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ABSTRACT 

The purpose of this study was to describe the computer literacy and job performance levels of 
the administrative assistants in Kuching North City Hall (DBKU). This study also attempted to 
determine if there was a relationship behveen computer literacy and job performance. In 
addition, this study also investigate if there were differences in computer literacy and job 
performance levels based on the administrative assistants' age, number of computer courses 
attended, amount of computer experience and accessibility to office computers. The respondents 
of this study consisted of 55 administrative assistants in DBKU. This study used a questionnaire 
adapted from the Digital Literacy Self-Assessment (n.d.) and Job Performance questionnaire 
(Thang, 2001) to measure the computer literacy and job performance levels. The findings of this 
study showed that generally, the administrative assistants in DBKU had computer literacy above 
the intermediate level and high level of job performance. There was no significant relationship 
between computer literacy and job performance. This study also found significant differences in 
cornputer literacy level between administrative assistants based on age, number of computer 
courses anended. cornputer experience and accessibility to ot'fice computers. Younger 
administrative assistants were found to have higher computer literacy as compared to those were 
older. Administrative assistants who have attended more computer courses were found to have 
higher computer literacy than those who have never or have attended less computer courses. 
Administrative assistants who have more computer experience were found to have higher 
computer literacy than those who have less computer experience. Administrative assistants who 
had easy access to office computers were found to have higher computer literacy than those who 
have difficulty in accessing office computers. However, this study found that there were no 
significant differences in job performance based on age, number of computer courses attended. 
amount of computer experience and accessibility to office computers. It was concluded that it is 
important to ensure that the administrative assistants had access to computer courses and 
computer facilities to improve their computer literacy levels regardless of age. Although there 
was no significant relationship between job performance and computer literacy, and no 
significant difference in job performance based on computer experience, computer courses 
attended, and access to office computers, this did not imply that the organization should 
disregard providing computer training to the administrative assistants because this study did not 
investigate the types of tasks the administrative assistants had to perform. Performance on 
computer related tasks could have improved when these variables were given the appropriate 
attention. The organization should also look at the issue of job performance holistically taking 
into account factors such as employees' attitude, organizational culture, and work environment. 



ABSTRAK 

Tujuan utama kajian ini adalah untuk menghuraikan tahap literasi komputer danprestasi kerja 
penrbantu tadbir di Dewan Badaraya Kuching C'tara (DBKU). Kajian inijuga bertupan 
nrengenalpash' sama ada terdapat perhubungan yang signijikan di antara literasi komputer 
dengan prestasi kerja. Selain daripada itu, kajian inijuga cuba nrenentukan sama ada terdapat 
perbezaan yang signiJkan pada tahap literasi konrpu rer dun tahap prestasi kerjn berdasarkan 
umur, jumlah kursus computer yangpemah dihadiri, jumlah pengalaman komputer dun a k e s  
kepada kornputerpejaba~ Responden kajian ini terdiri daripada 55 orangpembantu tadbir di 
DBKCI Kajian inimenggunakan soul selidikyang diubahsuai daripada DigitalSe~Assessment 
()I. d.) dun soul selidik Prestasi Keva (Thang, 2001) ttntuk nrengukur tahap literasi komputer darr 
prestasi keja. nuputan kajian ini menunjzrkkan buhawa pada umumtcva, literasi contputer 
pembantu tadbir di DBKU adalah melebihi tahap sederhana dun tahap prestasi kerja mereka 
odalah pada tahap tirrggi. Tidak terdapat perhubungan yang srgnrfikan di antara literasi 
kornptrter derrgart prestasi ketja. Terdapatperbezaan yang sign~jkan dalarn Iilerasi kompufer di 
antara pembantu tadbir berdasarkari umur, jumlah kltrsus komptiter yang pemah dihadiri, 
junrlah pengalanrarr komputer dun akses kepada komputerpejaba~ Pembanhr tadbiryanglebih 
nruda didapati menrpunvai tahap literasi komputervang lebih ringgi berbanding mereka yang 
lebih tua. Penibantu tadbir yangpemah ntenghadiri lebih banyak kursus komputer didapati 
menrptrrtyai tahap literasi konrptrteryang lebilt tinggi berbndingmereka yartg tidakpemah afau 
hrrang menhadiri hurslrs komputer. Penlbantu radbir yang mempurtyai lebih banyak 
perrgalamatr menggunakan konrpu~er mempur~,vai literasi komputeryang lebih tingp berbanding 
ntereka yang kurang berpenglanzan. Pembanttr tadbir yarrg nrempunyai akses yang nrudah 
kepada ko~nputer di pejabat jrga didapati mernptrnyai literasi komputer yang Iebih tinggi 
berbanding mereka menghudapi masalah ntencapai komputerpejaba~ Walau bagainranapun, 
k -  ajran itti nrendapati tidak wrgud perbezaan yang signifJran dalarn prestasi kerja berdasarkan 

urnur, junrlah kursrs komputer yang pemah hadiri, jumlah pengalantan komputer dun a k e s  
kepada komprrterpt.jaba~ Namun dernikian, adalah mustahakuntukmentartikan bahawasernlra 
pembar~tu tadbir mempunyai akses kepada kursusdan kemudahan komputerdemimenmgkahn 
tahap literasi komputer tanpa mengambil kira umur. Sungguhpun tidakada perhubungan yang 
signifkan di antara prestasi kerja dengan lilerasi komputer, dun h'dak ada perbezaan yang 
signrykan dalam prestasi ke ja  berdasarkan pengalaman komputer, kursus komputer pemah 
drhadiri, dun akres kepada komputerpejabat, ini tidak bennakna organisasipatuf rnengetepikan 
pemberian latihan komputer kepada pembantu tadbir kerana kajjan ini tidak menyelidikjenis 
tugasyangperlu dilakukan oleh pembantu tadbir. Prestasitugas-tugasyangmen~punyaikaitan 
dengan penggunaan komputer mungkin meningkat apabila pembolehubah tersebut diben 
perhatian yang sewajamya. Organisasijuga patut melihat isu prestasi kerja secara menyeluruh 
dengan mengambil kira faktor-jhktor lain seperti sikap pekerja, budaya organisasi, dun 
persekitaran keja. 
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CHAPTER ONE 

INTRODUCTION 

1.1 Background 
The Malaysian government has embarked on an intensive effort to introduce the use of 
Information Communication Technologies (ICTs) in the civil service since 1997. The 
introduction of ICTs in the public sector is expected to simpllfy the complex and 
bureaucratic procedures usually associated with public sector. As the various mi~llstnes 
attempt to implement ICTs, the government officers need to keep up with the rapid 
changes in ICTs, and adopt a mind shift hom the conventional method to a new way of 
thinking and doing things. 

The responsibility for making the Electronic-Government (E-Government) h c t i o n  are 
the people who make up the civil service, fiom policy makers to executives down to its 
support staff (Mahathir Moharnmad, 1998). The ICTs revolution demands that the 
workforce is continuously trained and equipped with new technical skills and adopt 
new approaches of working. 

Kuching was given the status of city on 1 August 1998. Since then, the administration 
of Kuching City was divided into two authorities; Kuching North City Hall (DBKU) 
and the Kuching South City Council (MBKS). Kuching North City Hall (DBKU) is a 
corporatc body which obtained authority from the Sarawak state government to serve 
the people of Kuching City with vision to provide the people of Kuchmg City a 
harmonious, peaceful and progressive city. 

There are 1,003 employees in DBKU. Under the Malaysian Remuneration System 
(Sistem Saraan Malaysia), 27 of them are categorized in the Management and 
Professional Group and the rest are from the Support Group. The majority of the 1,003 
employees are Malays, followed by Dayaks, Chinese and Indians. 

DBKU is headed by the Mayor who is assisted by the Board of Advisory. It is a 
corporate body, which reports directly to the Chief Minister. The role and authority of 
DBKU is based on the Ordinance of Kuching City North. Some of the laws enforced 
by DBKU are The City of Kuching Ordinance, 1988; The City of Kuching North 
Ordinance, 1988; The Local Authorities Ordinance, 1996 and The Local Authorities 
Financial Regulations, 1997. 

The Mayor is assisted by a director in his daily admmistrative work. The director is 
assisted by three assistance directors who head three departments; Operation 
Department, Technical Department and Administrative Department. There are twenty 
Divisions in DBKU, such as Environment and Health Division, Internal Audit 
Division, Human Resource Management Division, and Information and 
Communication Technology Division. A Head of Division leads each of these 
divisions. 

1.2 Statement of the Problem 
With the introduction of E-Government in the civil service the workforce had to be 
trained to be computer literate and acquire necessary technical know-how. DBKU has 
been organizing ICTs related training courses to enable its workforce to keep abreast 



with the latest ICTs skills and knowledge. ?'he core objective of these ICTs related 
training and cducatlon is to uplilt the computer competency level and improves the job 
perCormance of its workforce (Mahathir blohamrnad, 1998). The success of E- 
Government lays on the shvulders of the clvil service workforce, including the 
administratwe assistants who are responsible for information management, data 
management, liling oilice materials, account transactions, and other important clerical 
works. The administrative assistants must be well equipped with the appropriate 
computer skills and knowledge to perform their jobs. Do the administrative assistants 
in DBKU have the necessary computer competencies to implement E-Government? 
What are their current computer literacy levels" Do their computer literacy levels sect 
theu job performance? What demographic factors (age, computer experience, number 
ol' computer courscs attended and accessibility to office computers) affect theu- 
computcr literacy and job performance levels'' 

13 Research Questions 
J3ased on the problem statement, this stu& dttcmpted to answer the follow~ng research 
qucst~ons 

a .  What was the computer literacy Ievcl ofthe admmistrative assistants in BKU? 
b. What was the job performance level of the admmistrnt~ve assistants in 

DBKIJ? 
c. Was there a significant relationship bet~veen computer literacy and job 

pcrformancc? 
d. Wcre there significant differences in computer literacy levels between the 

administrative assistants based on age, number of computer courses attended, 
amount of computer experience and accessibility to otfice computers? 

e. Were there significant diffcrences in job performance levels between the 
administrative assistants based on age, number of computer courses attended, 
amount of computer experience and accessibility to oflice computers? 

1.4 Null Hypotheses 
The follotving null hypotheses were formulated &om the research questions: 

Hal There was no significant relationship between computer literacy levels and 
job performance levels among the administrative assistants in DBKU. 

Hm There was no significant difference in computer literacy levels between the 
administrative assistants from diEerent age groups. 

I-Im There was no significant difference in computer literacy levels between the 
administrative assistants who had attended dflerent number of computer 
courses. 

Hm There was no significant difference in computer literacy levels between the 
administrative assistants who had different amount of computer experience. 

Ho5 There was no significant d ~ e r e n c e  in computer literacy levels between the 
administrative assistants who had easy access to office computers and those 
who had dficulty in accessing office computers. 

HM There was no sigmficant dlfference in job performance levels between the 
administrative assistants from different age groups. 

IIa7 There was no sigruficant dlfference in job performance levels between the 
administrative assistants who had attended difTerent number of computer 
courses. 



