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ABSTRACT
EXPLORING MOTIVATORS AND CHALLENGES OF WORK
ENGAGEMENT: A STUDY IN ONE EDUCATION DEPARTMENT
YVETTE ORDELLEA DEWIN
Work engagement is vital in every organization since engaged people perform better
than other employees and contribute to higher organizational performance. The purpose of
this study is to investigate the significance of work engagement in one education department
at the District Education Office at Sibu. The Job-Demands Resources (JD-R) model was
adopted in this study. This study was completely designed utilizing the qualitative method,
and a case study was adapted. Despite the fact that a limited sample size was used to provide
the information required by the researcher, the two specific objectives of the study were also
achieved by collecting intriguing data. In order to obtain data, a semi-structured interview
was performed with the eighth informant. Purposive sampling was used to acquire all
informants. This study addressed some of the factors that drive work engagement, such as
their opportunity to acquire new experience, their passion for work, recognition, co-worker
support, promotion, on-going learning and a supportive working environment, as well as
some of the challenges that SISC+ encounter in the workplace. The study identified several
challenges to work engagement, including a lack of facilities, teachers with a bad attitude
who are unwilling to adapt, and a lack of coordination owing to a lack of leadership abilities.
Besides that, implication and recommendations with all associated parties involved in the
study. Finally, the researcher believes that this study will provide a thorough understanding
of the study of work engagement.
Keywords: work engagement, motivation factors, challenge, public sector employees
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ABSTRAK
MENEROKA MOTIVATOR DAN CABARAN KETERIKATANAKERJA:
KAJIAN DI SATU JABATAN PENDIDIKAN
Keterikatan kerja sangat penting di setiap organisasi kerana orang yang terlibat berprestasi
lebih baik daripada pekerja lain dan menyumbang kepada prestasi organisasi yang lebih
tinggi. Tujuan kajian ini adalah untuk mengkaji kepentingan keterikatan kerja di satu jabatan
pendidikan di Pejabat Pendidikan Daerah Sibu. Model Job-Demands Resources (JD-R)
diadopsi dalam kajian ini. Kajian ini dirancang sepenuhnya dengan menggunakan kaedah
kualitatif, dan satu kajian kes disesuaikan. Walaupun ukuran sampel yang terhad digunakan
untuk memberikan maklumat yang diperlukan oleh penyelidik, dua objektif kajian ini juga
dapat dicapai dengan mengumpulkan data yang menarik. Untuk mendapatkan data,
wawancara separa berstruktur dilakukan dengan lapan informan. Persampelan bertujuan
digunakan untuk memperoleh semua informan. Kajian ini menangani beberapa faktor yang
mendorong keterikatan kerja, seperti peluang mereka memperoleh pengalaman baru,
semangat mereka untuk bekerja, pengiktirafan, sokongan rakan sekerja, kenaikan pangkat,
pembelajaran berterusan dan persekitaran kerja yang menyokong, serta beberapa cabaran
yang dihadapi oleh SISC + di tempat kerja. Kajian ini mengenal pasti beberapa cabaran untuk
melakukan pekerjaan, termasuk kekurangan kemudahan, guru yang mempunyai sikap tidak
baik yang tidak ingin menyesuaikan diri, dan kurangnya koordinasi kerana kurangnya
kemampuan kepemimpinan. Selain itu, implikasi dan cadangan dengan semua pihak
berkaitan yang terlibat dalam kajian ini. Akhirnya, penyelidik percaya bahawa kajian ini akan
memberikan pemahaman yang mendalam mengenai kajian keterikatan kerja.
Kata-kata kunci: keterikatan kerja, faktor motivasi, cabaran, pekerja sektor awam
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CHAPTER 1
INTRODUCTION

1.0 BACKGROUND OF STUDY
Work engagement has become one of the most critical priorities for human resource
managers and professionals in organizations in the current business situation due to the
lockdown during the COVID-19 pandemic (Chanana, 2020). According to Schaufeli
(2013), there has been a sharp annual increase in the number of publications in the last few
years between 2000 and 2010 of around 1,600 papers published under the heading "work
engagement" or "employee engagement." Work engagement that has been existed for many
years has been used by numerous authors in quite different ways, often without a clear
meaning (Thomas, 2009).
According to study conducted by Aon Hewitt (2017), Malaysia's employee
engagement levels have dropped dramatically by 3 percent to 59 percent, marking the first
time in four years that the country has experienced such a drop. As a result, Malaysian
employees are the least engaged among the major Asian markets. As the economy
increases, the rate of work engagement is steadily rising, but research has shown that many
organizations are still struggling to find adequate facilities to provide employees with
growth opportunities and other key drivers of engagement (Tran, 2018).
There is little current literature on the issues, because the definition of employee
engagement is unclear and has not been extensively studied until recently (Tran, 2018). It
appears that there is a lack of research about the predictors of engagement (Vannan &
Sanchita, 2020). In this paper, the purpose of this research is aimed to explore the factors
affecting public sector employee work engagement, the barriers to job engagement, and the
6

organization's causes of obstacles and disengagement. While research must increasingly
develop the understanding of the nature, causes and implications of involvement, it is
A
necessary for accumulated information on participation to be converted into practical
applications to promote the health, well-being and success of individuals, teams and
organizations (Guest, 2014; Schaufeli & Salanova, 2010).
1.1 PROBLEM STATEMENT
Recently, according to "The Impact of COVID-19 on Employee Engagement A
Quantum Workplace Benchmark Report and Analysis" (2020) by Quantum Workplace
found out that leadership, communication, and wellbeing are increasing dramatically during
the pandemic. There is only little-known study about how these factors influence the work
engagement that have been conducted in Malaysia context. According to Tauhed, Rasdi,
Samah, & Ibrahim (2018) suggested that future qualitative study is recommended for a
deeper understanding of work engagement. As according to Shokunbi (2016), many of the
previous studies from hypothesis testing were focused on studies (e.g. Harter et al., 2002;
May et al., 2004; Saks, 2006).
As mentioned by Creswell (2013) due to the emphasis on hypothesis testing instead
of on theory building, the researcher can miss phenomena occurring. The original
interpretations of study participants may not be expressed in quantitative studies (Choy,
2014; Creswell, 2013). Hence, this research paper seeks to identify in more specific issues
on factor that contribute them to motivate in work engagement. According to Bakker and
Albrecht (2018), continuous research is required to refine and improve current knowledge
in conjunction with "big picture" future research on work engagement.

