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ABSTRACT 

fACTORS ASSOCIATED WITH J OB SATISI"ACTlON AMONG 
EMPLOYEES IN SIBV MUNICIPAL COt lNCIL (SMC) 

KEV[N LIM BENG TIONG 

The purpose of this study is to identi fy the organizational factors that are 
associated with job satisfaction among employees in Sibu Municipal Counci l 
(SMC) . In thi s slLldy , Job Description Index (JDl) that was developed by Smith el 

01. (1969, 1985) was used as it is an appropri ate model in every job sati s factio n 
setlings. The first spec ifi c objective of thi s research is to determine the leve l or iob 
sati sfaction among employees in government sector. Secondly. the Job 
Descripti ve Index (.101) that consists of pay , work, promotion. ,urcrvi 'ion and Cll

worke rs was used to examine the relationship wi th job sati s factio n of employees 
in government secto r. The third objective is to identify the dominant factor that 
influences the empl oyees' job satisfacti on in a government sectoL In thi s study. 
questionnaire using a seven-point Likert scale was designed to measure the 
respondent perceptions towards JDI factors and unstructured interview was used 
to collect the data, The research locati on for thi s study was Sibu Municipal 
Council (SMC), Sibu, Sarawak, Malaysia. The sample of the study consisted of 
those who work at SMC, regardless of the ir posi ti on, The dependent vari ab le 
represents the leve l of jo b sati sfaction perceived by the employees. From the 
find ings, it was found that a majorit y of the employees (78.3 percent) experienced 
high level of job sati sfaction. Another 2 1.05 percent repo rted ha ving a medi um 
leve l of job sat is faction and 0.66 percent experienced a low level o f job 
satisfacti o n. From the analysis o f Pearson's corre lation. it W GS found that work 
and promotion had a moderate relationship with employel's' sat isLlct ioo \\i th 
1'=0.597, p<O,O I and r=0522, p<O.OI. respectively , The other tllree fu clor, , how a 
strong rel at ionship with employees' satisfacti on wherehy pay witll 1'- 0.649, 
p<O.OI. superv ision, 1'=0.689, p<O,Ol and co-workers with r=0.6-14, p<O.OI. From 
the multiple regression anal ysis, it shows that supervision is the dominant factor 
affecting employees' job satisfaction in SMC. Emp irical findings also ,bowed that 
supervision appears to be the most influencing fac tor affecting the job , ati s facti on 
of employees. The research not o nl y helps the managers to increase job 
satisfaction in government sector but a lso enab le them to reduce the turnover 
intention in o rgani zati on. The higher level of job satisfac ti on can also moti va te 
employees to perform well in organization. 
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ABSTRr1K 

FAKTOR- Fr1 KTOR YANG BERKAITAN DENGAN KEPUASA ; KERJA DI 

KAfA NGAN PEKERJA-PEKERJA MAJLlS PERBANDARAN SrBU 


KEVIN LIM lJENG TIONG 

Ku/ion ini her/u/llan un/uk menge/wi pasti fok/or -fak/or olgunisali ye/llg herkai/un 
dellgun kepuasan kerja di kalangan peker/a-peker/a yang /)erkillmat di Iiujli I 