HOR There was no significant difirence in job performance levels between the 
admin~strative assistants who had dil'ferent amount of computer experience. 

F There was no significant difference in job performance levels between the 
administrative assistants who had easy access to oftice computers and those 
who had ddliculty in accessing oftice computers. 

15 Research Framework 
Figure 1.1 shows the research framework for this study: 

Independent Variables 

Age 
Number of 
computer courses 
attended 
Amount of 
computer 
e\perience 
Access~billty to 
office computers 

Dependent Variables 

Computer Literacy 

5 
Job Performance 

Figure 1 .1  Research framework 

1.6 Significance of the Study 
'This study focused on the field of ICTs in E-Government. ICTs is an essential 
component in the implementation of E-Government. Administrative assistants play an 
extremely dominant role in managing data, documents, file and communicating with 
other counterparts regarding their office work. Lack of computer knowledge andskills 
among the administrative assistants in the public sector can definitely impede the 
implementation of E-Goverm~nt .  To ensure the success of E-Government in DBKU, 
~nfomiation about the administrative assistants' computer literacy and job 
performance levels and their relationship will be valuable for computer 
literacy courses and job performance development programs for the administrative 
assistants in DBKU. 

A study on the relationship between computer literacy and job performance had not 
been canied out among the administrative assistants in DBKU before. Hence the 
findings of this study will provide valuable information for the organization. This 
study is also in~portant for the other public sectors in Malaysia since most of 
researches of this nature were done by the private sectors in foreign countries. 



1.7 Limitations of the Study 
This study only focused on the relationship betneen computer literacy and job 
performance There dre other factors such as corporate culture, lndlvidual dfierences, 
mental a b i l l ~ ,  personality and other skills, tbhich may influence an employee's job 
performance 

Any sigmticant relationship or differences between variables obtained in thls study 
could not be implied as causal relationships. Further studies using experimental design 
may be needed to establish any causal relationship. 

'This study was only conducted among administrative assistants in one public 
org~niz.ation. As such, the findings of this study should not be generalized to all 
administrative assistants in the civil service. 

1.8 Definition of Terms 
For the purpose ofthis study, some important terms were defined as follows. 

1.8.1 Computer Literacy 
Computer literacy was defined as the respondents' self-perception of their level of 
knowledge about computers, skills and understanding regarding computers and the 
ability to manage files and use common computer software applications. The common 
computer sofbvare applications referred to the word processors (MS Word), 
spreadsheet (MS Escel), presentation (MS Po\verPoint), database (MS Access), Web 
browser (MS Internet Explorer), and communication tool (e-mail). 

18.2 Computer Literacy Levels 
The self-perceived computer literacy levels were categorized based on the criteria 
proposed by the Digital Literacy Self-Assessment Questionnaire (n.d.): 

None : This individual has no understanding of the technology 
and appropriate training is required for developing 
technology competency. 

Average 

Little ' : This individual has a basic understanding of the 
technology, but could not perform the task successfully 
without assistance more training may be required. 

This individual can perform the technology task, but 
struggles in some areas. Advance training for developing 
technology competency will improve performance. 

Above Average : This individual can perform the technology task repeatedly 
with great success, but has not mastered all the elements. 

Master : This individual has mastered the technology and can 
perform the task without any problems. This individual 
could mentor others. 



1.8.3 Job Performance 
Job performance in this study was defined as the respondents' self-perception of their 
performance levels in canying out their tasks from the physical and attitude aspects. 
The physical aspects were opportunity of being assigned to responsibility, attendance, 
punctuality, managing responsibilities and job efficiency. The attitude aspect included 
obeying to order, on time, willingness to work overtime and mitiative in doing the best. 

1.8.1 Administrative Assistant 
The administrative assistant in this study referred to the clerical/operational, secretariat, 
and finance support staff The clerical/operational staff performed the clerical works 
such as filing or documents management, analyzing statistics, and preparation of 
monthly reports. The secretariat staff performed the tasks of taking shorthand, typing 
and managmg tile movements. The fmance staff assisted thc management staff in 
managing budgets. accounts, payrolls, loans and preparing financial reports. Under the 
Malaysian Iiemuneration System (Sistem Saraan Malaysia), the clerical/operational 
and secretariat support staff were categorized under the salary grade of N 17 (N 9) The 
finance statfwere placed under Grade W 17 (W 8). 

1.8.5 Amount of Computer Experience 
Amount of computer experience referred to the number of years an individual had been 
using the computer sohvare such as Word Processor (MS Words), Spread Sheet (MS 
Excel), Presentation (Power Point), Data Base (MS Access), Web Browser (MS 
Explorer) and Communication Tools (E-mail) on a regular basis. 

1.8.6 Number of Computer Courses Attended 
This was def ied  as the number of formal computer courses attended by the 
respondents. A formal computer course referred to any computer course, which was 
organized or sponsored by DBKU for its stalT 

1.8.7 Accessibility to Ofice Computers 
Accessibility to ofice computers referred to the respondents' level of ease to access 
the ofice computers for use in the ofice when they need to perform their work. The 
admnistrabve assistants who were provided with a personal computer to carry out their 
daily work can access to the ofice computers easily. On the other hand, the 
administrative assistants who were not provided with a personal computer may face 
difficulty in accessing the ofice computers and were categorized as having d&culty 
in accessing the office computers. 

1.8 Summary 
a s  chapter introduced the background of this study, the statement of the problem, 
research questions, research hypotheses, research Gamework, significance of study, 
h t a t i o n  of study and the definitions of some important terms used in this study. It 
formed the basis for understanding this study in the following chapters. 



CHAPTER TWO 

LITERATURE REVIEW 

2.0 Introduction 
This section discusses the findings from past research pertaining to the computer literacy 
and job performance among workers. It starts with the introduction ofE-Government and 
follows with the importance of computer literacy and job performance in E-Government 
and how are they measured. The discussions continue with the computer literacy and job 
performance levels of the administrative assistants based on the demographc dflerences. 
'This section concludes with a discussion on the relationship between computer literacy 
and job performance and why knowledge of this relationship is important. 

2.1 Computers and E-Government 
'The Malaysian E-Gol,emmznt is a multimedia net~vorked paperless administration 
link~ng government agencies ~vithin Putrajaya ~vith government centers around the 
c o u n c  to facilitate an eflicient senlce to the citizens. 'The \,ision of E-Government is 
one where government, business, and citizens work together Sorthe benefit of the nation. 
'The achievement of this vision calls for the application of intbrrnation and 
communication tcchnoloky to improve the productivi~ and increase sen'ice deliven 
channels ofthe civil senice.  

, . Ihe objectives of E-Government are to reinvent the government to make i t  more 
efficient and eff'ecti\.e and act as a catalyst for the realization of Vision 2020. In the E- 
Government implementation, one of the key commitments is using ICTs to meet the 
needs of citizens and businesses and not trailing behind on technological 
developments. The government has comnitted to ensure that all govemment sen'ices 
are deliverable electronically in years to come. This commitment is inextricably bound 
with the aim of improving service delivery to the public. 

'The E-Government is one of the most highlighted government projects to bring the 
nation into the digital age using ICTs (Moharnmad & Balan, 1999). This ICT erarequires 
workers who can think, create, calculate, and master the rudiments of computer 
applications. The office environment in this era is con~pelled to become more of an 
electronic office than ever before. 

Afsaneh and Kleiner (1 992) pointed out that the use of ICTs in offices would help ease 
the collection, storage, processing, retrieval and utilization of dormation on resources of 
all kinds. They added that the availability of computers would help shorten the time 
required to carry out a search, confirm availability ofresources and get more mfomation 
than if done manually. 

In order to implement E-Government successfUlly, the Malaysian workforce needs to be 
ICT literate. Despite having a well-developed telecommunication mfrastructure, 
Malaysia lacks knowledge workers. In a study of 49 countries, Malaysia was placed as 
28th in computer literacy (Greenwald, 1997). This study showed that Malaysian workers 
were not ready to actively adopt ICTs in their daily works. In order to overcome this 
problem, many computer literacy courses were carried out to train the civil workers. 



2.2 Computer Literacy 
Research has indicated that there is no globally accepted definition of computer literacy. 
DiEerent people hold dderent views about computer literacy. Since it was first 
introduced in the 19601s, the defimbon of computer literacy has dramatically changed 
(Yasin, Green, St Marwan., 1989; Dolg~te, 1987). 

Initially, the definition of computer literacy was based on the ability to write or read 
computer programs. Computer science professionals felt that to be computer literate, a 
person must be able to read and write computer programs in at least one of the common 
machine languages. Coburn, Kelman, Roberts, Synder, Watt, and Weimer (1 985) defined 
a computer literate as one who could do computer programming using a language such as 
FORTRAN, BASIC, or COBOL 

Iiowvever, some educationists were againsted this definition of computer litera?. People 
argued that a computer literate person merely needs to howv how to use a computer and 
does not need to h o w  aboilt programming. Anderson, Klassen, k o h n ,  and Sm~th- 
Cumien (1 982) concumntly viewed computer literacy as ~vhateverundemtanbgs, slcllls 
and attitudes one needs to flnction etTectively wvithin a given social role that directly 
involves computers. Simonson and Thompson (1 990) defined a computer literate as 
having the competencies to understand the basic principles of the computers as a system 
and potential applications for computers, and have positive attitudes toward computer 
and its related technologies. P a p r ~ c k i ,  Mitchell and Duckett (1 994) defied computer 
literacy as having the ability to use a computer for practical purposes. Langhome, 
Donham, Gross and Rchmke (1 989) viewed computer literacy as having the ability to 
perl-bm basic operations such as keying in data, printing, using a variety of applications 
such as \vord processing, spreadsheets, data bases graphics, desktop publishing, 
information storage and retrieval and computer-assisted instruction. 

Furthermore, with the shift away from mainframe machines and towards the increased 
use of more user-friendly personal computers (PCs), the earlier definitions were 
increasingly deemed as inappropriate whereas the latter d e h t i o n  increasingly became 
the basis for the plethora of computer literacy definitions currently found in the literature 
(Collins & Anderson, 1984). 

Given the various defmitions of computer literacy in the literature, for the purpose of this 
study, computer literacy was defined as the acquisition of computer knowledge, slulls 
and ability for its intelligent and efficient usage in one's task. It is the ability to use 
common computer sofhvare (such as Microsoft Word, Excel, Power Point, and Access) 
for practical task and the ability to use the Internet for purposes of communication (e- 
mailing) and obtaining Information (Internet Explorer). 

2.3 Job Performance 
There are various views about job performance. In other words, the term job performance 
can mean dserent things to ddferent people. Hiltrop and Despres (1 994) defined job 
performance as the value added in an activity or task achieved by an individual at work. 
Job performance is the employee's level of achievement against the standard determined 
by the employer. It is also viewed as the contribution by the employees to the 
organization (Mobberg & CaldweU, 1988). According to Johns ( 1  992), job performance 
is the degree to which the members of the organization contribute to reach the 
organizational objectives. Ivancevich and Matterson (1 996) viewed job perfo~mance as a 



function of the capacitv to perform, the opportunltl, to perform and the wdlmgness to 
perform. 