7

There has been limited academic research being done on drivers of work
engagement (Collins, 2013). Nevertheless, there is still insufficient studies focusing the

A

barriers to work engagement. The purpose of this study is to examine the barriers to

employee engagement from the employee's viewpoint. Most of the previous studies that
have been conducted in western countries such as Europe, North America, and a few
from Australia (Mun, Suhaimi, Abdullah, Abdul Rahman & Nik Mat, 2012).
Thus, studies are limited focusing on public sector organization because
majority in Malaysia studies were focused within the private organisation, for e.g
Johari, Adnan, Yean, Yahya and Isa (2013) and Mun et. al (2013). According to Jin &
McDonald (2016), It is essential to differentiate between public and private sector
organisations because the circumstances in which government managers work may
make inspiring their staff more challenging. This is due to the fact that, in contrast to
private sector organisations, the public sector has frequent and sudden changes in
leadership, making it even more difficult to motivate employees.
Although studies have been performed in Malaysia, they have mostly focused
on West Malaysia rather than East Malaysia (Idrirs, Dollard, & Tuckey 2015, Mansor,
Jaharudin, & Nata, 2018). According to Ahmad and Bakar (2003), they indicated that in
the sense of Malaysia, research is needed because Malaysia has an unpredictable market
climate. It can be used to systematically understand what affects participation by
looking at particular demographic groups from various generations (people with
disabilities; millennials; older workers) through specific segments of the market, such
as corporate, public or non-profit sectors and in different professions, indicating that
further research is useful (Bakker & Albrecht, 2018).

8

1.2 OBJECTIVE OF THE STUDY
1.2.1

GENERAL OBJECTIVE

To explore the motivators and barriers of work engagement among public sector employees.
1.2.2

SPECIFIC OBJECTIVES

1. To identify the driving factors of work engagement among public sector employee.
2. To outline the challenges of work engagement public sector employee.

1.3 RESEARCH QUESTION
1. What are the motivators of work engagement among public sector employees in the
workplace?
2. What are the challenges that may face by the public sector employees from work
engagement?

9

1.4 RESEARCH FRAMEWORK
The framework for this study will be described in three main sections, namely the
context of the research, the issues to be addressed and the method to be used to collect
and analyze the data (refer to Figure 1.1).

ISSUES

CONTEXT

Exploring
Motivators
and
Challenges
of Work
Engagement

There is only little-known study about how these
factors influence the work engagement that have
been conducted in Malaysia context.

METHOD

Most of the previous studies that have been
conducted in western countries

Studies are limited in the public sector organization
because majority in Malaysia studies were focused
within the private organization

Mostly were conducted in West Malaysia rather than
East Malaysia (Idrirs, Dollard, & Tuckey 2015,
Mansor, Jaharudin, & Nata, 2018)

Figure 1.1 Conceptual framework of this study
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Conduct semistructured
interviews with
employees

1.5 SIGNIFICANCE OF STUDY
1.5.1

KNOWLEDGE
The findings of this study benefit numerous parties by adding to the body of
knowledge about work engagement. This study can be referred to by researchers and
human resource practitioners in order to gain a better insight of the motivators that can
encourage employees to be engaged, as well as the barriers that prohibit employees
from being engaged in the workplace. It is critical to adopt employee engagement
practises in the public departments to ensure satisfied and productive employees. This is
because failing to do so may result in the firm incurring substantial losses due to the
cost or deficit associated with employee disengagement. Additionally, this study helps
students gain a better grasp of work engagement. Furthermore, this study may serve as a
new source of reference for future researchers interested in conducting similar research.
Therefore, with the awareness of what motivates the employee, this study will allow the
organization to enhance work engagement in line with the current needs of the
employee. The findings of this study can assist in the conduct of future research by
providing information about the motivators and barriers to work engagement.

1.5.2

ORGANIZATION
Since this research showed that increased work engagement has been linked to
increased performance, less turnover, and increased job satisfaction, management
should concentrate on enhancing and sustaining work engagement as a goal. By
understanding the issues that employees encounter on the work, organizations can
obtain new insights on how to enhance the working environment, making it more
suitable and attractive to employees, which encourages them to stay engaged. The
results from this research have provided the public departments with knowledge to
identify challenges in order to lower the number of disengaged employees and to truly
11

comprehend current work engagement. In addition, the results of this study can provide
ideas to the public departments to conducting new training to improve the motivation of
employees by introducing them to the values of their job and organization.
1.5.3

HRD PRACTICE
In terms of HR practices, it can provide ideas and guidance to existing potential
HR to understand better about work engagement. Besides that, with the awareness of
what motivates the employee, this study will allow the HR practice to enhance work
engagement in line with the current needs of the employee. By identifying the
challenges that the employers face with disengagement employees, the HRD practices
in terms of work design can be adjusted better with their working environment.
Additionally, the outcomes of this research may aid the human resources department in
developing and implementing policies that will result in a motivated staff that works
together to accomplish the organization's shared goals.

1.6 LIMITATION OF STUDY
There are some limitations of this study. In accordance with COVID-19, the
researcher is struggle with time limits because participants are unable to be interviewed
in a group setting. Furthermore, it causes an issue due to a weak WiFi connection
during the online interview. Apart from that, the region of research is another limitation
in this study as this research covered specific geographic area such as Sibu only.
As some of the interviews are performed in the respondents' workplace, they
may be influenced by their surroundings in terms of loyalty and bias. As a result, the
respondents' ability to answer the questions honestly may be compromised.
1.7 DEFINITION OF TERMS
Table 1.1
12

Definition of terms
Term

Conceptual Definition

1. Work Engagement

According to Saks (2006),
Work engagement is about
the way a person is truly
fascinated by the success of
his / her own role in the job.

For this study, job
engagement refers to
someone who is very
committed to the success of
his work.

2. Motivators

According to Mohanan et al
(2012), Motivation is
associated with factors that
affect people's actions in
some ways.

In this study, A factor that
gives a person an outcome or
purpose to be engaged in the
workplace.

3. Challenges

As mentioned by
Swarnalatha & Prasanna
(2013), In the workplace,
depressed workers are likely
to be less involved and less
productive.

In this study, A factor that
gives a person an outcome or
purpose to be engaged in the
workplace.

4. Public Sector

The public sector may be
defined as governments and
other organizations,
companies, and institutions
that offer public programs,
goods, or services.
(Supplemental Guidance:
Public Sector Definition,
2011)

In the context of this study,
the public sector consists of
organizations that are owned
and managed by the
government with the purpose
of providing services to its
people.