Perhondaran Sibu (MPS). Dalam ka/ian ini, "Joh Descriptive Index" yang 
diperkenalkan oleh Smith e/ af. (/969, 1985) /elah digunakan sehagai model ),ang 
sesuai dalam pengukuran kepuasan kerja. Objek/i[ per/ama dalam ka/ian ini 
adalah un/uk mengenal pas/i /ahap kepuasan pekerja yang herkhima/ di sec/or 
kerqiaan Ohjek/i( yang kedua adalah untuk mengcnal pasl i huhung kait anlara 
/aklOr-jaklor JDI iailu gaji, pekerjaan, promoSi, pengawuIOn dan rakan-rakon 
sekerja dengan kepuosan kerja pekerja-pekerja yang herkhimal di seklor 
kerajaon. Ob/ektifyang keliga adalah unluk mengenal pasli faklor dominan yang 
mempengaruhi kepuasan pekerja. Dalam lutjian ini, borang soal selidok direka 
dalam penxukuran ''7-poinl Likert scale" unluk mengenal pasli persepsi-persepsi 
responden lerhadap jaklor~faklor JDI Temuduga yang lidak /ormal juga 
digunakan unluk mengelahui informasi kepuasan pekerja yang berkhimal di j'vfps. 
Kediun ini lelah dijalanlull1 di organism; kerajaon di Sihu. Sarowak. ivlaluysia 
iuilll Ma/lis Perhondoran Sihu. Responden dalCim kajion il/ i di/1 1ltll dan/lado 
.\('IIWO hahagian <Ii MPS lanpo mengamhil kim pangkal l17ereka ['emho/ehuh"h 
bersonrJol' dolam kojian ini ",Ialah persepsi peke/jo-peker/a lerlu/tjofl whup 
kepuasan ker/a mereka. Hasil dapalan kajian menunjukkon hahall.{f sebai1)'ok 
78.29% responden mempunyai kepuasan kerja yang linXgi. 21. IJ5% dilaporkan 
mempunyai /ahap kepuasan kerja yanx sederhona manak-ala IJ. 66% lagi 
menghadapi kepuasan kerja y anx rendah. Analisis Pearson korelasl menunjukkan 
hahawo pekeriaan dan promosi masing-masing mempunyai k')relasi y ang 
sederhana lal/u 1'.=0.597, p<O. 0 I dan 1'=0.522, p <1J. 01. Tip<I faktor " (' U.? lain pula 
menunjukan karelasi yang tinggi di mana gaj; (r=1J.6 -1 St, p<II.1I1), pengawasan. 
(1' =0.689, p <O.OJ) and rakan sekerja dengan (1' =0.6:14, 1'<0.(1) Hasil analisa 
Analisis Regresi Ielah menunjukkan hahawa pengawasan mel'upakan faktor 
dominan y ang mempengaruhi kepuasan pekerja di MPS. Ka/ian lepas juga 
melaporlull1 hahawa pengawasan merupakanfi.tklOr ulama l 'ang herkailan rJengan 
kepuason ketja. Kajian ini bukan sahcU'a memhanlu pengurus organi.msi unluk 
meningkolkon kepuoson ker/a di seklor kerajaan lelapi juga /I1emhw I/ li l11<,reha 
IInluk mengurangkan keinginan unluk herhenli kerja di da/atll orgofli sosi. Ta/Illp 
kepl/a.lan kerja yang linggi juga dapal memheri mOlivasi kepado pekala /llllllk 
menjalankan ker/a meeka denxan baik. 

X l 



CHAPTER 1 


INTROD UCTION 


J.U Introduction 

In the past decade, one of the aims o f Malays ia is to lx'come a ILilt) (kve lo pcd 

country. In conjunct ion with the aim. ma ny o rgan i za ti on~ had been ~"l III' 10 

SUppOl1 the economy of the country. Every organ ization stri ves to achieve the nest 

profit that they can, and so it is important for every employees in organizal ion to 

perform well. Employees are the internal customers of the busi n~ss whereby their 

j ob pe rformance affect the accomplishment of business goals and organizat ional 

deve lopment. A n intemal customer is anyo ne in an o rga ni za ti on who is s uppli ed 

with products or se rv ices by di stinct organizational depa rt mellts or by persons 

working in them (Bruhn, 2003). 

According to Sergeant and Frenke l (2000). taking ~ustom er orde rs. eross 

se lling products, responding to customer inq uires and compliant via telephone s 

are some or Ihe works in the service sector. As employees ill 1'0\ emnCIll ~cct(\ r . 

they will a lways deal w ilh Ihe public as Ihe ir c ustome rs whereby c u s t ()ll1e r~ go IL' 

them to pay and dea l with any government rel ated prope11ies o r even compla in ts. 

Most of the employee's job is to dea l with the se rvices instead of se lling the 

prod ucts. In thi s case, their appearance and attitude towards customers are 

important because they reflect how government services the pUblic . 

If tbe job performance increases, customers' satisraction will also increase. 

C ustomers who receive better serv ices express fewer complaints and they could 



creak fewer problems for the employee (Rust & SteW <lJ'l, J 996). This statelllcill 

h~d indi"~ll'd tb"t if the l'111 ployees treat [he customer bct(.;r. Ih ~ y will haw il 

greate r satis faction . Moreover, Surena Sabil el al. (2007) had me nti oned that 

empl oyees ' performa nce is important in o rga ni za ti on because they co uld maintain 

the c usto mer- satisfacti on, customer-loyalt y and profitability of the organization 

In the government sector, customer-loyalty was zoomed as the good perception or 

public towards the government. 