Whereas Cheng and Kdlleberg (1996) v ~ e u e d  job performance from the employer's 
pe~spect~ve Job performace can be measured dgamst certam standard In general, 
emploters view job qual~ty, job quantitv, and t m e  needed to accompl~sh a job as 
mportant factors m measunng job performance of their emplovees Job performance w 
measured uslng performance appraisal for the purpose of lmprovmg employee's job 
performance In the future Beslde that, ~t also can be used for the purposes of promot~on, 
reallocat~on a d  termlnatlon of emplovees (1 SUI, 1998) 

Fisher, Schoefeldt, and Shaw (1993) stated that one of the critical factors which 
contribute to an organization's long term success is its ability to appraise its emplovees' 
job pel-formance cfTcctively and to utilize tho feedback or lnformat~on collected from the 
appraisals to improve its existing weaknesses. They also found that the feedback h m  the 
appraisals could help the emplovees to undcrsttmd their contnbutlon towards the 
achievement of organ~znt~on's goals. At the same time they also have the opportunity to 
evaluate their own development which they have achieved. This is essential as the 
organization's success depends on its employees' job performance. 

TI-aditional job pcrfonnance appraisals have put emphasis on measuring of individual 
traits and general characteristics ol'thcir wo1-k. Examples of these traits are creativ~ty, 
initiative, adaptability, communication, working with others, judgement, and 
resourcefulness. This approach tended to measure employees on personality rather than 
on pcrformance. It can be called the individual-centered approach. 

However, several research studies have concluded that there is no connection between 
personal traits and perfomlance (Putti, 1989). The general findings were negative in 
nature. But one can nevcr totally ignore the fact that individual traits have a role in 
determining job perfomlance. As a result, the job-centered approach come into existence. 
This approach viewed an individual's performance in his present job as an important 
factor in judging him. Hence, the responsibilities and requirements of the current job 
assignment become the yardsticks against which performance is measured. The emphasis 
is on the particular requirement of the job and on comparing and relating the individual's 
performance to his major responsibilities. 

Another approach in the evolution ofjob performance appraisal method is the objective- 
centered approach. Under this approach, spec~fic objectives are established for each 
position. This approach emphasizes on the objectives that identify the specific results to 
be achieved over a given period oftime Pentley, 1996). Usually the given period of time 
is one year. At the end of this period, actual results achieved are measured against the 
original objectives planned and the results expected. According to Putti (1989), this 
process was derived &om the notion that job performance should not be measured by 
competencies or what is done. It should be measuring the outcomes and the results of an 
individual's effort. 

Thus, there appears to be a transition kom traits to job requirements and to objectives in 
measuring the job performance of individual employee. Figure 2.1 shows the 
revolutionary process in the appraisal system. 
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individuals job ln a job 

Figure 2.1 Evolutionaxy process In the appraisal system 

Objective- 
centered 

Approach 

To date, there is no one performance appraisal svsteln best suited for all organizations 
although the objective-centered approach is popular with rrlanv organizations (Putti. 
1989). The objective-centered approach overcomes the deficiencies of individual- 
ccntered and job-cenlered approaches. One of the reasons for the acceptabilitv and 
success ofthe objectivr-centered approach is the opportunity it oKers to the appraisws to 
get involved as an active participant in the appraisal process. 

I 

Individual- 
centered 

Approach 

Job performance can be measured in two ways; the formal and informal measurement 
Collins ( 1  993). Rating by giving points to individual enlployee is categorized as formal 
measurement. In the informal measurement, employee's performance is measured 
through the process of feedback. According to Mller ( 1  99 1) rating by using scales is 
necessary. It can be measured kom the aspects of knowledge levels, et-ficiency, 
employee's attitude while performing their task, work quality, attendance and 
punctuality, time required to accomplish the job, leadership skills, creativity and so on so 
forth. 

b 

Job-centered 
Approach 

For the purpose of this study, job performance was defined as the employees' self- 
perceived level of performance in carrying out their tasks from the physical and attitude 
aspects. From the physical aspect, job performance referred to the opportunity of being 
assigned to responsibility, attendance and punctuality, managing responsibilities and job 
eficiency. The attitude aspect referred to following order, on time, willingness to work 
overtime and initiative in doing the best 

b 

This study applied the combination of individual and job-centered approach in measuring 
job performance. This study felt that one could not ignore the role of personal traits 
because some of these traits bear significance in determining job performance. But at the 
same time, the responsibilities and requirement of the current job assignment should also 
be taken into account. 

Rating scales were used for rating job performance of the respondents in thls study. This 
method focused on the individuals who perform the job. The traits or characteristics of 
the individual were identded for a particularjob classification and individuals were rated 
on these using a five-point scale. The traits used for this study were opportunity of being 
assigned to responsibility, attendance and punctuality, managing responsibilities, job 
efficiency, following order, on time, willingness to work overtime, and initiative in doing 
the best. 



2.4 Relationship between Computer Literacy and Job Performance 
4 .;tud> tvas camed out in linited States among the college graduates to determme the 
relationship between their mproced computer skllls and job performance The Graduate 
Follow-Up Sunec (n d ), whlch uas  adrmnistered over the telephone to recent graduates 
of Iiio Salado College reported that out of a total of seventy-nine graduates pmclpated 
in the survey, seventy-three percent of them agreed or strongly agreed that their Improved 
computer skills enhanced job performance 

Mikuletoky and Winchester (1 983) in their study to determine the impact of current 
technological advances in health information systems in rural hospitals throughout 
southern Illinois noted that there was a relationship between job performance of nurses 
and their computer literacy level. Nurses who had high computer literacy levels were 
hund to have higher job perkbrmance levels. 

IJowever, according to Bentley (1 996) many people ha\,e the simple hypothesis that ifwe 
increase the level of competencies among employees then lmproved perforn~ance will 
follow. Unfortunately. his study reported that this hypothesis is not altvays correct. 
Although employees need to have the espected levels of computer competency, it is 
important to know what levels of competence are needed for what is expected. Only 
\vhen this information is available, it is then possible to enhance the competencies 
accordingly. This report suggested that unproving computer literacy do not necessary 
lead to improved job performance. Cambell, Mc Cloy, Oppler, and Sager (1993) 
concurrently stated that job perfo~mance is not only influenced by certain competency 
1evcl but added that i t  could also be influenced by other factors such as attitudes to\vard 
jobs, organizational culture, retvard system, and work environment. 

Previous findings reported the existence of positive relationship between computer 
literacy and job performance. People with higher computer literacy tended to have highs 
job performance. The espectation of this study was to find a positive relationship 
between computer literacy and job performance. Those who have hlghzr level of 
computer literacy should have better job performance. 

2.5 Differences in Computer Literacy and Job Performance Levels Based on 
Demographic Factors 

2.5.1 Computer Literacy and Age 
Age is one of the major concern and area of research in computer literacy. Studies found 
that young people are more lkely to be computer users and more computer literate than 
older groups (Marshall & Bannon, 1986). This is likely the result of ICT intensive 
educational programs in schools. In addition, older individuals tend to be slower to 
respond to the rapid changes in technology and the increased reliance on computers than 
younger individuals (Linden & Adams, 1992; Kelley, Morrell, Park, & Mayhorn, 1999). 

Rosen and Weil (1 995) reported that older people have higher computer anxiety and 
lower computer literacy levels. They attributed the lower computer literacy levels among 
the older people to their educational backgrounds. They went to school before the 
introduction of computers into the cuniculum. A similar situation may occur in Malaysia 
since the older employees were also educated during the time when computers were a 
rarity. 



However, Woodrow (1 99 1) found that age is not a signiiicant contributor to computer 
attitudes and literacy levels. Jusni (1 995) also did not find any significant differences in 
computer literacy levels between employees below and above forty years old. A 
possible reason for this situation could be older people are no less interested in using 
new technology than younger people. According to studies by researchers at the 
Georgia Institute of Technology, the banier is not an inability to learn how to use 
computers it is a lack of access and proper instruction (Azar, 1998). Fewer older adults 
have access to computers and other high-tech devices. 

The reports in the literature showed mix findings on relationship between age and 
computer literacy. The controversy of whether younger employees or the older group 
have hgher computer literacy levels still remains unsolved. Therefore, further studies are 
needed to investigate the existence of signscant differences in computer literacy for the 
respondents of different age groups. 

2.5.2 Computer Literacy and Number of Computer Courses Attended 
Sia (1  999) in his study on the relationship benveen attitudes toward computers and 
computer literacy among the secondary school teachers in Uri found significant 
dii'ferences in computer literacy levels based on the number of computer courses 
attended. Andrews (7000) also found significant digerences in computer literacy level 
between management personnel who had attended different numbers of computer 
training courses. Peoplc who had attended more computer courses had higher computer 
literacy level. 

The literature suggested that those who had attended more computer courses had a higher 
computer literacy level. This study will determine if the similar relationship between 
computer literacy and number of computer courses attended exist among the 
administrative assistants in DBKU. 

2.5.3 Computer Literacy and Amount of Computer Experience 
In studies among teachers, Sia (1 999) and Khoo (I 999) reported that there was a positive 
relationshp between computer literacy and experience in using computers. Both of them 
reported that teachers with more experience using computers generally had higher level 
of computer literacy. Andrews (2000) also found similar relationship between computer 
literacy and amount of computer experience among the educational management 
personnel. Educational management personnel who had more experience in using 
computers had a higher computer literacy level. These findings support the general 
hypothesis that those who have more computer experience would have a higher computer 
literacy level. 

It is of interest to investigate if dflerences in computer literacy levels exist among 
administrative assistants in DBKU based on amount of computer experience. If the 
amount of computer experience did influence the computer literacy levels, some 
interventions may be arranged to enhance the administrative assistants' computer literacy 
levels. 

2.5.4 Computer Literacy and Accessibility to Ofice Computers 
Lucas (2000) reported that the level of computer literacy increases when employees have 
easy access to the oflice computers. If an employee have to leave his or her office to find 
a computer to use, the computer usage levels decreases. Lucas (2000) concluded that 
lower computer usage levels could lead to lower computer literacy level. 



This study n ~ l l  mvestlgate if there are signliicant differences m computer l~teracy levels 
between the admmistrahte assistants m DBKlJ who have easq acczss to ofice computer 
and those who do not 

2.5.5 Job Performance and Age 
According to Czja (1997), many people tend to belief that when age increases the job 
performance will decrease. She found that older workers generally have a harder time 
competing with their young colleagues on tasks that require speed. She further reported 
that older workers have lower performance on computer related tasks than younger 
workers. 

I-Ion.ei.er, Gentile (1 994) found that it is not true for some cases. For example, he 
found that when age increases, the pcrfoimance of decision making would increase. 
Azar ( 1  998) and Gordon ( 1  993) pointed out that older people are as able to learn new 
tasks and adapt to new working condition as !,ounger ~vorkers. 

