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ABSTRACT 

High turnover of workers in the retail sector has become a crucial topic which needs to be 

tackled. The main objective of this study is to measure and identify the main factor (job 

satisfaction, organizational commitment, and employee motivation) that leads to the turnover 

intention of retail company in Lahad Datu, Sabah. Quantitative research analysis was used to 

complete this study, and 48 questionnaires were distributed using online platform towards the 

respondents. The sampling method used in this study is the Snowball Sampling method and 

the method used to analyze the data are Descriptive Statistics, Pearson Correlation 

Coefficients, and Multiple Regression Analysis. The findings of the Pearson Correlation 

Coefficient suggested that there is a significant and moderate negative relationship between 

the independent variables (Job Satisfaction, Organizational Commitment, and Employee 

Motivation) towards dependent variables (Turnover Intention). Besides, the Multiple 

Regression Analysis shows that job satisfaction is the most dominant factor towards turnover 

intention.  

Keywords: Turnover intention, Job satisfaction, Organizational commitment, Employee 

motivation. 
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ABSTRAK 

Peningkatan niat pusing ganti dalam kalangan pekerja rucit di Malaysia telah menjadi 

masalah yang penting untuk diselesaikan. Objektif utama kajian ini adalah untuk mengukur 

dan mengenal pasti faktor utama (kepuasan berkerja, komitmen organisasi, dan motivasi 

pekerja) yang mempengaruhi niat pusing ganti daripada pekerja-pekerja syarikat runcit di 

Lahad Datu, Sabah iaitu Panika Sdn Bhd dan Auliah Trading Sdn Bhd. Kajian kuantitatif 

telah digunakan untuk mencapai objektif kajian ini dan 48 soalan kaji selidik telah 

diserahkan menggunakan “online platform”. Kaedah persampelan yang digunakan dalam 

kajian ini ialah “Snowball Sampling Method” dan kaedah analisis yang digunakan pula 

ialah Statistik Deskriptif, Analisis Korelasi Pearson, dan Analisis Regresi Berganda. Analisis 

daripada Korelasi Pearson telah mencadangkan bahawa terdapat hubungan yang signifikan 

dan serderhana negatif antara ketiga-tiga pemboleh ubah bebas iaitu kepuasan berkerja, 

komitmen organisasi, dan motivasi pekerja terhadap pemboleh ubah bergantung iaitu niat 

pusing ganti. Selain daripada itu, keputusan analisis daripada Analisis Regresi Berganda, 

ialah kepuasan kerja memiliki faktor yang lebih dominan berbanding variable bebas yang 

lain.   

Kata kunci: Niat pusing ganti, kepuasan bekerja, komitmen organisasi, motivasi pekerja  
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CHAPTER 1: INTRODUCTION 

1.0: Introduction 

 In this chapter, it will clarify the context of the study, statement of problems, research 

goals, research questions, research hypothesis, conceptual framework, significant of the 

study, definition of terms and finally is a summary for the overall of this chapter.   

1.1: Background of Study 

 Employee likened a driver of an organization as well as an activator towards the 

organization's vision and mission. Without human capital, the organization will be facing 

vital issues to sustain its performance and productivity in this technology-based era. Based on 

the Malaysian Investment Development Authority (MIDA) stated that the product and 

services sector in Malaysia expected to grow at 6.8% per annum and contribute 56.5% to the 

GDP in 2020, and provide 9.3 million jobs (DOSM, 2020). However, this expectation will be 

affected if there is a decreasing of employees’ motivation, job satisfaction and organizational 

commitment, and it will lead to increase in employee’s turnover rate (Chen, 2013). According 

to Chen (2013), both organizations and individuals are the main contributors to employees' 

turnover issues. Thus, the turnover intention of workers is the primary and foremost issues for 

the management team to emphasis on (Ainer, Subramaniam, & Arokiasamy, 2018).  

Turnover intention is thought of as leaving or resigning a job (Chen, 2013). It consists 

of two sub-categories which are voluntary turnover and involuntary turnover. Voluntary 

turnover is a willingness on the part of employees to leave the company while the employer is 

the one who terminates the employees for the involuntary turnover (Ainer, Subramaniam, and 

Arokiasamy, 2018). According to Ainer et al. (2018), turnover is the first and foremost issue 

that should be highlighted due to the better opportunity in the market. The turnover intention 

has appeared since early 1991 (Hee and Ann, 2019).  Based on the key statistic of Malaysia's 
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labour force in August 2018, the Department of Statistics (DOSM) stated that the rate of 

labour force participation in Malaysia has drops from 68.6 % to 68.4 %. A 0.2 % decrease 

from July to August 2018 (DOSM, 2020). It means that the turnover rate in Malaysia has 

been increased. Based on Department of Statistics Malaysia (DOSM), the unemployment rate 

rose to 5.0 per cent as the unemployed grew to 778.8 thousand individuals 48.8 per cent 

compared with a year before.  