13

Operational Definition

1.8 SUMMARY
This chapter address about background of study that related with the work
engagement, problem of statement, research objectives, research questions, significant and
limitation of the study and the last is ended with definition of terms that have been used in
this study. The next chapter will address about literature review that associated with this
research.
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CHAPTER 2
LITERATURE REVIEW
2.0 INTRODUCTION
In this chapter, the researcher will be discussed in the first section on the concept of
work engagement. It will then be followed by the theory that will be used in this study,
which is the job demands-resources (JD-R) model. The next section will address the
motivators and challenges of work engagement whereas the last section is the summary of
this chapter.
2.1 CONCEPT OF WORK ENGAGEMENT
The concept of employee engagement was first described by Kahn (1990) as
“...harnessing of organization member’s selves to their work roles: in engagement, people
employ and express themselves physically, cognitively, emotionally and mentally during
role performances” (p. 694). There are three influential elements of work engagement:
physical, cognitive, and emotional. According to Kim et al. (2019), since then scholars have
started to use various terms of engagement, such as employee engagement, work
engagement, and job engagement.
Employee engagement is focused with how employees perform about the company for
which they work, whereas work engagement is concerned with the job that they perform for
the organization and the fulfilment that they receive as a result of the work that they do for
the organization (Lee et al., 2019). This study will use work engagement definition by
Schaufeli (2013) that refers to work engagement as the employee's relationship with his or
her work, while the relationship with the company can also involve employee engagement.
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From the 'burnout' literature, another model of engagement appears, defining work
engagement as the opposite of burnout, while burnout is seen by the erosion of engagement
with one's job (Maslach et al 2001). Engagement is defined by energy, involvement, and
efficacy however according to Maslach et al. (2001), the exact opposite of the three burnout
aspects of exhaustion, cynicism, and inefficacy. According to them, there are six work-life
areas that contribute to either burnout or engagement: workload, power, incentives and
appreciation, community and social support, perceived fairness, and values.
But engagement is described by Schaufeli et al. (2002) as "a positive, fulfilling,
work-related state of mind characterized by vigor, dedication and absorption" (p. 74). Vigor
was described as "a high level of energy and mental resilience while working, a willingness
to invest effort in one's work" (p. 74). Dedication has been described as "a sense of
meaning, enthusiasm, inspiration, pride and challenge" (p. 74). And Absorption was
described as "being fully concentrated and deeply engrossed in one's work, in whereby time
passes quickly and one has difficulties detaching oneself from work" (p. 75).
As outlined by Rich, LePine and Crawford (2010) work engagement is a critical
factor influencing both individual and organizational success. While engagement is
concerned with the work itself, organisational commitment is concerned with the
employee's devotion to the organisation (Masvaure et al., 2014). In a study conducted by
Rothmann and Rothmann (2010), engaged employees had a strong connection to their job
activities, were enthusiastic, felt to be in charge of their work, and put in more effort.
Fredickson (2001) also implied that employees who are engaged work on their own
resources as a result of the pleasant feelings they encounter at work.
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2.2 JOB DEMAND RESOURCE MODEL
The Job Demand Resources Theory (JD-R) is one of the most frequently used theories
to explain work engagement that can be divided into two sections, job demands and job
resources, which are linked differently to real workplace outcomes (Demerouti & Bakker,
2001). Job demands include work overloads and work uncertainty, the position complexity,
time and role burden or conflict that involve the sustainability of physical, mental and
physiological effort from the employee that can resulting to their physical, mental and
physiological costs (Saks, & Gruman, 2014). It is a kind of stressor that is negatively
affecting employees (Kim, & Wang 2018). Besides that,
In the meantime, “Job resources refer to those physical, psychological, social, or
organisational aspects of the job that are either/or: 1) functional in achieving work goals; 2)
reduce job demands and the associated physiological and psycho-logical costs; and 3)
stimulate personal growth, learning, and development” (Demerouti & Bakker, 2011, p. 2).
According to Demerouti et al (2003), resources may be located at different levels:
organization, interpersonal relations, composition of work, and at the level of employment.
As eloquently stated by Kim and Wang (2018), if workers lack of resources, they will not
be able to cope with the negative effect of the demands, and they will eventually struggle to
achieve the goal. Orgambídez at al. (2014) indicated that JDR model predicts job resources
are linked to engagement, while work demands related to burnout.
In their study, numerous previous researchers have applied the JD-R model to describe
engagement (Albrecht et al., 2015; Bakker & Demerouti, 2007, 2008; Demerouti, Bakker,
Nachreiner, & Schaufeli, 2001; Rana, 2015; Rana, Ardichvili, & Tkachenko, 2014;
Schaufeli, 2013; Schaufeli & Bakker, 2004; Schaufeli, Bakker, & Van Rhenen, 2009).
Orgambídez at al. (2014) suggested that a framework for identifying engaged
employees and motivating workplaces is provided by the JDR model. Coetzer and
17