In the local contcst, Liew (2000) found no significant differences in job performance 
anlong the employees of DBKlJ based on age. But could it be only for specific cases'? 
IIcnce, marc study is needed to investigate if the same situation exists among the 
administrative assistants at DBKLJ because Liew (2000) did not study computer-related 
perfi)rn~ance. 

2.5.6 Job Performance and Number of Computer Courses Attended 
Ghml md  Deshpandc (1 993) reported stgniticant dityerence In job performance levels 
between employees nho  had nr\ er attended an> computer tralnlng courses w~th  those 
~vho had attended one to three computer training courses He huther reported that 
emplo!ees who had attended more computer trainlng courses had higher job 
performance lekel This study implled that number of computer tralnlng courses had an 
mfluence in job performance level 

This study aimed to investigate if dflerences in job performance among admnistrative 
assistants who had attended dfierent amount of computer courses existed. The finding 
can be valuable to the organization in planning strategies to enhance the administrative 
assistants' job performance. 

2.5.7 Job Performance and Amount of Computer Experience 
Studies had been conducted to determine if employees with more computer experience 
perform better than employees with less computer experience (Nebeker & Taturn, 
1993). In a study to determine factors mtluencing work performance, Czaja (1997) 
reported that the computer experience is correlated to job performance. Employees 
with more computer experience were performing better at their job. She further 
stressed that thls is due to more exposure to using computers results in better 
performance. 

It appears logical that those who had more computer experience would naturally have a 
higher job performance level. But computer experience will not increase job 
performance if the job is not computer-related. It is of interest to investigate if 
computer experience have an influence on job performance among the administrative 
assistants in DBKU. The finding would help in planning strategies for enhancing job 
performance. 



2.5.8 Job Performance and Accessibility to Ofice Computers 
Researcher hav~ng reviewed the literature through a search at the local libraries and on- 
lined search at Emerald L i b r q ,  Proquest and other general search engines such as 
Yahoo, Google, and Alta Vista, failed to discover studies on the relationship between job 
performance and accessibility to ofice computers in organizations. 

Nevertheless, it was of interest to this study to investigate the existence of sipficant 
ddferences in job performance based on the accessibility to ofice computers. If 
accessibility to ofice computers were found iniluencing the job performance level of the 
administrative assistants, the organization should consider making computers more 
accessible or can be accessed easily in the oiiice if the organization desired to enhance 
the administrative assistants' job performance level. 

2.6 Conclusion 
The literature suggested that computer literacy and job performance of the civil 
ivorkers are ve13 important factors that will dcte~mine the success of E-Government 
implementation. Administrative assistants wit11 high level of computer hteracy and job 
pa-formance can handle thelr daily work etficiently. Computer literacy and jot) 
performance have been variously defined in the literature. The literature showed no 
conclusive evidences that computer literacy and job performance is correlated. The 
relationship between computer literacy and job perfomlance and the differences in 
computer literacy and job performance based on demographic factors such as age, 
nunber of computer courses attended, amount of computer experience and 
accessibility to office computers are also not conclusive. The differing results reported 
could be due to diiferences in sampling methods, sample size, instruments used, as 
well as locations of study. Some researchers reported significance ddferences but 
others reported the opposite tindings or no differences in computer literacy and job 
performance based on the demographic factors above. 

2.7 Summary 
Thls chapter covered major areas of concerns pertaining to the study. It started with 
discussions on computers and E-Government. This was followed by definitions of 
computer literacy and job performance. Then it discussed on findings form previous 
studies on whether significant relationship exists behveen computer literacy and job 
performance. It further presented the findings fiom previous study on whether 
significant differences in computer literacy and job performance exist based on 
demographic factors such as age, computer courses attended, computer experience, and 
accessibility to oflice computers. 



CHAPTER THREE 

METHODOLOGY 

3.0 Introduction 
This chapter describes the methodology that was used in the study, encompassing the 
research design, population and sample, instrumentation, data collection procedures, 
and data analysis procedures. 

3.1 Research Design 
This study used the survey method to obtain data. Survey questionnaires were 
distributed to the respondents through the Head of Human Resource Division in 
DBKU. Questionnaire was used because it is less time-consuming, less expensive, able 
to cover a large number of subjects and may elicit more truthful responses as 
confidmtiality is guaranteed (Sekaran, 1992: Diggo~y, 1996: Frankel & Wallen. 1990). 

Accordlngl). there \+ere three mportant sets of data collected One was the 
dcmograph~c data of thc respondents, the second \+as the measure of computer llteraq 
levels and the third was the measure of job performance levels All these sets of data 
were collected ifom the respondents through a three-part questionnaire 

. . I he dependent va~iables investigated were computer literacy and job perfornlance 
levels. The independent variables were the demographic factors such as age groups, 
amount of computer courses attended, amount of computer experiences, accessibility to 
olficc computers. 

3.2 Research Location 
The location of this study was Kuching North City Hall (DBKU) office, which was 
situated at Bukit Siol. Jalan Semariang, Petra Jaya, 03050 Kuching. 

3.3 The Respondents 
There were a total of 86 administrative assistants in DBKU. They comprised 
clerical/operational secretariat and finance support staff. All of them were selected as 
respondents of this study. The questionnaires were adrmnistered to all the 
administrative assistants in DBKU. Fdy-five usable questionnaires were returned. 

There were slightly more female (54.5%, 30) as compared to male (45.5%, 25) 
respondents. Majority of the respondents were aged between 3 1-40 years old (6 1.8%, 
34), followed by those aged 30 years and below (32.7%, 18). Only three respondents 
(5.5%) were 41 years old and above. 

Slightly more than half (58.2%, 32)) of the respondents had attended one to three 
computer courses which were organized or sponsored by DBKU, followed by those 
had never attended any such courses (29.1%, 16). Only seven respondents (1 2.7%) had 
attended more than three computer courses. 

Twenty (36.4%) of the respondents had ten years or more of computer experience, 
followed by those who had seven to nine years of experience (29.1%, 16). Ten 



respondents (18.2%) had three years or less computer experience and the other nine 
respondents (16.4%) had four to six years of computer experience. 

The data also showed that most of the respondents (61.8%, 34) had dficulty in 
accessing the o 6 c e  computers when they need to accomplish their work as opposed to 
those who did not encounter such problem. 

3.4 The Research Instrument 
This study used a questionnaire to obtain the required data. The questionnaire consisted 
of three sections. Section A consisted of five items related to the respondents' 
demographic data such as gender, age, number of computer courses attended, computer 
experience, and accessibility to ofice computers. 

Section B measured the respondents' computer literacy level. Computer literacy was 
defmed as the respondents' self-perception of their level of knowledge, skills and 
understanding regarding common computer software applications such as word 
processors (MS Word), spreadsheet (MS Excel), presentation (MS Powerpoint), data 
base (MS Access), Web browser (MS Internet Explorer), and communication tool (e- 
mail). 

The computer literacy scale in this study was taken from the Digital Literacy Self- 
Assessment Questionnaire (n.d.). A total of forty items, which corresponded to the 
definition of computer literacy in this study, were selected. These items were divided 
into eight sub-sections. Each sub-section consisted of five items which measured each 
individual dimensions stated in the delinition. The general computer knowledge was 
measured by using items 1 - 5 in the questionnaire. The file management skills were 
measured with items 6 - 10, word processing skills with items 1 1 - 15, communication 
skills with items 16 - 20, Internet skills with items 2 1 - 25, spreadsheet skills with 
items 26 - 30, presentation skills with items 3 1 - 35, and database skills with items 36 
- 40. 

Section C comprised of 12 items related to the respondents' job performance level. It 
was taken i?om the survey questionnaire used by Thang (2001). The items involved 
measuring the respondent's degree of performance in carrying out their jobs fiom the 
physical and attitude aspects. All items corresponded to the d e f ~ t i o n  of job 
performance stated in the d e f ~ t i o n  of terms. The "opportunity of being assigned to 
responsibility" was measured by using items 1 and 4, "attendance rate" was measured 
with item 2, "managing responsibility" was measured with items 8 and 12, "job 
efficiency" was measured with item 9, "obeying to order" was n~easured with item 11, 
"on time during w o r k  was measured with item 10, "willingness to perform overtime 
and extra work" were measured with items 6 and 7, and "initiative in doing the job 
well and doing the best" were measured with items 3 and 5. 

The five-point Likert Scale corresponding to both computer literacy and job 
performance levels was provided. The computer literacy scale ranged fiom "None" to 
"Master" level of computer literacy. The job performance scale ranged from "Strongly 
disagree" to "Strongly agree". Section B and C required the respondents to self-report 
their responses based on these five-point Likert Scale. 



3.5. Pilot Test 
A pilot test Lvas carried out to determine the reliability of Section B and Section C of 
the questionnaire. Forty sets of questionnaire were administered to the admmstrative 
assistants of Bau Distnct Council, Bau District Ofice, and Sarawak Tourism Board. 
Thirty sets of questionnaire were collected back where four sets were incomplete. 
Hence, data fiom hventy-six sets of completed questionnaires were analyzed using The 
Statistical Package for Social Sciences (SPSS) to determine the Cronbach's Alpha 
values. 

The Crobach's Alpha values for Sect~on B (Computer L~teracq) and Sect~on C (Job 
Performance) were 0 98 and 0 92 respecovely The Cronbach's Alpha values obtained 
were acceptable and showed that the quesbonna~re \+as reliable and could be used for 
the purpose of this stud! 

3.6 Data Collection Procedure 
After obtaining approval from the I-Iurnan Resource Division, DBKIJ, the researcher 
met the Head of fluman Resource Division to discuss on when and how to distribute 
the survey questionnaires. 

Eighty-six sets of questionnaire were distributed through the Head of Human Kesource 
Division on the 36 " February, 2003. The researcher collected back the questionnaires 
a week after the distnbution of the questionnaires through the Head of Human 
Resource Division. Out of the 86 sets of questionnaire distnbuted, only 55 sets 
(63.9%) were fully answered. The completed questionnaires at 55 (63.9%) were 
acceptable as Gay (1 996) suggested that a return rate of 50 % 1s acceptable for a survey 
design. 

3.7 Data Analysis Procedure 
The data collected were analyzed using the Statistical Package for Social Sciences 
(SPSS). The data were ana1,yzed according to the research objectives stated in chapter 
one. 

3.7.1 Computer Literacy Level 
This section consisted of 40 items. Each of the 40 items in h s  section had scores of 1 
= None, 2 = Little, 3 = Average, 4 = Above average, and 5 =Master. Respondents' raw 
scores for all 40 items were summed. Hence, the maximum score foieach respondent 
was 40 X 5 = 200: whlle the minimum score was 40 X 1 = 40. 

The range of scores for the dserent computer literacy levels was then calculated as 
follow; 

Step 1. Find the difference between the highest and lowest score values contained in 
the original data and add (1) to obtain the total number of scores. 

Step 2. Divide the total number of scores by the number of class intervals to obtain 
the number of scores in each class interval. 