MALAYSIA UNEMPLOYMENT RATE (JULY 2019-APRIL 2020) 

 

Figure 1.1.1: The unemployment rate in Malaysia. 

Besides, National Employment Returns Report in 2018 stated that the average 

turnover rate is 20 % and product and services (retail) is classified as the top 5 of turnover 

rate by sector. Another study from Human Resource in Asia, Malaysia got second place in 

involuntary turnover rate, which is 6.0 % and the third-ranking in voluntary turnover at 9.5 % 

in 2015 among South East Asia countries. The closure of businesses during the Movement 

Control Order (MCO), which was extended to April 2020, has had an impact on job losses 

and job applicants could hardly take employment (DOSM, 2020).  In other to clarify the 
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turnover rate, the economic and psychological explanation is essential because there are 

correlated with each other (Chen, 2013). 

Job satisfaction is a pleasing and optimistic psychological state that results from 

employees’ working experiences (Chin, 2018). Sustaining employees’ satisfaction and 

dedication is a crucial factor in decreasing employee turnover. According to research done by 

Janu et al. (2019) indicated that job satisfaction was significantly and correlated with career 

motivation. People who satisfied with their job likely spending more time to learn and 

associate with people who involved in it. It is also playing a focal role in the performance of 

an organization because job satisfaction frequently determines how well the output meets the 

expectations. 

Next, organizational commitments also a vital factor that is affecting the career 

motivation of an employee. Organization or withdrawal is expressed in the absenteeism or 

attrition. Organizational commitment is conceptually a form of attachment to the organization 

to keep its membership to achieve organizational goals (Ekhsan, 2019). Nasurdin, Ling, and 

Khan (2018) stated that organizational commitment is the best predictor of employees' 

motivation. It is because an individual that is having less motivation will have low 

organizational commitment. Alias, Rohmanan, Ismail, and Koe (2018) found that 

organizational commitment is a significant variable in the discussion of employee's plan to 

leave or stay in that particular organization this is due to the higher the involvement of 

employee in that organization the lesser the intention to leave that organization. Commitment 

consists of three sub-categories which are affective commitment, normative commitment, and 

continuance commitment (Meyer and Allen, 1991).  

The next independent variable of this research is employee motivation. Motivation is 

primarily destined to help change behaviour. It is an incentive that allows individuals to align 
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their job with organizational goals. Maslow, Alderfer, McClelland, Hackman, and Hertzberg 

specified that in organizational behaviour course growth is the primary motivator for the 

potential of an employee (Shahzadi, 2014). Based on research done by Chintallo & Mahadeo 

(2013), they indicate that employees' motivation is one of the most important aspects to 

manage achievement either for the public or private sector. According to a study done by 

Asim (2013), it said that the impact of employee motivation on employee performance, 

concluding that if employees are more motivated, their performance and productivity will 

improve. Thus, if they are motivated the sense of leaving the organization will be diminished. 

Besides,  

In general, product and services sector is a commodity is a tangible object that is 

advertised for purchase, exposure, or use. In contrast, a service is an intangible object that 

results from one or more entities' production. However, product and services sector for this 

study is focusing on retail companies which are Panika Sdn Bhd and Auliah Trading Sdn 

Bhd.  Therefore, the main objective of this study is to inspect the core factor that influencing 

employee turnover in retail companies. The researcher has chosen to explore more deeply the 

turnover rate among product and services workers in Lahad Datu, Sabah. The relationship 

between job satisfaction, employees’ motivation and organizational commitment towards 

turnover intention will be studied. 
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1.2: Problem Statement 

Based on National Employment Returns 2017, the average employee's turnover rate 

in Malaysia is 28.5%. The highest employee turnover rate falls under the information and 

communication sector, which is 57.0% and followed by arts, entertainment, and recreation 

54%. But as time flies National Employment Returns 2018 has recorded that the average 

employee's turnover rate has been decreased to 20%. The highest employee turnover rate is in 

the accommodation and food services sector (MOHR, 2018). However, issues of employee 

turnover should not be taken for granted because it can untangle the dire concerns, for 

example, the dissatisfaction of an employee, not committed with the organization and 

increase in turnover rate among employees.  

According to Alam and Asim (2019), job satisfaction was found to be correlated with 

a negative association with turnover intention. They stated that work is the most vital part of 

an organization as well as satisfaction is the key contributor towards the employee's plan to 

leave. The negative association specifies that the dissatisfaction in the workplace will 

increase the turnover intention among the workers. Many kinds of research have studied that 

job satisfaction such as working environment (Alam, 2019), and job characteristics (Muda, 

Fook, and Noordin, 2016) as a predictor of intending to turnover (Smith and Shields, 2013). 