Brayfield and Crockett (1955) had reported that job sat isfaction and 

indi vidual producti vity shows no signifi can t rela tionship . However Vroom's 

(1964) research had found that higher j ob sa ti s faction can lead to a better j o b 

performance. Even though the question of job satisfaction and inui\ iU lial 

ped'ormance is still an argument among researcher, but man y research hat! 

showed that there is a low corre lation (Podsakoff & Williams, 1986; laff'aldano & 

Muchinsky, 1985). When job satisfaction , job performance and c ustomer 

sati sfaction are put together, a clearer picture of interrelationship be tween those 

issues can be created. Thus, job satisfaction can be considered as a 

multidimensional construct (Poulin, 1995). Therefore, studies should be carried 

out to identify the factors affecting the j ob satisfaction. and lind out the solutions 

to ove rcome it. 

1.1 Oackgl'ound of the Siudy 

In Sarawak th e government sector is still Ind..in!; or pr(llcs,;o na ! 

pr~r~quisite compare to Pcninsuidr Malaysia. This inc lud",s d 111()r~ cOIIJuc i, c 

working e nvironme nt in tel111S of faciliti es and tecimologies . It may be caused by 

the d iffi c ult y to transport a ll the equipment and mostl y the cost (If transpol1ation 

does not come cheap. In order to avoiu hi gher cost and the length y period of 

transferring data, many of the govel11ment company will stay with tbe 

technologies that they had, instead of equipped and tailored them se lves with the 

latest technologies. 

Job sati s faction is a pos itive emotional state resulting from the pleasu re of 

worker derives from the job (Locke, 1976; Spector, 1997). It is also one of an 

important issue that should be of concern by all managers in eve ry sector. 

2 




Workers can either be satisfied and dissatisfied with their job and factor, thnl can 

inil ucnce such feelings s hould be identilied. As heads of departme nts. they arc in 

position to provide so lutions and alternatives to ensure organization effecti ve ness. 

Th is is because they are the ones who understand the job of their subo rdin a tes the 

most a nd as a superior, keeping the flow of the job right is also one of their 

respons i bi I iti es. 

According to Smith el af. (1969, 1985), they had fo rmed a model of Jo b 

Descripti ve Index to describe the characteristic of job sati sfac ti o n. The re are 5 

facets to determining the job sa ti sfaction of an employee which is, pay, wo rk, 

promotion , supervis ion and co-wo rkers. 

Bagozz i (1978) had al so indicated that there are three fac to rs tha t could 

affec t the job sa ti s fac tion among managers in an organization. The th ree Incl,'rs 

lhal identify by him is job security, promotional opportuni ti c, and supervi si on. 

Besides that, Knight (2004) reported that characte ri stic of ind ividual and 

o rgani zati on a lso affected that job satisfaction among employees 

[n SMC most of the employees comes from those who aged between 41 

50 years o ld. It shows that the younger employees coulLl be affected by the job 

sati sfac tion at the organization. This is because job sati sfac tion co uld lead to 

turnove r intentio n. In this case we could found that the employees of SM C are 

aged between 41 - 50 years old and also 21 - 30 years old. Mid - ag~d empl oyees 

were less may be because they are less satisfied with their job. 

Besides. government also played a role in gi ving n pe rception to Ih.: 

J1uh lics. If' a n c l11[lloyee re[lclIied that he or she was sufferin g low .i<> b sali st:1ction 

it could bring an impact to the soc iety and thus leading the o the r e mployees to fee l 

less sat is fi ed. As gove rnme nt promoting the Malaysia e-go vcrn lllcnL many things 

had been computerized . This causes the employees a t SMC to hu\e more jobs and 

it affected they work load as wel l. 

Therefore. thi s research aims to investi gate and hi ghlighl the fac tors 

re lated to government sec tor employees ' job sati sfact ion and di ssati sfaction , based 

on vari ous questionnai res provided. 

3 




1.2 Statement of the problem 

Employees a re one of the key successes thaI con tribu te to the business 

performance of every organ ization around the wo rld . In o rder to maintain the 

employees to perform e ffectivel y or wo rk with their full potential. it is impor1ant 

to keep them sati sfied. 