Step 3. Subtract 0.5 from the lowest score in the data as the minimum value in the 
lowest class and add to the score for each class to obtain the maximum score for this 



class. After that, follow these procedures for successive hlgher class until all the scores 
are included in their appropriate classes. In this scale, the difference between the 
maximum and minimum scores was 200 - 40 = 160. Adding (I) to this dfierence gave 
a total number of scores of 16 1. This total score (1 6 1) was then divided by the five 
classes of computer literacy levels (161 + 5 = 32.2) to obtain 32.2 as the number of 
scores for each class. The minimum score in the lowest class was 40. Subtract 0.5 &om 
the lowest score to obtain the lowest boundary of 39.5. Thus the maximum score for 
the lowest class would be 39.5 + 32.2 = 71.7. So, the range of scores for the lowest 
class of computer literacy level was 39.5 to 7 1.7. Following thls procedure, the range 
of scores for the subsequent classes were obtained and shown in table 3.1. 

Table 3.1 
Distribution of Computer Literacv Scores and their Levels 

Scores Computer Literacy Levels 
39.5 - 7 1.7 Novice 

Beginner 
Intermediate 
Advance 
Ex~ert  

3.7.2 Job Performance Level 
For this section, a five-ponit Likert Scale of Sh-ongly Disagree (I), Disagree (2), 
Neutral (3), Agree (4) and Strongly agree (5) was used to indicate the subjects' 
responses to every items in the scale. The determination of job performance levels was 
done using the same procedures as in 3.8.1.1. The distribution is shown in Table 3.2. 

Table 3.2 
Distribution of Job Performance Scores and their Levels 

Scores Job Performance Levels 
11.5-21.3 VW LOW 
21.3 -31.1 LO; 

31.1 -40.9 Average 
40.9 - 50.9 f i g h  
50.9 -- 60.5 Very High 

3.73 Descriptive Analysis 
Descriptive analysis was used to describe the computer literacy and job performance 
levels. Frequency (f), percentage (%), and mean were used to describe them. 

3.74 Inferential Analysis 
Table 3.3 shows the type of Inferential analysis carried out for each research questions 
stated in chapter one. For each of the inferential analysis, the confidence level was 
fixed at 0.05. 



Table 3.3 
T w e  of Inferential Analyses Used for each of the Null Hypotheses 

Null Hypotheses Statistical - - 
Analysis 

6, There was no signiiicant relationship between computer 
literacy and job performance among the adrmnistrative Pearson 
assistants in DBKU. Correlation 

HO2 There was no significant dfierence in computer literacy 
levels behveen the administrative assistants kom One-way ANOVA 
different age groups. & Tukey's HSD 

1-b3 There was no significant dfierence in computer literacy 
levels between the administrative assistants with One-way ANOVA 
dd%rent number of computer courses attended. & Tukey 's I-ISD 

1-4, There was no signiiicant dfierence in computer literacy 
levels between the administrative assistants with One-way ANOVA 
difierent number of computer experience. & Tukey's HSD 

I-Io5 'There was no significant ddYerence in computer literacy 
levels between the administrative assistants who have easy 
access to office computers and those who have dit3culty 
accessing ofice computers. Independent t-test 

HW There was no significant difference in job performance 
levels between the administrative assistants form 

different age groups. One-way ANOVA 
& Tukey's HSD 

& There was no signficant difference in job performance 
levels between the administrative assistants with different One-way ANOVA 
number of computer courses attended. & Tukey's HSD 

H08 There was no sigdicant dfference in job performance 
levels between the administrative assistants with dfierent One-way ANOVA 
amount of computer experience. & Tukey's HSD 

& There was no signscant ddTerence in computer literacy 
levels between the administrative assistants who have easy 
access to office computers and those who have difficulty 
in accessing office computers Independent t-test 

3.8 Summary 
This chapter outlined the research methodology used in this study. The development of 
questionnaire and the procedure for data collection and analysis were also discussed in 
this chapter. The following chapter discusses the findings of the study. 



C U T E R  FOUR 

FINDINGS 

4.0 Introduction 
This chapter presents and discusses the results of the study based on the research 
questions and research hypotheses as stated in chapter one. 

4.1 Computer Literacy Level 
Research question investigated was "What is the computer literacy level of the 
administrative assistants in DBKU'?" As shown in Table 4. I ,  a third of the respondents 
(36.4%, 20) perceived themselves to be at the "intermediate level" of computer 
literacy. Around a quarter (23.6%, 13) felt that they were at the "advance level" of 
computer literacy. An equal number of respondents (1 4.5%, 8) perceived themselves to 
be "beginner" and "espert" computer users. Sis respondents (10.9%) felt that they 
were at the "novice level" of computer literacy. 

Table 4.1 
Dlsbbution of Respondents by Computer Literacv Levels 

Score Computer Frequency Percentage 
Literacy Level 

39.5 - 7 1.7 Novice 6 10.9 
71.7 - 103.9 Beginner 8 14.5 

103.9 - 136.1 Intermediate 20 36.4 
136.1 - 168.3 Advance 13 23.6 
168.3 - 200.5 Espert 8 14.5 
Total 55 100.0 

4.2 Job Performance Level 
The research questions studied was "What is the job performance level of the 
adrmnistrative assistants in DBKU?" Referring to Table 4.2, more than half (60%, 33) 
of respondents perceived themselves to be at the "high level" of job performance. 
About a quarter (20%, 11) of respondents felt that they were at "average level" of job 
performance. Nine respondents (16.4%) perceived themselves to be at "very high 
level" of job performance. 



Table 4.2 
Distribution of Respondents bv Job Performance Levels 

Score Job Performance Frequency Percentage 
Level 

11.5-21.3 Very Low 1 1.8 
21.3 -31.1 LOW 1 1.8 
31.1 -40.9 Average 11 20.0 
40.9 - 50.7 High 3 3 60 .O 
50 7 - 60.5 v e s ,  High 9 16.4 
Total 55 100.0 

4.3 Relationship between Computer Literacy and Job Performance 
This study suggested the null hypothesis that there was no significant relationship 
between computer literacy and job performance among the administrative assistants in 
DHKU. The Pearson Coefticicnt (r) test was used to determine the significance of 
relationship between computer literacy and job performance. As indicated by the p- 
value (0.360) and r-value (0.126), the relationship between computer literacy and job 
pel-fo~mancr: was not significant. 

4.4 Differences in Computer Literacy Levels Based on Age, Number of 
Computer Courses Attended, Amount of Computer Experience and 
Accessibility to OfXce Computers 

1.1.1 Differences in Computer Literacy Levels Based on Age 
The null hypothesis of no significant dflerence in computer literacy levels between the 
admrnistrative assistants from dfierence age groups were proposed for thls study. The 
results of One-way ANOVA in Table 4.3 showed that there were significant 
dln'erences in compute literacy levels between adrmnistrative assistants from daerent 
age groups (F (2,52)=0.741, p=<0.05). 

Tukey's HSD test (Table 4.4) showed that computer literacy levels for adrmnistrative 
assistants aged 30 and below were s i m c a n t l y  higher than those aged between thirty- 
one to forty. 

Table 4.3 
Results of One-way ANOVA for dfierences in computer literacv levels based on 
ditrerent age groups 

Sum of Mean 
Square d f Square F Sig. 

Between Groups 10910.66 2 5455.33 0.741 * 0.030 
Within Groups 75838.33 52 1458.43 
Total 86748.98 54 
Note: * p = < 0.05 



Table 4.4 
Result of Tukey's HSD for pair-wise comparison of differences in computer literacv 
levels based on digerent age groups. 

Age Groups 30 & below 4 1 & above 3 1 - 40 
Mean 1444.4 124.6 115.9 

30 & below 1444.4 0.216 0.035* 
4 1 & above 124.6 0.862 
31 - 4 0  l 15.9 
Note: *p = < 0.05 

4.3.2 Differences in Computer Literacy Levels Based on Number of Computer 
Courses Attended 

The null hypothesis suggested that there was no significant dBerence in computer 
literacy levels between the administrative assistants who had attended diEerent number 
of computer courses. The result of One-way ANOVA in Table 4.5 showed that there 
were signficant d8erences in computer literacy levels between groups of 
administrative assistants who had attended different number of computer courses 
(7;(2,52)=5.104, p=<0.01). Tukey's HSD test (Table 4.6) showed that adrmnistrative 
assistants that attended more than four computer courses had higher computer literacy 
levels than those ~vho  had never attcnded any computer courses. 

Table 4.5 
Result of One-wav ANOVA for differences in computer literacv levels based on 
dit'ferent number of computer courses attended 

Sum of Square df Mean 
Square F Sig. 

Between Groups 14235.68 2 71 17.84 5.104** 0.009 
Within Groups 72513.30 52 1394.49 
Total 86748.98 54 
Note: ** p = < 0.01 



Table 4.6 
&It of Tukev's HSD for pair-wise comparison of differences in computer literacy 
levels based on diEerent number of computer courses attended. 

No. of Computer Courses 
Attended 4 & above 1-3 Never 

Mean 157.3 129.0 103 .O 
4 & above 157.3 
1-3 129.0 
Never 103.0 
Note: *p = < 0.05 

4.43 Differences in Computer Literacy Levels Based on Computer Experience 
The null hypothesis proposed was "There is no si@cant difference in computer 
literacy levels between the administrative assistants with dBerent years of computer 
experience". The result of One-way ANOVA in Table 4.7 showed that there were 
sigmficant diflerences in computer literacy levels between groups of administrative 
assistants with different amount of computer experiences (F(3,5 1 = 4.052), p = ,0.05). 
Tukey's HSD test (Table 4.8) showed that administrative assistants with four to six 
years and less than three years of computer experience had siplficantly lower 
computer literacy levels compared to administrative assistants with more than ten years 
of computer experience. 

Table 4.7 
Result of One-wav ANOVA for differences in computer literacy levels based on 
different amount of computer experience. 

Sum of Mean 
Square df Square F Sig. 

Between Groups 16695.96 3 5565.32 4.052 0.012* 
Within Groups 70053.02 51 1373.59 
Total 86748.98 54 
Note: p = < 0.05 

Table 4.8 
Results of Tukev's HSD for pair-wise comparison of difference in commter literacy 
levels based on different 'mount of computer experience. 

Computer Experience 1Oyrs& 3 yrs & 
above 7-9 years 4-6 yrs below 

Mean 143.6 127.4 102.4 102.3 
10 yrs & above 143.6 0.566 0.039* 0.029* 
7-9 y r ~  127.4 0.380 0.345 
4-6 yrs 102.4 1 .OOO 
3 yrs &below 102.3 
Note: * p = < 0.05 



1.4.1 Differences in Computer Literacy Levels Based on Accessibility to Office 
Computers. 

This study proposed the null hypothesis that there was no sigmiicant difference in 
computer literacy levels between the administrative assistants who had easy access to 
ofice computers and those who had difficulty in accessing office computers. Table 4.9 
showed that there was a significant difference in computer literacy levels between the 
administrative assistants who had easy access to office computers and those who had 
dlficulty accessing office computers (t (53) = -3.120, p = ~ 0 . 0 5 ) .  Administrative 
assistants who had easy access to ofice computers had higher computer literacy (M = 
136.9) as compared to those who had difficulty accessing office computers (M = 
104.7). 