Rothmann (2007) mentioned that job resources can motivate individuals intrinsically by
fostering growth, learning, and development, or extrinsically by assisting individuals in
achieving work goals.
For this research, the JD-R model is most fitting because this study is about work
engagement and has been commonly used in most work engagement theoretical models
2.3 MOTIVATORS OF WORK ENGAGEMENT
Work motivation is often classified as intrinsic or extrinsic, indicating that various
incentives have a unique effect on employee motivation (Kuranchie-Mensah et al., 2016).
Extrinsic incentives are tangible benefits that employees earn, while intrinsic rewards
provide employees with a sense of personal fulfilment. According to Mariza (2016), several
authors have attempted to describe factors that contribute to work engagement and have
tried to identify the drivers that increase work engagement.
2.3.1 INTRINSIC REWARD
Passion toward work
The role of passion for work is a major factor in work engagement, as studied
by Shokunbi et al., (2019). Shokunbi et al., (2019) stated that positive reinforcement,
values and identity, and intrinsic reward were discovered to be the primary themes
determining how passion for work precedes job engagement in terms of motivation.
Shokunbi (2016) indicated that when an individual is passionate about their
profession, it is easier to create interest and passion for being involved in that work.
Besides, Shokunbi (2016) discovered that passion for work was a contributor to job
engagement. According to a previous research conducted by Ho, Wong, and Lee
(2011), work passion is definitely linked with engagement. In addition, this emphasised
Gilbert and Foley (2012)’s finding that work engagement is related with work passion.
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Recognition
As studied by Mesepy (2016), motivated arise if the organisation expresses
respect for its own employee by providing their employee what they will get and if it is
essential to provide the employee more to receive. Besides, Mesepy (2016) stated that
employees will be unmotivated if they are not properly rewarded and recognised, and
the organization will suffer as a result.
Co-worker’s support
According to Powis (2012), It is critical for the organisation to promote
improved co-worker relationships and to create an environment in which collaboration
may grow.
Coworker support also has an impact on intrinsic motivation (Paramitha &
Indarti, 2014). Past findings by Mokalake (2015) showed that workers with high levels
of perceived social relationship with co - workers are more likely to have high degrees
of intrinsic motivation and work engagement. Besides, Mokalake (2015) also
recommend that employees who reported greater levels of perceived social support
reported higher levels of work engagement and reported feeling happier when they
associated with their work.
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2.3.2 EXTRINSIC REWARD
Promotion
In study that have been conducted by Herpen, Cool and Praag (2006) revealed
that extrinsic and intrinsic motivation are both influenced by promotions, which makes
it a unique human resource tool for motivating employees.
Besides that, findings by Ahmed et al., (2017) in which highlighted that
employee promotion opportunities had a beneficial effect on the level of engagement
that employees have with their work in the organisation. This is due to the fact that
when employees see a clear path to promotion within their organization, they are
motivated to contribute even more to the organization.
On-going learning process
Prior research by Mansoor and Hassan (2016) showed that learning and
development have a positive connection with work engagement because learning may
be seen as a technique that can improve employee confidence, skills, and career
advancement. Besides, Siddiqui and Sahar (2019) stated that it is critical for
management to prioritise and organise different learning and development programmes
which results in a high degree of workplace engagement.
In addition, Hussein, Abdul Razak and Omar (2017) emphasised that
continuous learning in the organisation may have a significant effect on work
engagement. As eloquently stated by Otieno et al. (2015) when employees get different
advantages such as learning and materials from the organisation, the employee will be
more likely to experience obliged to reimburse the organisation by enhanced work
engagement and, in exchange, improved attitude and behaviour.
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Supportive working environment
As stated by Chandrasekar (2011), supportive work environment provides
comfort for employees and generates good energy for motivation and engagement.
According to Anitha (2014), there is a strong correlation between the workplace
environment and work engagement. Similar to Anitha (2014), Mohd, Shah and Zailan
(2016) analyzed that work environment is shown to have a significant effect on work
engagement where it indicates that environment is more essential to work engagement
where work environment not only has to be favourable, but also needs to be free for
employees to give their efforts to the company. A study conducted by Ariussanto,
Tarigan, Sitepu, and Singh (2020) indicated that work engagement is affected by the
work environment because a more favourable and pleasant work environment promotes
work engagement to the organization.
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2.4 CHALLENGES OF WORK ENGAGEMENT
Certain challenges can lead to a low level of engagement at work, which, in turn,
can lead to problems for employees and obstacles for managers (Gatenby et al., 2009;
Lockwood, 2007).
Insufficient infrastructure
As studied by Sedarmayanti (2003), a decent workplace is one in which
employees can do their tasks in an ideal, safe, healthy, and comfortable manner.
However, Chandrasekar (2011) mentioned that insufficient ventilation, excessive noise,
and inadequate illumination, all of which contribute to an unpleasant and hazardous
work environment, will have a negative impact on workers' productivity and health.
According to Al-Omari and Okasheh (2017), When an employee's workstation
is overcrowded and limited, it causes stress, pressure, and other psychological effects so
when an individual employee feels insecure and lacks flexibility and motivation, it may
lead to a highly stressful workplace, which reduces the quality of job performance.
Lack of respect
Branhman (2005) study revealed that by giving little respect, praise or input,
leaders may contribute to disengagement, which contributes to a loss of trust or
confidence in the management of an organization. Additionally, Collins (2013) in his
study also indicated that the trend that resulted from this survey identifies a lack of
respect and appreciation among employees as a key obstacle. This is because the
management refused to consider the talents of workers and acknowledge their efforts.
According to Chugtai and Buckley (2008), employees who lack respect towards
leadership in organization either supervisor and management as well as their colleagues
created cognitive resources issues for being unproductive then as consequences
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employee would not pay full attention to their work and less participated
psychologically in performing their task.
Inadequate leadership abilities
According to Gonfa (2019), skills needed by leaders include communication
skills, motivation skills, vision, setting excellent example and management skills to be
effective and execute tasks exceptionally. However, Gonfa (2019) also indicated that
the employee turnover and the leader's connection with the employee in the
organization, as well as the loss of organisational performance and productivity, is the
consequence of the absence of leadership in any of these abilities.
Previous research conducted by Conrad and Nash (2012) highlighted five key
indications of weak leadership, including a lack of purpose and vision, poor leader
communication, leading in a loss of confidence in the leadership, lack of leadership
responsibility, and lack of leadership to maintain its current career progression.
Training and development
In addition, Figurska (2015) also found that the lack of opportunities from
management to acquire expertise and skills could be the key factors that cause workers
to leave their work. According to Gebauer and Lowman (2008), another potential
barrier to engaging employees is the lack of training and development of managers.
2.5 SUMMARY
In conclusion, this chapter clarified the context of this study with a brief
overview of previous studies by other researchers. This chapter addressed the relevant
factors and also included the theory used in this research. The following chapter will be
discussed on methodology.
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CHAPTER 3
METHODOLOGY
3.0 INTRODUCTION
This chapter explained the design of the study, population and sample size involved
in the study and also the sampling method. This chapter also discuss about the
instrument that will be use in this study, pilot test, collection of data and the procedures
followed by the data analysis. Lastly, the ethics of study also included in this chapter
and ends with a summary.
3.1 RESEARCH DESIGN
This study uses qualitative research. According to Jackson II et al. (2007), The
purpose of qualitative research is to understand the richly textured perceptions and
thoughts of human beings about these experiences. Case study have been use to
investigate in-depth of a single or small number of units at a point (over a period) in
time. Case study emphasizes the systematic examination of a small number of events or
individuals and their relationship (Khan & Iqbal 2013). As mentioned by Yin (2009)
“Case study research is an empirical investigation that investigates contemporary
phenomena within real life context, when boundaries between phenomena and context
are not clearly evident and 17 in which multiple sources of evidence are used” (p.18).
Therefore, case studies can be performed to explore the motivators and barriers to
work engagement in the public sector in order to conduct in-depth research, and by
examining the informants' real-life experiences, a comprehensive contextual analysis
can be conducted. Despite the fact that the case study only included a limited number of
informants, the researcher was able to get comprehensive information and views from
the informants about this topic by focusing on one organisation.
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3.2 POPULATION, SAMPLE SIZE AND SAMPLING METHOD
A group of individuals living and interbreeding with the same species in each area is
known as a population. Members of a population also depend on the same resources,
are subject to similar environmental restrictions and rely on other members' availability
to be sustained over time. (Tarsi & Tuff 2012). The population of the sample consisted
of employees from Pejabat Pendidikan Daerah in Sibu, Sarawak.
The sample size was based on the saturation of data. In general terms, saturation in
qualitative research is used as a criterion for discontinuing data collection and/or
review. In order to achieve "redundancy or saturation" Parse (1990) as cited in Sim et al
(2018) recommends 2 to 10 participants. In this study, the data saturation occurred at
number 8.
The sampling procedure used in this study is the purposive sampling method.
According to Maxwell (1996), as quoted in Taherdoost (2016) purposive sampling can
be described as a method used to select particular individuals or events intentionally to
provide important information that cannot be collected from other individuals or
decisions. Furthermore, purposive sampling is highly beneficial in obtaining an
appropriate and focused sample precisely in a short period of time.
In order to obtain the targeted sample necessary for the research in a timely way,
this sampling method is very suitable. The researcher had determined selection criteria
of the sample have to be individuals who in the position of School Improvement
Specialist Coach (SISC+) and have been working for at least 4 years onwards in the
department. Additionally, the informants had experience working as a teacher prior to
becoming SISC+. These three criteria were selected because it could represent the
employee who have experience motivators and challenges in the organization.
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3.3 RESEARCH INSTRUMENT
There are three different research instruments that was used in this study. In this study,
the first instrument that was being used is the consent form. The purpose of this consent
form is to inform the informants of the purpose of the research carried out by the researcher
and to inform the informants of certain scenarios to be anticipated during the interview
session. The next instrument was close ended questionnaire which is to get information
about the informant's demographic background that consists of gender, age, race, marital
status and years of experiences working in the education field. It was followed by the
interview protocol where the interview was prepared in dual language which is English and
Malay so that it will be easier for researcher to explain and informants to understand the
question.
For refining structured or semi-structured interviews, the Interview Protocol
Refinement system is most appropriate (Montoya 2016). There are four stages of an
interview process (IPR) which is the first stages is to ensure interview questions are aligned
with research questions. The second stage is to constructing an inquiry-based conversation.
The next stage is to receiving feedback from interview protocols and the last stage is piloting
a protocol for the interview. The Four-Phase Process to IPR are shown below in Figure 3.1:
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Ensure interview questions
are aligned with research
questions