Job sa ti sfacti on has been found to signifi cantly influence job performance, 

absenteeism, turnover and psychologica l di stress (A ndri sa ni, 1978; Davis, 1992; 

Spector, 1997). With a higher le vel of job sa ti sfaction, it can increase the job 

performan ce of the organization. However, the re latio nship is still an open 

question to the researchers because a number of studies indicate a weak link (Petty 

el 0/. , 1984: laffaldano & Muchinsky, 1985), while others (Caldwc ll & O' Reill y, 

1990; SpectoL 1997) suggcst a potent ial re lationship be twee n sati s facti o n Jncl 

p<,r formut1l,;c . 

In Hong Kong, j ob sati sfact io n was studied by Lam, Baum and Pine 

(2001) due to the turn over of the Chinese res taurant industry. Employee turnove r 

rate has been found to be inverse ly related to the level of job satisf'action (Vroom , 

1964; Much insky & Tuttle, 1979; Porter & Steers, 1973). Without satisfact ion in 

the workpl ace, employees are less moti vated and it will ra ise their in tention of 

switching to another job that gives them more satisFaction. As such, it is important 

that employees be sati sfied with their job to enable organization to retain their 

expertise, and thus decrease the tll11l0ver rate. 

Besides that, researchers like Chadwick ,J ones , Nic holson anJ I3 ro\\ 11 

( 19 8 ~ ) argue th at absenteeism is th e result of social exchange r rllC.-" 'S h(' t \\C~ll 

workers and the organization ' s "absence culture" that existed. In anothe r wo rd. 

job sa ti sfact ion affecting the absen teeism of employees in an organ izati on. 

However in the bivariate stud ies of Johns (1997), relationship between sa tis fact ion 

a nd absenteeism was found to be weak and nega ti ve. 

As such, factors aFfectin g the job satisfaction sho uld be emphasized so that 

high job sati sfaction and be tter husiness perfonnance can be achieved. IF the staffs 

a re not motiva ted to do thei r job, indi rec tl y, it will lead to c ustomer dissati s faction 

a nd aFFect the bus iness performance. Besides, job sa ti sfaction also affects the job 

st~bility and length of staff serv ice. Chan (1992) indicatccl thJt there \-YeS a 
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positive relationship between length of service and job ~atisfacti on among blue 

collar wo rkers in England . If the employees are not sati s fred with their co

workers, the gap of communicati on between them will exist and cooperations of 

the employee wil l decreased as jobs in organizatio n are mostl y inter-re lated. 

For the purpose of thi s study, there is an intention to find answers to the 

follo wi ng questions: 

I) 	 What is the leve l of job sa ti s fact ion among employees" 

2) 	 What are the factors that influence job satisfaction of employees? 

3) 	 What is the dominant factor that influences the job sati s faction of 

emplo yees in SMC? 

1.3 O bjectives of the Study 

\.3.1 Genenll Objectives 

This study aims to determine the jo b satisfaction of employees in the 

gove rnment sector, and the factors assoc iated with it. 

1.3.2 Specific Objectins 


Specifi cally, the objecti ves or the stud y are: 


I . 	 To determine the level of job satisfaction among eml'loye.:s in the 

government sector. 

2. 	 To identify the relationship between pay and job satisfac tion among 

empl oyees in the government sector. 

3. 	 To identify the re lat ionship between work and job sa tisfaction among 

employees in the governm ent sector. 

4 . 	 To identify the relationship between promotion and job satisfact ion among 

employees in the government sector. 

5. 	 To identify the relationship between Sllpe l"\ · I ~lon and .iob sa ti s f~ct i oll 

among employees in the gove rnment sec tor. 

6 	 To ident ify the relationship between co-workers and job sa ti sfaction 

among employees in the gove rnment sector. 

7. 	 To identify the dominant factor that influences the job sati sfaction amo ng 

employees in the government sector. 
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I A Conceptual Frame" ork 

The conceptual framework showed the indc:pcndent and depc:ndent 

variables of thi s study. The independent va riables are adopted fro m the Job 

Descripti ve Index (JDl) model that was developed by Smith er a/ ( 1969, 1985) 

which included the variables such as pay, wo rk , promotion supervision a nd co 

workers. Meanwhile, the dependent variable was the job satis facti on of employees 

in Sibu Municipal Council (SMC). 