Table 4 9 
Results of Indeuendent t-test for computer literacv levels and accessibilik to office 
computers 

Mean SD df t Slg. N 
No 104.7 36.99 53 -3.120' 0.038 2 1 
Yes 136.9 37.3 1 24 
Note: * p = < 0.05 

1.5 Differences in Job Performance Levels Based on Age, Number of 
Computer Courses Attended, Amount of Computer Experience and 
Accessibility to Oflice Computers 

15.1 Differences in Job Performance Levels Based on Age 
The null hypothesis of no significant diRerence in job performance levels between the 
administrative assistants form dfierent age groups were suggested for this study. 
Referring to the One-way ANOVA results shown in Table 4.10, there was no 
si@cant difference in job performance levels based on the administrative assistants' 
age groups (F (2, 52) = 1.232, p = 0.300). 

Table 4.10 
Results of One-wav ANOVA for differences in iob verformance levels based on 
different ape proups 

Sum of Me an 
Square d f Square F Sig. 

Between Groups 143.98 2 71.99 1.232 0.300 
Within Groups 3038.93 52 58.44 
Total 3182.91 54 



1.5.2 Differences in Job Performance Levels Based on Number of Computer 
Courses Attended 

This study suggested the null hypothesis that there was no significant difference in job 
performance levels behveen the administrative assistants who had attended dfierent 
number of computer courses. One-way ANOVA test results in Table 4.1 1 showed that 
there was no significant difference in job performance levels based on the 
administrative assistants who had attended dfierent number of computer courses (F (2, 
52)= 1.199,p=0.310).  

Table 4.1 1 
Results of One-wav ANOVA for difference in iob performance levels based on 
d8erent number of computer courses attended 

Mean 
Sum of Square df Square I: Sig. 

Between Groups 11026 7 7013  1199 0.3 10 
Within C+roups 3042.65 5 2 58.5 1 
Total 3 182.91 54 

45.3 Difference in Job Performance Levels Based on Computer Experience 
The null hjpothesis suggested was "There is no significant digerence in job 
performance levels behveen the administrative assistants who had attended dflerent 
number of computer courses." Referring to the One-way ANOVA result in Table 4.12, 
there was no sipiticant dfierence in computer literacy levels based on the 
administrative assistants' amount of computer experiences (F (331) = 2.024, p = 
0.122). 

Table 4.12 
Result of One-wav ANOVA for difference in lob performance based on dfierent 
amount of computer experience 

Sum of Mean 
Square df Square F Sig. 

Between Groups 338.68 3 1 12.89 2.024 0.122 
Within Groups 2844.23 5 1 55.77 
Total 3 182.91 5 4 



4.5.4 Differences in Job Performance Levels Based on Accessibility to Office 
Computers 

'The null hqpothesls suggested was "There is no simcant dfierence in job 
performance levels between the administrative assistants who had easy access to the 
office computers and those who have difficulty in accessing office computers." As 
s h o w  in Table 4.1 3, the results of the Independent t-test indicated no significant 
dfierence in job performance levels existed between admistrative assistants who had 
easy access to office computers (M = 45.5) and those who had difficulty in accessing 
ofice computers (M = 44.9). 

Table 4.13 
Result of Independent t-test for dfierence in job performance levels based on 
accessibilitv to ofice computers 

Standard 
Mean Deviation df t Sig. N 

NO 44.9 4.99 53 -0.277 0.783 2 1 
Yes 45.5 9.0 1 3 4 

1.6 Summary 
This chapter presented the findings of this study. First, the computer literacy and job 
pe~hnnance levels of the respondents were presented. Then the relationship between 
computer literacy and job performance was put forth. Finally, the diiTerences in 
computer literacy and job performance levels based on different factors were 
presented. 



CHAPTER FIVE 

DlSCUSSlONS AND CONCLUSIONS 

5.0 Introduction 
This chapter contains a summary of the study, discussion on the findings, conclusions 
ofthe study, and recommendations Ibr hture research and practices. 

5.1 A summary of the study 
'fhis study was carried out in Kuching North City tiall (DBKU). The respondents of 
th~s  study were the administrative assistants of DBKU. The main objectives of' this 
study were to find out; 

a. ~vhat was thc computer literacy Icvel of'tlie adml~iistrative assistants 
in IIBKIJ; 

h what was the job petl'ommance lc\,cl of the ahllnistrative assistants in 
Ul3KI J: 

c. was there a signdicant sclationsh~p between computer literacy and 
job performance among thc administrative assistants in DHKU, 

d. were there signiiicant dilyerenccs m computer literacv levels between 
the adminisGati\,e assistants bascd o n  age. n~rlnber of computer 
courses attended, computer e\perieIice, and accessib~l~ty to office 
computers, 

e were thcre slpdicant dilyerences in job performa~ice levels between 
the admln~stratlve assstants based on age, number of computer 
courses attended, computer experience, and accessibility to oilice 
colnp uters 

A questionnaire was developed to collect demographic data, computer literacy and job 
pei-iormance levels. The computer literacy section of the questionnaire consisted of 40 
items, and was adopted from the Digital Literacy Self-Assessment Questionnaire (n.d.). 
The job perfonnance section of questionnaire consisted of 12 items taken !iom the 
research instrument used by Thang (200 1). The questionnaire was pilot tested with 26 
administrative assistants of Bau Uistnct Ofice, Bau District Council, and the Sarawak 
Tourism Board. The reliability index (Alpha value = 0.97) for the questionnaire was 
appropriate for use in the actual study. The questionnaires were administered to the 
administrative assistants in DHKU. Out of the 86 questionnaires distributed, 55 sets 
were fully completed and used in the analysis. 

The data collected was analyzed using SPSS Version 10.0. Descriptive statistics were 
used to determine the computer literacy and job performance levels. The null 
hypotheses were tested with Pearson Correlation, independent t-tests and One-way 
ANOVA. If a significant difference was found in the One-way ANOVA, the Tukey's 
HSD test was used to detect pair-wise differences in computer literacy and job 
performance levels for the various levels in the independent variables. 



5.2 Discussion 

5.2.1 Computer Literacy Levels 
The results of the study revealed that a third (36.4%, 20) of the respondents had 
"intermediate level" of computer literacy. It implied that most of them could perform 
computer-related tasks, but struggled in some areas. They could complete comples 
work but often needed help to figure thmgs out 

Approsinlately a quarter (23.6%, 13) of the respondents felt that they were at the 
"advance level" of computer literacy. This finding indicated that these administrative 
assistants were able to complete comples tasks and solve problems as they arose and 
were often consulted bv their fellow colleagues. They could perform the computer- 
related tasks repeatedly with great success or can perform tasks without any problem. 

An cclual number of respondents (14.5%, 8) perceived themselves to be "beginner" and 
"espert" computer users. The "beginners" had little computer experience and were just 
able to complete some basic computer-related tasks. They had a basic understanding of 
computers, but could not perform the tasks successfully without assistance. More 
computer trainings were required to develop their computer literacy. On the other hand, 
"espert" computer users had the ability to complete comples computer-related tasks. 
solve problems as they arose and were able to make changes to soflware, operational 
systems, and were able to maintain computers and make them perform better. They had 
mastered the technology and could perform the tasks without any problems. They also 
had the ability to train othe~s.  

Sis lespondents (1 0.9%) felt that they were at the "novice level" of computer literacy. 
This group of respondents had vely limited computcr knowledge and skills regarding 
computers. They had no understanding of computers. They did not know how to do 
basic computer-related tasks. 

5.2.2 Job Performance Levels 
A majority (60%, 33) of respondents perceived themselves to be at the "high level" of 
job performance. About a quarter (20%, 1 1 )  of respondents felt that they were at 
"average level" ofjob performance. Nine respondents (1 6.4%) perceived themselves to 
be at the "very high level" ofjob performance. 

Results in h s  study were consistent with the findings reported by Liew (2000). She 
found that most of the support staff, which included the administrative assistants in 
DBKU had "average" and "high level" of job pe~fomance and none of them was 
categorized in the category of "low level" of job performance. But such comparison 
may not be valid because the job performance scale, subjects and the nature of work in 
h s  study were different fkom that employed by Liew (2000). 

These h d i n g s  implied that most of the administrative assistants in DBKU performed 
their job well. A majority of them were reported to have high or very hgh level of job 
performance. Most of them were willing to work hard to achieve the organizational 
goals. Since 1990, DBKU had successllly adopted Total Quality Management, 
winning various awards at the state and national levels such as The Prime Minister 
Award and The Chief Minister Trophy On Quality Management, I S 0  9001 



Certification On Quallt?. and IS0  14001 Certification On Cnvuonmental Management 
System 

5.2.3 Relationship between Computer Literacy and Job Performance 
As indicated by the p-value (0.360) and r-value (0.126) in the result, the relationship 
between computer literacy and job performance among the administrative assistants in 
DBKU was not significant. This result implied that adrmnistrative assistants who had 
high computer literacy levels did not necessarily have high job performance level and 
vice versa. 

This finding was contradictory to the findings iYom the Graduate Folloiv-Up Survey 
(n.d.) and Mikuletoky and Winchester (1 983). They reported that employees who had 
higher computer literacy levels also had higher job performance levels. This is because 
people who are more familiar \cith computers find i t  easier to perform thelr job. 
kIo~ve\.er. it depends on how much their job is computer-related. The possible reasons 
for the contr.:ldicton. of these t1i.o findings could be due to difYerenccs in respondents. 
t y e  of job perf'ormed. and the scales used in the studies. 

llowever, this finding ivas consistent with finding irom Rentley (1996). IHe reported 
th:rt impro\.ing computer literacy need not necessary lead to improved job 
pe~forn~ancc This 1s because the level of job perftmnancz does not depend solely on 
the computer literacy level. Job perfonance could be influenced by other factors like 
the employees' attitudes toward their jobs re\vards system, organizational culture, and 
\vork environment (Camhell, Mc Cloy, Oppler, 81 Sager, 1993). It is of important that 
the organization will not fell into the pitfall of improving it5 employees' job 
perfo~mancc levels by only looking for ways and means to uplift their computer 
litcracy levels without considering other factors. 

5.2.4 Differences in Computer Literacy and Job Performance Levels Based on 
Age, Number of Computer Courses Attended, Amount of Computer 
Experience and Accessibility to Ofice Computers 

5.2.4.1 Age 
This study found that administratwe assistants kom the youngest age group (30 years 
and below) had the "advance level" of computer literacy. Respondents aged over 40 
years old were at the "intermediate level". Respondents aged between 3 1 to 40 years 
old were reported to have the lowest computer literacy level. They were at the 
"intermediate level". There was a significant difference in computer literacy between 
respondents from different age groups. The younger group of administrative assistants 
(30 years old and below) had the highest computer literacy levels compared to other 
two groups. 