Constructing an inquiry-based
conversation

Receiving feedback from interview
protocols

Piloting a protocol for the interview

Figure 3.1 The four Process to IPR

Therefore, the questions that the respondents that was asked are based on the research
questions, so that the interview protocol will not be disputed. As shown in Table 3.1, the
questions that asked during the interview are:
Table 3.1
Example of Interview Questions in the interview guide
Research Question

Interview Question
➢ What motivates you to be part of

1. What are the motivators of work
engagement among public sector

this organization?

employees in the workplace?
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➢ Can you tell me about a
circumstances or condition that
motivates you and makes you happy
with your job and organization?
➢ What factors have the most
influence on your level of
commitment at work right now?
➢ How would you describe your
relationship within your team/the
whole organization?
➢ Could you describe in as much

2. What are the challenges that may
face by the public sector

detail as possible your present work

employees from work

environment?
➢ What was the worst work situation

engagement?

you’ve ever experienced? What
made it “worst”?
➢ What is the main reason be if you
feel demotivated to work or stay in
the organization?
➢ What makes you unhappy and
disconnected from your job?
➢ Which aspects are the most
challenging ones? Why is that?
➢ Which aspect are the most challenging
ones in doing your task? Why is that?
➢ How do you overcome your
challenge?
➢ What/Who are the support available
to help you with your challenge?
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3.4 PILOT STUDY
A pilot study was conducted, with interview questions being piloted on 2 informants
who met the criteria of being selected as appropriate informants for the study. The two
informants were from Pendidikan Pelajaran Daerah Sibu, however they worked in a separate
department that is in the management sector than the real informants in this research, that are
in the learning sector. The aim of carrying out a pilot study is to ensure that during the
interview session, the researcher is comfortable with asking the questions and that the
researcher is able to fully understand the questions being asked. There are four phases in
conducting pilot study (refer to Figure 3.2).
Firstly, to ensure that the questions asked during the interview are consistent with the
study questions, the consent form, survey questionnaire and interview guide were designed.
Next, the supervisor will need to review the instruments to correct the errors made and
appropriate to be used in the study. The pilot test was conducted after the approval of the
supervisor. In order to obtain better outcomes, the last step is to modify the instrument and
improve the sections that are still lacking. Based on the findings of the pilot test, several
changes were made to the instruments. The modifications are discussed in more detail in the
section below (refer to Table 3.2)
Design the research instrument

Approval from supervisor

Conduct the pilot test

Modify

Figure 3.2 Steps in pilot study
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Table 3.2
Changes made to the interview questions
No.
1.

2.

3.

4.

5.

6.

Original Research Instrument

Changes Research Instrument

The first sentence on the research
information sheet is written without greeting
the respondent, and the researcher's name is
not included.
Under the Information sheet for research, the
sentence was “This study attempts to explore
the motivators and challenges of work
engagement for my Final Year Project as a
partial requirement for the award of the
Degree of Bachelor of Science with Honours
in Human Resource Development”
The majority of the sentences on the
information sheet were jumbled until the
end.

Changes have been made to
greet the respondents and to
include the researcher's name.

There was a total of 6 questions under the
Demographic Survey, including “gender”,
“age”, “race”, “marital status”, “duration
of service in current organization” and
“total years of employment:”.
Under the Demographic Survey, the question
was “total years of employment (in years)” is
unclear.

2 additional questions were been
added which are “current position
(department/section/unit)” and
“highest level of education”

Part C: Interview Questions for Research
Question 2 had a total of 6 questions in the
Interview Guide.

2 additional questions were
included which are “how do you
overcome your challenges” and
“what/who are the support
available to help you with your
challenge?”

Some of the sentences were
removed and the sentences was
change into “I am inviting to
participate in a study on the
motivators and challenges of work
engagement”
It was rearranged in the proper
way to make it easier for the
respondent to understand.

This question was replaced with
“total years of working experience
(in years)”.

After receiving input and recommendations from the respondents, the above changes
were made to ensure that all of the details and questions in the research instruments are
correct and appropriate for this research. The interview questions generated from the
research questions were reviewed again by the pilot respondents as part of the pilot tests.
After determining its suitability and ensuring that it can be readily understood by the
respondents, the final collection of questions was included in the interview guide.
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3.5 DATA COLLECTION
3.5.1 DATA COLLECTION METHOD
SEMI STRUCTURED INTERVIEW
Semi structured interview was chosen in this research to collect data. According to
Harrel & Bradley (2009), Semi-structured interviews are frequently used when researchers
want to investigate a topic and to thoroughly understand the information presented. The
opportunity for previously undisclosed knowledge to surface is a major benefit of semistructured interviews (O’Keeffe et al 2016). The semi-structured interview enables certain
questions to be standardized and the freedom to explore as well (Wilson, 2014).
Therefore, this approach is suitable to use it in this study as the informants have been
given the freedom to discuss and share their knowledge, interpretation and more realistic
opinions on the matter discussed. The interview was prepared in dual language which is
English and Malay so that it will be easier for researcher to explain and informants to
understand the question.
AUDIO RECORDING
The second method that was selected in this research is audio recording. With the
permission of the informants, interview sessions with each informant were recorded using an
audio recorder. The purpose of documenting the interviews is to ensure that without leaving
any specifics out, all the information given by the informants is collected. The other
advantage of the audio recording is, Sullivan (2010) mentioned that interviewer was able to
replay and analyze the interview at the later time so as to help the interviewer to recognize
the missing key details during the interview.
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3.5.2 DATA COLLECTION PROCEDURE
In this research, data was collected from informants working in the selected
organization. A few steps will be taken to collect the data for this research (refer to Figure
3.3).
Prior to conducting the interview, the researcher prepared interview questions that
were authorised by the supervisor. After getting faculty approval, the researcher sends the
letter to the selected organisations to request permission to conduct an interview with their
employees. After the organisation received permission, the researcher organised an
appointment with management to choose the day, time, and platform for the online interview
session with the employees who would participate as informants. The researcher used zoom
and webex for the online interview session. The interview process took a week in total.
On the day of the interview, the researcher provided a quick overview of the subject
and explained the objective of the research to the informants. The informants then sign a
consent form granting permission to record the session and indicating their willingness to
participate in the study. Following that, they were handed a survey questionnaire to complete
the demographic section of the survey. After that, the interview was conducted based on the
questions prepared in the interview guide, with enough time provided for them to elaborate
on their responses.
Each interview session lasted an average of 25:21 minutes to 1:25:10 minutes. Voice
recording and note-taking were carried out during the interview session with the approval of
the informants. The interviews concluded with expressions of gratitude and appreciation to the
informants for their time and insights.
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Acknowledgement letter from
the faculty and supervisor