Thus, every employer should not underestimate employee's satisfaction in the workplace. 

Conversely, most of the organizations put less concern on this issue, and it leads to the raise 

of turnover intention among employees (Siew, 2015). 

Next, research done by Nasurdin et al. (2018) stated that the extreme turnover of 

employees could jeopardize the performance of an organization. It is the same concept 

towards the Malaysian economy, started from 1980 product and services sector is a crucial 

driver for Malaysia's economic growth. Then Malaysia starts to emphasis primary industry to 

secondary industry to achieve national income (Malaysian Economic Report, 2013). Due to 
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the high demand for regional competitiveness to attract Foreign Direct Investment (FDI), the 

government increased the economic benefits to investors by raised the overall quality control 

measures. However, it creates stress towards the employees because of the workload, role 

ambiguity, and conflict (Perumal, Sinniah, Kumar, and Haji, 2018). According to Li et al. 

(2014), work stress will reduce employees' job satisfaction and job satisfaction have a 

significant negative association with turnover intention (Alam, 2019). Thus, this issue will be 

a tug of war for an organization to keep growth going and reduce the turnover rate 

(Mukherjee, 2015). 

On the one hand, Workforce Turnover Around the World 2017 mentioned that 

managing turnover is one of the dire concerns towards the continuing health and success of 

an organization. Then, it is bringing unexpected disruptions to on-going projects and costly 

recruiting cycles. Bee, Mak, Jak did the research, and Ching (2014) discovered that turnover 

is the most significant issue in every organization. Because most of the researchers studied 

that turnover intention would influence organizational performance. On the contrary, MOHR 

(2017) stated that not all turnover is bad. They realized that many managers recognize that 

the retention of employees that have a poor performance in their position can cause 

degradation in productivity and morale in the workplace. This statement is also supported by 

Bates and Block (2013) and Earle and Gehlbach (2015). Therefore, this study will clarify the 

arguments and to narrow the empirical gap of the factors that can affect organizational 

performance. 

Apart from that, Alias, Rohmanan, Ismail, and Koe (2018) declared that there is no 

primary pressure on work and plan to leave the organization while a cross-sectional survey 

distributed in north-eastern China. The result stated that there is an essential difference 

between work pressure and work motivation, and they discovered that higher in work stress 
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would dissatisfy the workers (Li et al., 2014). A research done by Ainer et al. (2018), stated 

that there is an indirect association between work pressure and turnover intention.  

Further study about worker’s motivation and turnover intention will be studied in this 

research to sustain the declining turnover rate within 2017-2019 because the turnover 

intention is the most crucial issues that happen in early 1991(Hee and Ann, 2019). Therefore, 

we should avoid the increment of turnover intention among workforces to sustain the 

productivity, effectiveness, and efficiency of an organization. Malaysian Standard Industrial 

Classification stated that overall turnover in Malaysia 20 % and the product and services 

sector is among the top 5 highest based on that statistical employee’s resignation in 2017. 

Thus, an investigation of turnover intention in the product and service sector, which is the 

retail company must be done to examine the significant factor that leads to unemployment.  
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1.3: Research Objective 

1.3.1: General Objective: 

To measure and identify the primary factor that leads to turnover intention in a retail 

company. 

1.3.2: Specific Objectives: 

1. To measure the relationship between job satisfaction and turnover intention. 

2. To measure the relationship between organizational commitment and turnover 

intention. 

3. To measure the relationship between employees’ motivation and turnover intention. 

4. To identify the dominant factors among job satisfaction and organizational 

commitment. 

1.4: Research Questions 

RQ1: Is there is any relationship between job satisfaction and turnover intention? 

RQ2: Is there is any relationship between organizational commitment and turnover intention? 

RQ3: Is there any relationship between employees’ motivation and turnover intention? 

RQ4: Is there any dominant factor affecting turnover intention? 
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1.5: Research Hypothesis 

Ho1: There is no significant relationship between job satisfaction and turnover intention. 

Ha1: There is a significant relationship between job satisfaction and turnover intention. 

Ho2: There is no significant relationship between organizational commitment and turnover 

intention. 

Ha2: There is a significant relationship between organizational commitment and turnover 

intention. 

Ho3: There is no significant relationship between employees’ motivation and turnover 

intention. 

Ha3: There is a significant relationship between employees’ motivation and turnover 

intention. 

Ho4: There is no dominant factor between job satisfaction and organizational commitment.  

Ha4: There is a dominant factor between job satisfaction and organizational commitment. 

 