On the other hand, this study did not fmd sipdicant daerences in job performance 
levels between administrative assistants in DBKU based on age. This finding implied 
that regardless of age, majority of the administrative assistants had "high job 
performance levels. Age did not affect their job performance. This is good news for the 
organization because everyone, young or old worked equally hard for the organization. 
This finding was consistent with the findings reported by Gordon (1 993) which found 
that job performance would not decline according to age. But this finding contradicted 



with the Smding Czaja (1997) and Gentile (1994) which reported that older people 
perform worse than younger people. 

5.2.4.2 Number of Computer Courses Attended 
T h s  study found a signiticant daerence in computer literacy level between 
a b s t r a t i v e  assistants who have attended different number of computer courses. 
This finding was consistent with the frndings of Sia (1 999) and Andrews (2000) who 
reported significant daerences in computer literacy level based on difierent number of 
computer courses attended. They found that employees who had attended more 
computer courses had better computer literacy. The finding could be due to the fact 
that exposure to more computer training results in better understanding and more 
competent in using computers. Hence, providing administrative assistants with more 
computer courses could be one of the ways to improve their computer literacy levels. 

However, the finding in this study found no signiticant difference in job performance 
levels bet~veen administrative assistants who had attended different number of 
computer courses. It indicated that increasing the number of computer courses attended 
bv the administrative assistants did not necessarily results in improved job 
performance. 

5.2.1.3 Amount of Computer Experience 
This study found a significant difference in computer literacy level between 
administrative assistants with diEerent years of computer experience. It shows that 
administrative assistants with more computer experience had hgher computer literacy 
levels. This finding was consistent with Sidings fiom Sia (1999), Khoo (1999) and 
Andrews (2000). They found that having more computer experience resulted in better 
computer literacy levels. These findings including those in this study confirmed the 
possibility that respondents who had more computer experience also had higher 
computer literacy levels. Longer years of working with computers resulted in one 
being more knowledgeable, skillful and familiar with computers and computer 
software, thus resulting in higher computer literacy levels. 

On the other hand, tlus study did not find any sigmficant difference in job performance 
among the administrative assistants based on computer experience. Thls finding 
contradicted with findings of Czaja (1 997) who reported existence of dflerences in job 
performance between workers with more computer experience and those who had less 
computer experience. Czaja (1997) in a study involving a group of workers with 
different amount of experience using c~mputers in United State found that workers 
who had more experience in using computers performed their job better. The 
dflerences in their findings could be that the tasks that administrative assistants in this 
study had to perform were not intensively computer-related. 

5.2.4.4 Accessibility to Office Computers 
a s  study found a sigmficant difference in computer literacy levels between 
admhstrative assistants who had easy access to ofice computers and those who had 
dtfficulty accessing office computers. T h ~ s  finding contradicted the findings reported 
by Andrews (2000) who conducted a study among the administrative personnel in rural 
secondary schools in Kuching. He reported that there were no s i g d c a n t  differences in 
computer literacy levels between administrative personnel who had easy access to 
ofice computers and those who had difficulty accessing office computers. He 



concluded that a possible reason for the lack of differences in computer literacy levels 
based on accessibility to office computers among the administrative personnel in 
schools was due to the high (90%) of computer ownership among them. He further 
explained that their ownership of computers would have determined their computer 
literacy levels regardless of whether they have accessed to computers in the workplace 
or not. However, this study did not investigate the ownership of computers among the 
respondents. So comparison in this way may not be valid. 

Based on results in previous sections, it could be concluded that adrmnistrative 
assistants with easy accessibility to oflice computers would have more exposure to 
using computers. Increased computer usage thus led to the a h s t r a t i v e  assistants 
having higher computer literacy level. It is imperative that administrative assistants in 
DHKU be supplied enough computers in their workplace so that their computer 
esperience and cotnputer literacy levels would be uplfied. 

On the other hand, this study found that having easy access to oflice computers did not 
improve the administrative assistants' job performance. I t  could be due to the reason 
that thls study did not investigate the nature of their job. It did not investigate how 
much of i t  was computer related. Further more, job performance could be affected by 
other factors such as employees' attitude, organization culture, and work environment. 

5.3 Conclusions and Recommendations 
The findings of this study showed no significant relationship between computer 
literacy and job performance among the adnlinistrative assistants in DBKU. It implied 
that manipulations of either variable would have no effect on the other variable. Efforts 
to increase computer literacy level may not produce corresponding effect on job 
performance. DBKU management should be aware that to increase job performance, 
there may be a need to improve other factors such as employee's attitude, 
organizational culture, and work environment as well. 

The findings fi.uther revealed that admmistrative assistants aged thuty years and below 
had the highest level of computer literacy as compared to other older groups. DBKU 
should assist the older admmistrative assistants to improve their computer literacy by 
providing them with more computer training. 

Admmistrative assistants who had attended more computer courses had higher 
computer literacy level. DBKU should be aware that providing computer courses to 
admuustrative assistants could be another important consideration in promoting ICTs 
in the work place. Decentralized training and peer teaching are possible alternatives as 
findings showed that only a handful (14.5%) of administrative assistants perceived 
themselves as expert users. Further more, DBKU should also assist their admmstrative 
assistants to buy and use computers through loan schemes. 

This study found that administrative who had easy access to ofice computers had 
higher computer literacy Ievel a s  compared to those who faced dficulty in accessing 
ofice computers. Having easy access to a computer in the office would encourage 
administrative assistants to use it more frequently. This would result in more computer 
experience and finally leads to higher computer literacy level. 



Finally, DBKU should take note that there is no significant difference in job 
performance between the administrative assistants fiom different age groups. Thus the 
management should not have age stereotypes. They should appreciate every 
contribution given by administrative assistant regardless of their age. They should be 
rewarded fairly irrespective of any age group. 

The following are some recommendations for future researchers who would be 
interested in the study of computer literacy and job performance: 

a) This study was confined to the administrative assistants in DBKU. It is 
recommended that simdar studies be carried out in other government 
organizations. This would give a clearer view of the relationship between 
computer litcracy and job performance. 

b) A similar study could also be carried out in the private sector. Such study 
would provide findings for comparison to identlfy appropriate intervention 
measures to be taken to enhance both computer literacy and job performance. 

c> This study found no significant relationship between computer literacy and 
job performance. It could be due to this study did not investigate how much of 
the administrative assistants' job is computer related. Future research can 
investigate the nature of their job and how much of it is computer related. 

d) Future researchers should also measure job performance not just through the 
respondents' self-perceptions but also obtain data fiom peers and supervisors. 

e) This study did not include the number of the computer courses attended 
outside DBKU. The future researchers should consider including the 
computer courses attended outside DBKU to obtain a clearer picture of the 
computer literacy levels of the administrative assistants. 

f l  The items listed in the instrument measuring job performance were rather too 
few and some items tended to elicit positive response fiom the respondents. A 
more comprehensive instrument should be used in the future research. 

5.4 Summary 
This chapter put forward a summary of the study, discussion of the findings, and 
conclusions and recommendations for the organization and future researchers. 
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20 Januari 2003 

Kaiian Literasi Komputer dan Prestasi Keda 

Kajian ini adalah sebahagian daripada syarat program sarjana yang saya ikut~ dl 
UNIMAS. Ia bertujuan mengumpul data untuk memaharni perhubungan di antara 
literasi komputer dan prestasi ke rja di kalangan pembantu tadbir di DBKU. 

Borang kaji selidik ini terbahagi kepada: 

Bahagian A: Maklurnat Latar Belakang 

Bahagian B: Literasi Komputer 

Bahagian C: Prestasi Ke rja 

Instrumen ini bukan satu ujian. Namun begitu, jawapan ikhlas daripada tuanlpuan 
adalah sangat dlhargai. Segala data kajian ini adalah sulit dan hanya digunakan untuk 
tujuan akademik sahaja. 

Sila tandakan respon anda dengan tanda ( d )  dan jawab semua item. 

Ke jasarna tuanlpuan didahului dengan ribuan terima kasih. 

Yang benar, 

(CHEE KIN SIONG) 
630808-13-519 1 
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Questionnaire 
Soul Selidik Kajian 

Computer Literacy and Job Performance among Administrative 
Assistants in Kuching North City Hall. 

Literasi Korryluter dun Prestasi Kerjn di kalangan Pembantu Tadbir di 
Dmvatt Bandaraya Kucltitrg Utara 

All Information Is Confidential 

Semua Maklumat Adalah Dirahsiakan 

Researcher 

Pengkaji 

Chee Kin Siong 

Faculty of Cognitive Science and Human Development 
University Malaysia Sarawak 

Kota Sarnarahan 
Sarawak 



Section A : Background Information 

Bahagian A : hfaklumat Latarbelakang 

Please tick (4 or fill the appropriate response where necessary. 
Sila tandakan ( Y/) atau isikan dengan respon yang sesuai di mana perlu. 

1. Gender: 
Jantina: 

Male 
Lelaki 

Female 
Pererr~puan 

2. Age: 30 yrs & below 
Gm u I-: 30 tahun ke bawah 

3 1 -40 ITS 

31-40 tahun 

4 1 yrs & above 
41 tallun ke atas 

3. Number of computer courses conducted~sponsored by DBKU that you had 
ever attended: 

Bilangan kursus komputeryang dikndalikan/ditaja oleh DBKU pernah anda 
hadiri: 

Never 
Tidak Pernah 

1 - 3 times 
1 - 3 h l i  

4 times & above 
4 kali ke atas 

4. Can the computers in your office be accessed easily when you need them to 
do your work? 
Adakah komputer di pejabat anda mudah dicapai apabila anda 
nlemerlukannya untuk membuat kerja? 

Yes 
Ya 

No 
Tidak 



5. How long have you used computers'? 
Berapa lamakah sudah anda gunakan komputer ? 

3 yrs & below 
3 tahun ke bawah 

4-6 yrs 
4-6 tahun 

7-9 yrs 
7-9 tahun 

I 10 yrs & above 
10 tahun ke atas 



Section B : Computer Literacy 

Bahagian B : Literasi Komputer 

Please read the list of things people do with computers and tick ( Y/) only one response 
that best describes your abilities. 

Sila baca senarai perkara-perkara yang dilakukan oleh seseorang dengan komputer dan 
tandakan ( 1/) pada satu respon yang paling tepat menggambarkan kebolehan anda. 

None 

Tiada 

Little 

Sedjkit 

Average 

Sederhana 

Above 
Average 
Melebihi 

Sederhana 

Master 

Menguasai 

You don't know how to do this task or do not understand what 
the question means. 
Anda tidak tahu bagaimana melakukan tugas in; atau anda tidak faham 
makna soalan in;. 

You have a basic understanding of this task but need help to 
complete it. 
Anda mempunyai kefahaman yang asas tentang tugas ini dan 
memeriukan bantuan untuk menyempumakannya. 

You are able to complete this task but often need help to figure 
hmgs out. 
Anda mampu menyempumakan tugas ini tetapi selalu memerlukan 
bantuan untuk menyelesaikannya. 

You are able to complete th~s task repeatedly with great success 
but has not mastered all the elements. 
Anda mampu meneyempumakan tugas ini bemlang kaidengan jayanya 
tetapi belum menguasai semua elemen. 

