Sig. (2-tailed) .001 .173 .194 .100

N 136 136 136 136 136

T3 Pearson Correlation .429** -.118 1 .332** .553**

Sig. (2-tailed) .000 .173 .000 .000

N 136 136 136 136 136

T4 Pearson Correlation .204* .112 .332** 1 .493**

Sig. (2-tailed) .017 .194 .000 .000

N 136 136 136 136 136

T5 Pearson Correlation .514** -.142 .553** .493** 1

Sig. (2-tailed) .000 .100 .000 .000

N 136 136 136 136 136

**. Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).

v. Multiple regression Analysis

Variables Entered/Removeda

Model Variables Entered Variables Removed Method

1 T5, T2, T4, T3b . Enter

a. Dependent Variable: T1

b. All requested variables entered.
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Model Summary

Model R R Square Adjusted R Square Std. Error of the Estimate

1 .582a .338 .318 .45164

a. Predictors: (Constant), T5, T2, T4, T3

ANOVAa

Model Sum of Squares df Mean Square F Sig.

1 Regression 13.662 4 3.416 16.745 .000b

Residual 26.722 131 .204

Total 40.384 135

a. Dependent Variable: T1

b. Predictors: (Constant), T5, T2, T4, T3

Coefficientsa

Model

Unstandardized Coefficients

Standardized

Coefficients

t Sig.B Std. Error Beta

1 (Constant) 2.494 .348 7.159 .000

T2 -.146 .052 -.205 -2.779 .006

T3 .191 .082 .199 2.322 .022

T4 -.027 .071 -.032 -.384 .702

T5 .293 .071 .391 4.146 .000

Coefficientsa

Model

95.0% Confidence Interval for B

Lower Bound Upper Bound

1 (Constant) 1.805 3.183

T2 -.249 -.042

T3 .028 .353

T4 -.169 .114

T5 .153 .433

a. Dependent Variable: T1
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