Submit the letter to the selected
organization

Arrange appointment with
informants

Distribute consent form

Fill up close-ended
questionnaires

Conduct interview

Figure 3.3 Data Collection Procedure
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3.6 DATA ANALYSIS PROCEDURE
Content analysis was be used in this study to analyse the data. Content analysis is a
procedure for categorizing verbal or behavioural data for classification, summary and
tabulation purposes. There are 6 steps in content analysis according to Creswell (2009).
Organizing and preparing the data for analysis is the first step. This includes transcribing
interviews, scanning material optically, typing field notes, cataloging all of the visual
material, and organizing and grouping the data according to the information sources into
various forms which the researcher used in this study. Next is reading or looking at all the
details.
This first step gives the knowledge a general sense and an opportunity to focus on its
overall significance. At this point, researchers was write notes to begin to record general
ideas about the data. The third step is to start the coding of all the data. Coding is a process of
organizing data by bracketing chunks and writing a word that represents a category in the
margins. It includes taking the text data obtained during data collection, separating sentences
into categories, and identifying certain categories with a word that is based on the exact word
of the respondent.
The next step is to create a summary of the environment or people, as well as
categories or themes for interpretation using the coding process. Description includes a
thorough representation of details about individuals, locations or events in an environment.
Researchers was able to produce codes for this definition. This study is useful in the creation
of detailed explanations for case studies, ethnography and narrative research projects.
After that, the qualitative framework will lead how the description and themes are
described. This is where discussion that will involves a chronology of events, a detailed
discussion of many subjects, or a discussion of themes that are connected. The final step in
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the analysis of data includes the interpretation of findings or results in qualitative study. It
may also lead to new questions that need to be answered that have been identified from the
data and research not acknowledged earlier in the study by the researcher. This figure below
suggests from the bottom to the top in order to explain the steps in data analysis as shown in
Figure 3.4 below:

Figure 3.4 Process of content analysis
Adapted from Creswell Model of Qualitative Data Analysis
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3.7 ETHICS OF STUDY
There are several ethics related to the conduct of this research. Research ethics is
essential because it provides guidance with a high ethical standard for performing proper
research. Firstly, the researcher would require permission from the organizations as well as
the participants. The researcher will need to notify the informants about the intent of the
study and obtain permission before joining the interview session. This will be done in the
form of consent. The consent form will be prepared and a copy will be given to each of the
participants. All forms of note taking and audio recording of the interview session also
required permission of the informants.
In addition, the key ethics outlined are the consent and confidentiality of the
respondent. This is to ensure that all information can be used for academic purposes only.
The researcher must protect confidentiality of the information.

3.8 SUMMARY
This chapter addressed the methods that will be used to carry out this research. The
design of the research is the case study. In this chapter, the population, sample size and
sampling procedure are also included. Furthermore, it also describes the method of data
analysis and data collection. The ethics of research concluded in this chapter.
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CHAPTER 4
FINDINGS

4.0 INTRODUCTION
This chapter summarises the study's findings. The chapter begins with a discussion of the demographic characteristics of the informants used
in the research. Following that, the study's primary findings are analysed and evaluated. The chapter concludes with a concise summary.
4.1 INFORMANTS’ DEMOGRAPHIC PROFILE
Table 4.1
Informants’ demographic profile
Informant

Gender

Age

Race

Marital
Status

Duration of
service in
current
organization
(in years)

Total years
of working
experience
(in years)

Current position
(Department/Section/Unit)

Highest level of
Education

1

Male

52

Malay

Married

7 years

32 years

Master’s Degree

2

Male

45

Chinese

Single

7 years

16 years

3

Female

58

Chinese

Single

6 years

33 years

4

Male

43

Bidayuh

Married

4 years

16 years

School Improvement Specialist
Coach (SISC+)
School Improvement Specialist
Coach (SISC+)
School Improvement Specialist
Coach (SISC+)
School Improvement Specialist
Coach (SISC+)
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Master’s Degree
Bachelor’s Degree
Bachelor’s Degree

5

Female

48

Chinese

Married

7 years

17 years

6

Female

52

Iban

Married

7 years

30 years

7

Female

54

Chinese

Married

6 years

31 years

8

Male

47

Chinese

Married

7 years

24 years

School Improvement Specialist
Coach (SISC+)
School Improvement Specialist
Coach (SISC+)
School Improvement Specialist
Coach (SISC+)
School Improvement Specialist
Coach (SISC+)

Master’s Degree
Bachelor’s Degree
Master’s Degree
Master’s Degree

In Table 4.1, all of the informants' demographic profiles are listed, including their gender, age, race, marital status, years of service in
current organisation, total years of employment, current position, and highest level of education. This study involves eight informants, four of
whom are female and four of whom are male. All of the respondents are School Improvement Specialist Coaches (SISC+). Six out of eight
informants are married, according to the table. In addition, four of the eight informants are in their forties, ranging from 43 to 48 years old, and
the remaining four are in their fifties, ranging from 52 to 58 years old. Five of the eight informants are Chinese, while the remaining three are
bumiputera (Iban, Bidayuh, Malay). Only one informant has been with the company for four years, while the rest have been there for between
six and seven years. Prior to working as a SISC+, all of the informants worked as teachers, with a total working experience ranging from 16 to
33 years. Furthermore, 5 of the 8 informants had a master's degree, while the other three had a bachelor's degree.

38

4.2 MAIN FINDINGS
The major findings of the study were collected through semi-structured interviews
with the informants. Based on the research questions, the informants' opinions and insights
will be addressed. The following sections will explain the major findings for each of the two
research questions.
4.2.1

RESEARCH QUESTION 1

Gaining new experience
Informants: 1, 2, 3, 4, 5, 6,
7, 8
Passion toward work

Intrinsic rewards

Informants: 2, 3, 4, 6
Recognition
Informants: 4, 5

RQ 1: What are
the motivators of
work engagement
among public
sector employees
in the workplace?