You are able to solve problems when they come up and can 
complete this task without any problem. You could probably 
train others in this task. 
Anda mampu menyelesaikan masalah yang timbul dan 
menyempumakan tugas ini tanpa sebarang masalah. Anda mungkin 
dapat memben'latihan dalam tugas ini kepada orang lain. 



Task 
Tugas 

Present Level of Computer Literacy 
Tahap Literasi Komputer Sekarang 

Lebih 
Daripada 

1 

2 

General Computer Knowledge 
Penaetahuan Am Kom~uter 
Log-on, log-OK open, use and 
close programs. 
Log masuk, log keluar, membuka, 
mengguna dan menutup program. 
Use the functions of the left and 

3 

4 

5 

6 

7 

8 

right mouse buttons. 
Menggunakan fungsi butang kin dan 
kanan tetikus. 
Use a mouse to "drag" an item. 
Menggunakan tetikus untuk mennyeret 
sesuaiu item. 
Open up more than one program at 
a time and move quickly between 
them. 
Membuka lebih daripada satu program 
serentak dan bergerak dengan cepat 
di antaranya. 

Adjust a monitor (resize or change 
display properties). 
Mengubahsud monitor (Mengubah 
saiz etau mengubah properii paparan). 
File Management 
Penaurusan Fail 
Search for a file on a computer. 
Mencari fail pada komputer. 
Create a folder. 
Menghasilkan folder. 
Create a shortcut on the desktop. 
Menghasilkan jalan pintas pada 
desktop. 



Task 
Tugas 

Save files to a desktop, folder, 
hard drive or tloppy disk. 

Mengimpan fail pada desktop, folder, 
cakera keras atau cakera liut.. 
Copy documents ti-om a hard disk 
to a floppy disk and vice versa. 
MenyaKn documen dati cakera keras 
ke cakera liut dan sebaliknya. 
Word Processing (eg. MS Word) 
Pemorosesan ~ e s a t a a n  (cth. MS 
Word) 
Insert, remove, modiij margins, 
tabs, headers, footers, page 
numbers and line spacing m a 
word processor. 

Mengisip, mengalih, menubahsuai 
jidar, tab, kepala, kaki, nomborkuka 
surat danjarak dalam pemproses 
perkataan. 

Edit, copy, cut and paste a block 
of text. 
Menyunting, menyalin, memotong 
den menampal blok teks. 
Change text fonts, size, colour 
and style. 
Menukar saiz, wama dan stail fon 
teks. 
Create a table in a word 
processor. 
Menghasilkan jadual dalam 
pemproses perkataan. 

Present Level of Computer Literacy 
Tahap Literasi Komputer Sekarang 

None 

Tiada 

Little 

Sedikif 

Lebih 
Daripada 

Master 

Menguasai 



17 

18 

19 

Use an electronic address book to 
store individual and group e-mail 
addresses 
Menggunakan buku alamat ele&nik 
untuk mengimpan alamat e-me1 
individu dan kumpulan. 
Set up e-mail preferences related 
to delivery, formatting, 
spellcheck, security, and message 
or file management. 
Memasang keutamaan e-me1 
berkaitan denagn penghataran, 
format, semakan ejaan, keselamatan, 
pengumsan mesej atau fail. 

Send an attachment as part of e- 
mail. 
Menghantar lampiran sebagai 
sebahagian daripada e-me/. 



Present Level of Computer Literacy 
Tahap Literasi Kompukr Sekarang 

Above 

Task None Little Average Average Master 
Lebih 

Tugas Daripada 

Tiada Sedikit Sedehana Sedehana Menguasai 

15 Insert graphics and other files 
(spreadsheets, other documents) 
into a document. 
Mengisipkan grafik dan fail-fail lain 
(hamparan elektronik, dokumen- 
dokumen lain) ke dalam dokumen. 
Communication (eg. E-mail) 
Komunikasi (cth. Emel) 

l6  Compose, rend, reply lo and 
forward e-mails. 
Mengarang, menghantar, membalas 
dan memajukan emel. 



Task 

Tugas 

Present Level of Computer Liieracy 
Tahap Literasi Komputer Sekarang 

20 

2 1 

22 

23 

- 
24 

25 

None 

Tiada 

Download and open files 
received from others. 
Memuat turun dan membuka fail 
yang diterima daripada orang lain. 
Internet Skills 
Kemahiran Internet 
Use a browser (eg. Internet 
Explorer or Netscape). 
Menggunakan "browser" (Internet 
Explorer atau Netscape) 
Use a search engine (eg. Yahoo, 
Alta Vista, Google, etc). 
Menggunakan enjin pencari (cth, 
Yahoo, Alta Vista, Google, dll). 
Save or print a web page. 
Menyimpan atau mencetak laman 
web. 
Customize a Web browser 
(security settings, tool bars, 
home page, etc) 
Mengubahsuai Web browser 
(keselamatan, bar alatan, laman 
utama dl/.) 
View, download, decompress, 
and open documents and 
programs fiom Internet 
Meihat, memuat turun, 
dekompres,dan membuka dokumen 
dan program dan Internet 

Little 

Sedikit 

Average 

& d % f ~ a n a  

Above 
average 
Melebihi 

sedefhana 

Master 

Menguasai 



Task 

Tugas 

Present Level of Computer Literacy 
Tahap Literasi Komputer Sekarang 

26 

27 

28 

29 

30 

3 1 

Spreadsheet (eg. MS Excel) 
Hamparan Elektronik (cth. IMS 
Excel) 

Create a simple spreadsheet with 
rows and columns. 
Menghasilkan hamparan electronik 
dengan baris dan lajur. 
Move and scroll through a 
spreadsheet. 
Bergerak dan skrolpada hamparan 
electronik. 
Insert and delete rows and 
columns. 
Mengisip dan menghapuskan baris 
dan lajur. 
Create a formula (eg. Using 
SUM or AVERAGE functions). 
Menghasilkan formula (cth, 
menggunakan fingsi SUM atau 
AVERAGE) 
Select a range of spreadsheet 
rows and columns and create a 
charf bar graph, table or line 
graph. 
MemiEh deretan bans dan lajur dan 
mengadakan carta, graf bar, jadual 
atau graf garisan. 
Presentation (eg. MS Power 
Point) 
Persembahan (cth. MS Power 
Point) 

Create presentations using 
wizards, design templates or 
blank layouts. 
Menghasilkan persembahan dengan 
bestan, templat reka bentuk atau 
bentangan kosong. 

None 

Tiada 

Above 
average 
Melebihi 

sedehana 

Master 

Menguasai 

Little 

Sedikit 

Average 

Sederhana 



Task 
Tugas 

presentations and resequence 
slides. 
Menyuntfng, mengisipkan slaid dari 

I persembahan lain dan menyusun 
semula slaid. 
Change test fonts, add bullets or 
numbers to slides contents. 
Mengubah fon teks, menambah 
bulet atau nombor kepada isi slaid. 
Add objects and animations (eg, 
pictures, video clips, sound etc.) 
to slides. 
Menambah objek and animasi 
(cth,gambar, Kip video, bunyi dll.) 

I kepada slaid. 
35 1 Include tables and charts in 

slides. 1 Memasukkan jadual dan carta ke 
I dalam slaid. 

Database (eg. MS Access) 
Pannkalan Data (cth. MS 
.4ccess) 
Use table to store data. 

I Menggunakan jadual untuk 
I menyimpan data. 

37 1 Use form to view, enter and 
update data in tables. 
Menggunakan borang untuk meihat, 
memasuk dan mengemaskini data 

1 dalam jadual. 
38 1 Use query facility to find data. 

Present Level of Computer Literacy 

Tahap Literasi Komputer Sekarang 

~ e n h u n a k a n  kemudahan "queryn 
untuk mencan data. 



Tluk 
Tugas 

Present Level of Computer Literacy 
Tahap Literasi Komputer Sekarang 

39 

40 

None 

Tiad8 
Use data access pages to view, 
update or analyze the data from 
the intemet or an intra.net. 
Menggunakan laman capaian data 
untuk melihat mengemaskini atau 
menganalisis data dan intemet atau 
intrane t 
To print selected data fiom 
databases. 
Mencetak data terpilih dan 
pangkalan data.. 

Little 

Sedikit 

Average 

Sedethana 

Above 
average 
Melebihi 

sedehana 

Master 

Menguesai 



Section C: Job Performance 

Baltugian C: Prestasi Kerja 

Please read the list about job performance and tick ( Y/) only one response that best 
describes your perception. 

Sila baca senarai tentang prestasi ke ja dan tandakan ( 1/) pada satu respon yang paling tepat 
menggarnbarkan pandangan anda. 

THANg YOU TERIMA gASIH 

I I 
5 I 

Strongly agree 
I 1 - 1 3 I 4 9 I 
I Strongly 
/ iflsagree 
1 Sangat tidak I ndak setuju 
I bersetuju 1 

I 
' Neutrai Setuju 

i 
1 sangatsetuju 1 Il~sagrce Neutral Agree 

1 1 

12 

Saya tidak pernah gagalmenyiapkan keja dalam masa 
yang ditetapkan. 
I always follow the order from top management. 
Saya sentiasa mematuhi arahan pihak atasan. 
I never come to work late and leave earlier. 
Saya tidek pemah datang kwat dan balik awal. 
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Ka-iian Rintis 

Kajian ini bertujuan untuk menentukan kebolehpercayaan (reliability) item-item yang 
terkandung di dalam Borang Kaji Selidik yang akan digunakan untuk menbwmpul data 
tentang literasi komputer dan prestasi kerja di kalangan pembantu tadbir di DBKLT 
nanti. 

Borang kaji selidik ini terbahagi kepada: 

Bahagian A Maklumat Latar Belakang 

Bahagian B Literasi Komputer 

Bahagian C.  Prestasi Keja  

Kajian rintis ini bukan satu ujian. Namun begitu, jawapan ikhlas daripada tuadpuan 
adaiah sangat dihargai. Segala maklumat kajian ini adalah sulit dan hanya digunakan 
untuk tujuan akademik sahaja. 

Sila tandakan respon anda dengan tanda ( ./ ) dan jawab semua item 

Kerjasama tuanlpuan didahului dengan ribuan terima kasih 

Sekian. • 

Yang benar, 

(CHEE KIN SIONG) 
630808- 13-5 19 1 
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Penyciia : Encik iiong K i m  Sa~r l  
Perhubungan : 082-67100 s3rcb. 409 
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Schubungan itu, sukacita kinnya pihak tuan dapat memberikari kerjssarna 
kepada pelajar tersebut bagi mernbolehkan beliau menjalankan ujian rintis 
bagi mendapatkan rnaklumat yang diperlukan. Ujim ini adaiah untuk tujuan 
akademik semab-mab. 

Sekian, di atas segala pertolongan dan ke jxa rna  yang diberikan oleh pihak 
man, kami dahului ucapan tenrna kasih. 
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Xbang Eklrsan bin Abang Othman 
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