INDEPENDENT VARIABLES 
Organizational Factors (JDi) 

Of.PENOENT VAIlIABLE • Pay 

Job Satisfaction • Work 
among Emplu)ccs in

• Promotion 
Sibu Mun icipal 

• Supervision Council (SMc) 
• Co-workers 

Figure I: Conceptual Framework 


Adopted from Job Descriptive Index (JDI) (Sm ith Iff al., 1969,1 985 ) 


1.5 Ilypotheses 

n~e hypotheses of this study were based on the statement of the problem 

and ohjecti ves to be achiclc:J. The hypotheses o[lhi$ study I\ er" as fol lllWS: 

HoI There is no significant relationship between pay and job satisfaction o[ 

employees in the government sec tor. 

H,2 . There is no significant relationship between work and job sat isfaction of 

employees in the government sector. 

11,,3 : There is no significant relationship between promotion and job satisfaction 

of employees in the gove rnment sector. 

H04 : There is no significant relationship between supervision and job satisfact ion 

of employees in the government sector. 
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HQ5 • There is no significant relationship between co-workers and job satisfaction 

of employees in the government sector. 

H.6 . There is no do minant factor in influencing j ob satis fact io n amo ng e mployees 

in the governmen t secto r. 

1.6 S i ~lIili ca llce or the Study 

I he Ilndi ngs of thi s study can give an overview to an o rgan ization on tile 

level orj ob sali sJ->lction amo ng their employees. It prov iJ ~" a beth'l ll llJ" rstdllJillg 

of the vario us fac tors tha t contribu te to employees' job sa tisfac tion by raising the 

awareness o n the needs of employees in government sec tor. 

Thus, it attempts to iden tify th e intervention st rategies to improve th e 

po licy and practice perta ining to the em ployees' caree r manage men t, retention. 

and deve lopment. Th is resea rch is s ignifi cance to the human resource and 

employee re la ti o n p ractitio ner to identify the j ob sati s facti o n in orde r to bring a 

better perrolmanee and fewer turnovers for the organiza ti o n. 

Hence. it is significance to the soc iet y beca use emp l o~ec sat isfaction ", ill 

indirectly lead to a better business performance to increase the sa ti sfaction level of 

cLlstomers towards the products and services of the organ izat ion. Joh satisbction 

has been shown to be related to job perfo rmance . wo rkp lace turnover and lire 

sati sfac ti o n (Tait e/ al. 1989; Dickter e/ aI. , 1996; Judge el al. . :!O() l ). 

C rossman and A bou-Zaki (2003) lIs ing JD I to look at the j ob satis fac tio n 

and employee perfo rma nce o f Lebanese Banking s ta ff w hich is in the weste rn 

perspecti ve. The ir result shows tha t the ma in fac tors affecting j ob sati sfacti on is 

pay and fo llowed by work, co-wo rkers, promoti o n and supe rvisio n. In thi s s tud y, 

JDI was app li ed in th e con tex t of government sector, whic h contribute 10 apply ing 

the mode l in di ffe rent sector in the eastern perspecti ve. It determine:. if the model 

is applicab le for both western and eastern perspective and d i lTc r"Cnl indLl stry. 
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I. Ucfinilion of terms 

1.7.1 J ob 'alisfaclion 

Operational de finition: .lob sa tisfaction refers to the level or e mployee 's contented 

atti tude towards his/her jo b, taking in to cons iderati on the 

pay, work , promotion, supervision and co·workers 

1.7.2 Pay 

Operational definition: Pay 	refers to the fo rm of return or income that deserves to 

be received by the empl oyee in exchange fo r return of 

what they had done for the organizalion wh ich al so 

depends on the diffIculty of task 

1.7.3 Wurk 

O perational defini tion : Wo rk refers to the task or al so known as the job it se l f that 

eJ11p loyees perf0 1111 by us ing a physi ca l Or mental effort 

1.7A Promotion 

Operational defin ition: 	 Promoti on refers to the frequency of opportu nities g iven 

to workers for ad va ncement to higher position in 

conj unction with his improveme nt on job performance 

and academic qualification. 