Co-workers’ support
Informants: 1, 2, 3, 8

Promotion
Extrinsic rewards

Informants: 3, 4, 5, 6, 7

On-going learning process
Informants: 2, 7

Supportive working
environment
Informants: 1, 2, 7

Figure 4.1 The findings of Research Findings 1
39

Figure 4.1 shows the research question regarding to understand the factors that
motivators the informants to stay employed in their current job. Based on Figure 4.1, there
are seven main factors which motivate the informants that is gaining new experience, passion
toward work, recognition, co-workers’ support, promotion, on-going learning process as well
as supportive working environment.
Gain new experience. This refers to a desire to try and find out what happens where
it can open up the possibility for the employee to enjoy something new. This factor motivates
all informants to remain with their existing organisation since the job and offer from the
ministry of education are still new and fascinating. This is supported by the following quotes:
Informant 1:
“Pertama sekali, saya nampak tawaran itu yang mula-mula. Tawaran, saya nampak
satu ayat yang sungguh menarik minat untuk kita memohon kerana bagaimana kita
membantu cikgu pula.”
Informant 2:
“First, I became the SISC+ just because I want to try something new. Okay. It’s
motivated when I heard the chance to meet with the teacher. And there are a lot of things that
you can learn from this career like you can provide mentoring and coaching skills. Okay.
These are the thing that I never had so it motivates me to be joining this career as SISC+.”
Informant 3:
“Uh- Before that, I been working as a teacher before about 20+ years. I feel that I
can do better. Maybe I need uh- greener pastures or need some more new experience that I
can adventure in before I retired. That’s what I can think of.”
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Informant 4:
“So, I really like to try new things and gain new experience. That’s why I apply for
SISC+.”
Informant 5:
“Ya, I was asked to apply um letter came from the PPD, asking me to apply. So, I
thought that umm I have already given 10 years of my teaching life in umm my school so I
thought that you know... something new will freshens me up and give me more challenges...
so I took it up.”
Informant 6:
“By nature, I’m kind of person would like to help the others so when I look at the job
scope, it is very convincing at first. I was so attracted with all the requirement as a coach so I
was applied to it….”
Informant 7:
“I want something like that you see, something different. Not stay in a very small
school ah but SISC+ is something different and I want to learn something that different
things ah.”
Informant 8:
“Gain new experience too lah because SISC+ is different. Very big different from
teacher. Teacher mostly teaching in school but SISC+ more to coaching and mentoring
side.”
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Passion toward work. Passion toward work means that the employee that willing to
put extra efforts and enjoy in the work that they are doing leading to high productivity that
will enhance work engagement. Three informants pointed out the following statement:
Informant 3:
“If I fulfil in my job and then ah- of course there will be a great achievement by
helping the teacher to enhance their own teaching skills. There is something that I feel very
rewarding to me.”
Informant 4:
“Umm, minat kepada kerja itu ada. Sebenarnya, kita memang cuba untuk membantu
sekolah. Membantu guru untuk meningkatkan dari segi pretasi akademik dan juga pedagogi.
Dari segi, uhh membantu guru kita yang mungkin sudah lama untuk perubahan. Sebab dalam
system pendidikan kita sekarang banyak perubahan yang berlaku contohnya KBAT.”
Informant 6:
“Okay, as what I mentioned earlier the word of coaching. This is the thing that really
attract me with this kind of work because it makes me very closed to the teacher and then I
lead the teacher and seeing their progress for time to time really make me enjoyed my work.”
Co-workers’ support: The assistance of a co-worker when needed, in which they
help and encourage other co-workers while sharing information and skills (Bateman, 2009).
Informants 1,2,3,5 and 8 stay motivated in their current workplace because of this factor. The
quotes are as follows:
Informant 1:
“Sebab, di suasana kerja kita dalam satu pasukan macam keluarga jugak. - Jadi
setakat ini, hubungan saya dengan keluarga saya di sini tidak ada masalah. Sebab kami
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saling perlu memerlu satu sama lain. Maksudnya disini, bila dia ada masalah, kita
membantu. Bila kita ada masalah, mereka akan membantu.”
Informant 2:
“Luckily, there are a lot of people that around me to help me. I think they are good
because helping each other is one of the reasons that I was motivated by that after I entering
SISC+ career. From these people, I starting to learn and a lot of motivation is coming from
that I went.”
Informant 3:
“I think my colleagues. They play an important role because we work as a team, ok?
So, from there, we motivate each other because sometimes we are human being, right?...
Overall, I think my colleagues play an important role to motivate me to go on as a SISC+.”
Informant 5:
“My colleagues. They are my greatest supporter. I get encouragement and strength
from them and also my other colleagues because we have been together for six – seven years.
They’re like closed circle so I think we do support each other.”
Informant 8:
“Maybe because of colleagues lah. Colleagues are all very kind, all are very
motivated and very helpful… They are very helpful because ah- they got many experiences
too in management… Like we have to endorsed letter, distribute the letter to school and
others so I learn many from my colleagues besides than coaching and mentoring.”
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Promotion. Promotion is a term that refers to progression in terms of work title, pay,
and perks, in which an employee advances to a more responsible position with greater
prestige and status. This is one of the factors where five (5) out of eight (8) informants to stay
employed in current workplace.
Informant 3:
I think uh- in terms of prospects because SISC+ we have our own track of getting
promotion. The track is shorter is around 2 years like that then we can ask for promotion.
Informant 4:
“Kedua adalah kenaikan pangkat. So memang ketua jabatan beri gerakan dan
sokongan moral lah untuk upgrade our gred.”
Informant 5:
“Ok. Um. I think first of all it will be the prospect of promotion because been given
the chance to be promoted to a higher post and of course, with promotion it should come with
pay rise oh (laugh).”
Informant 6:
“There is one, it’s a stepping stone for a better gred, you know? We called it fast
track. I was supposedly 4 years to be in this gred that is 48 but now I can jump four steps
earlier you know to be on the position and Im still waiting for my DG52 now.”
Informant 7:
“The most important is uh- the fast track you know? A very quick promotion ah.”
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Supportive working environment. This refers to when employees work in a healthy
atmosphere, they are motivated and dedicated to their jobs, they feel good about coming to
work, and this enthusiasm carries over throughout the rest of the day (Rhoades &
Eisenberger, 2002). Informant 1, 2 and 7 agree that supportive workplace is important for
them to stay motivated for the rest of the day. The three informants mentioned the following
quotes:
Informant 1:
“Pertama sekali, suasana kerja. Bila kita rasa suasana tempat kerja kita seronok
yang menyebabkan teringin “esok saya nak datang lagi”. Kita kena seronokkan diri kita
untuk berkerja. Cara rakan rakan kita di sini, jadi semakin lama kita akan rasa seronok.”
Informant 2:
“First, I can say the environment in the office. It’s very true that if the environment
good then we can easily motivate and we can move forward… This environment includes
your colleagues. Not all but maybe most of them maybe you have good communication so the
atmosphere here very nice. You feel like “oh, I’m so great that I can able to be here or I can
cooperate with colleagues”.”
Informant 7:
“emm, I think this job is not stressful lah, okay. Not so stressful because something
they have new progress such as KS25, we need to know new things but we can learn.”
Recognition. This refers that when their supervisors, co-workers, and customers
praise and acknowledge their efforts, employees will feel valued. It is genuine, beneficial
criticism, based on acknowledging persons as worthy, deserving of respect, and with needs.
(Brun & Dugas, 2008). Two informant claims are supported by the following quotes:
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Informant 4:
“Pertama, what we called kebajikan dan penghargaan daripada ketua. Ketua yang
mengambil take care for their subordinate. Itu yang penting dalam sesuatu organisasi. Bila
kita rasa seronok, kita berminat untuk berkerja.”
Informant 5:
“Umm, I think it will be getting appreciated and acknowledge by my boss. So, maybe
a note of phrases from my boss that would tell me going to the right way and it would serve
as a motivation. Sort of. Motivation for me.”
On-going learning process. This refers about the constant expansion of skills and
skill-sets through learning and increasing knowledge of the employee. Informants 2 and 7
asserted that they are engaged when they attend the courses offered to help them expand their
skills and knowledge. The quotes are as follows:
Informant 2:
“It’s provided by the KPM, Kementerian Pelajaran Malaysia for the first three years
that regarding with coaching and mentoring. There are a lot kind of skilful knowledge and so
on. Yes, definitely because to become a better coach you need to know this kind of skill. What
solution when I faced problems with the teachers and so on. The courses really motivated me
to become a better coach because I think I will not become a good coach.”
Informant 7:
“They have given us a lot of opportunity to uh- to join the course, sometimes they give
us all these workshops so it’s okay… I think if the government has prepared us for the
change, give all the training and courses.”
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4.2.2

RESEARCH QUESTION 2

Insufficient infrastructure
Informants: 1, 3, 4, 7
RQ 2:
What are the
challenges that
may face by the
public sector
employees from
work engagement?