1.7.5 Supcn ision 

Operational definiti on It is the style of guidance in a work , profe<;s ional o r 

personal context which reters to the act of monitoring 

over of work or task of someone who had lower leve l of 

s kill. knowledge and ability of the concept at hand 

1.7.6 Co-workers 

Operatio na l defin ition : It refers to close and intimate rela ti onship al11 0ng workers 

whereby it includes the perceived com petence and 

pleasan tness of one's colleagues. 
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1.7.7 Employee 

Operational de fin ition: Employee is a person o r a stan- who is hire by an employer 

to do a spec ific job. They contribute to the labor and 

become the organizationa l ex perti se for the organ ization. 

1.8 Limilal i on ~ of Ih~ Slllll~ 

T here are a few li mitations in this stud y. FirsL th is resea rch was olliy t111Il~ 

by conveniently se lectin g one hundred and fift y employees h o rn all the 

depaltments in the Sibu Municipal Council. The sampl e onl y comes from a single 

organi zati on. Therefore, findin gs of thi s s tudy might not be accurate ill 

represen ting all the employees in the gove rnment sec tor. 

Secondly, the stud y was canied out a t Sibu Municipa l Counci l as one of 

the government based company in Sibu. The result of thi s study as regards to the 

sati sfaction level confined onl y to SMC. Thus, comparison with the sati sfac tion 

level of employees in other sector such as manufacturing or agricult ure cannot be 

acc urately nlade. 

Another limitation of th is study is that li fe style and cu llure in <;ihu i11:.ty be 

Jir~rcnl cOll lpar~ \'i th <Jlh!;r places. [\ cl1lhough other s tate al ltl CllU lllf:- a lso il.IJ 

their own government sector, however, the life s tyle and culture ac ross r 1aces may 

be diJTerent. There fore it will cause diflicu lty in genera ting an accurate result. 

Besides that, factors associated with job sa ti sfaction are also another 

limitati on. Thi s is because the facet s are adopted from Job Descriptive Index (JDI) 

(S mith el ai, 1969, 1985). Other fac tors such as ac hie vement , recogn ition, work 

itse lf, responsibility and opportunity for advancement from the satisfiers ' theory 

of Herzberg (1959, 1966) and demographic factors such as gender, acade mic 

quali fication, and length of service were not in vestigated in th is st udy. 

\.9 Summary 

Thi s chap ter ai ms a t provid ing an introd uction on topic 10 be studied and 

disc ussing on the background , s ta tement of tbe problem, obj ecti ves and 

conceptual fra mework of the stud y. In addit ion, thi s chapter a lso stated hypotheses 

to be tested, significance and limitatio n of the study. Defin itions of important 
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terms are a lso irlcluded to ensure better understand il\~ of the" variab les in this 

study. 

In Chap ter Two , the concept, and theory 01" job satis[actiorl "ere 

discussed . In addition. theo retical arld empirical stud ies o f job satisfacti on were 

also reported 
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CHAPTER 2 

LlTERATt'RE I~EVJEW 

2.0 Introduction 

This chapter looked into the view of various writers and stud ies by 

re searc he rs, which incl uded the concept o f job sat isfacti on. theory o f job 

sa tisfacti on, past and empirical studi es of job satisfaction and Ihe de mogrilphica l 

li.c tors tha t were related to j ob sat isJi.ction. 

2.1 Concept of Job Satisfaction 

The concept of jo b sati sfaction can be conce ived as a mu lti ·dimensional 

concept that includes a se t of fa vourabl e or unfavo urabl e fee/ings by w hich 

empl oyees perceive their jo b (Davis & Newstro m, J 999). 

The past s tudy of Smith el 01. (1969, 1985) showed that the concept of j ob 

sati s faction was determined by fe w facto rs. They had formed a mode l of Job 

Descriptive Index (lor) to indicate the j ob sa ti sfact ion o f empl oyees. J Dl is one of 

the most popular measures o f j ob sa tisfaction and has been found LO prod uce 

I.ighl y rel iab le results (Imparato . 1972). Under JDI , there were li\-i:~ impO r1<lnL 

facets that include, pay. work , promotion , supervis ion and co·\\o rkcrs . Pa\ i, 

determined by the wages and benefits th at are received by an cmpIQ) ec. 

Meanwh il e , work in this context means the nature of work or occupation that is 

given by an employer. Promotion refers to the opportunities to get promo ted from 