Teacher resistance
Informants: 3, 4, 5, 7, 8

Inadequate leadership abilities
Informants: 3, 5, 6, 7

Figure 4.2 The findings of Research Question 2

The second research question is to ascertain the difficulties encountered by informants
at work. According to Figure 4.2, the informants believe that the insufficient facilities in the
workplace cause employee unhappy. Most of the informants who are facing challenging in
coaching the teachers often express disappointment and disconnection from their job.
Additionally, inadequate leadership abilities often cause informants to doubt their job.
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Insufficient infrastructure. 4 of the informants stated that the lack of facilities such as their
own office, computer, printer, photo state machine that for daily work activities will be tough
and may affect their ability to perform. The following quotes support their opinion:
Informant 1:
“Sebab kalau di tempat kerja saya dulu, kita ada tempat kita sendiri. Macam pejabat
itu, kita punya, kalau tandas itu, kita punya. Sekarang ini, kita berkongsi dengan agensi
agensi yang lain macam Kementerian Kesihatan dengan Kementerian Kebajikan
Masyarakat. Dari segi kemudahan lah saya nampak.”
Informant 3:
“There is 15 of us SISC+, is a quite big group of us then the space in the office. To me
lah, the working space is a bit too jammed for us. The space is not there. the facility is
another one lah. now, we have four of us in one small room for four officers. They do provide
facility like table and chair like WiFi although that is not so satisfactory yet. We don’t even
have printer in our own office and no laptop… As an officer, we don’t enjoy the basic thing
that we need to run our business.”
Informant 4:
“Kemudahan sebenarnya. Tapi kami jarang sebut tentang kemudahan di pejabat.
Dulu kami pernah menumpang di SMK Scared heart lepas itu kami berpindah ke pejabat.
Kemudahan itu adalah cuma tidak lengkap. Itu satu cabaran juga lah bagi kami lah. apapun,
kita kena move on saja lah.”

48

Informant 6:
“The first few years as a SISC+, I can say that uh- we just can accept whenever it is
given to us by the department. We can’t say anything, we just accept whatever it is regardless
our gred & our position. we don’t ever have any office, we don’t have any facilities and lately
we were given a place that we fight for it and finally we got it but people treated us like
“well, that’s it, do it your own”.”
Informant 7:
“In the office ah, you know very small for four persons. Now, we are divided into
bidang ah. For example, four persons in a room so we only have table and then some space
only. - before this, four of us need to stay in a meeting room you see then I said- we don’t
have the place for our own and then sometimes the others bidang what we discussed the
others bidang will hear and then they will interrupt, it’s very annoying.”
Teacher resistance. Five (5) out of eight (8) informants mentioned that they are experiencing
challenges where there are dealing with teachers’ attitude problem. Most of the coaches
described their experience when faced with teachers who have an attitude problem. It is
supported by the following quotes:
Informant 3:
“From there, we try to improve them okay lah but some teacher, they don’t want to
change especially the senior one. They think they are good already because they have many
years of working experience then they don’t want to change from the more activities-based
teaching. - I think at that time uh- I quite depressing, quite challenging task for me lah to
pursued them.”
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Informant 4:
“Kadang kadang mungkin apa yang kita nak daripada sekolah apa yang kita nak
kadang kadang kita cuba untuk membantu macam ini tetapi macam tidak capai apa yang kita
nak. Mungkin ada pernolakan dari situ. Macam tidak memberi Kerjasama yang sepatutnya
lah.”
Informant 5:
“The most challenging one would be the pedagogy part, the teaching part because
every teacher has his/her own way of teaching just like an art… So, sometimes when you
think that their way can be improved and then you suggested something to them and then
well, they don’t accept it (laugh). They might say it doesn’t work. The thing is we are nearly
suggesting so maybe perhaps you can do this; you can do that. So, the challenging part is
when they not open minded enough to accept.”
Informant 7:
“I want to see their collaborative or not that they want to accept you or not. At first,
they don’t want to accept you because, not everybody like to be coaching you know? But
some of them, they really need it because they really need to know new thing. Some of the
teachers are okay but some of them don’t even like you because they see you as a monster.”
Informant 8:
“Maybe for those teachers who don’t want to change ah because some teacher
already in their conform zone. They feel they like they are already very good so don’t want to
change for what we coach and mentoring lah. Now I only face one teacher like that lah, very
hard to change because she feels like she very good already.”
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Inadequate leadership abilities. In this context, lack of coordination in an organization can
decrease productivity, complicate processes and delay the completion of tasks. Informant 3,
5, 6 and 7 expressed their thoughts on lack of coordination faced by them due to leadership’s
communication in the following quotes:
Informant 3:
“Frankly speaking, the one up there, (laugh) I don’t know lah. Maybe, the lacking is
the coordination part. Not so well coordinated so we are most of the time we are own our
own so we need to learn independent… The planning not well done. So, the sector for the
planning part, they have to play a very good role in planning that everybody knows our
vision and our mission. Everybody has to work towards those goals. That what I feel that the
planning part, we need to enhance it so that better achievement can be achieve lah. This is
where the leadership come in and play, they part for the four sector so that everybody
towards those goals.”
Informant 5:
“So, when um – there’s a lack of information because we don’t get together, we don’t
know what going on with the others bidang right? So, it became – em – there’s no like shared
goal or no clear goal like where should I go, I see these people doing this but I’m not doing
this so should I been doing this (laugh) or what? So, due to lack of information it became
unclear where to go so there is uncertainty so – um – you know, it’s make like the work not
safe anymore, you can called that. Due to this uncertainty, it created a tension so that what I
said a problem.”
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Informant 6:
“It’s because of uh- unclear directive from my subordinate. That make me very
demotivated. When things are unclear, you might not know where to say you know
because everybody is just like uh- everybody is a boss so you are listening to whom, see?
Full of sarcastic statement sometimes in that gred you know? Certain people uh- at the
stage of sensitivity where everybody have different way. I’m very sensitive so whenever
this kind of thing triggering me, these is the thing make me, I don’t feel like I’m going to
do my work anymore. It’s really demotivated me actually.”
4.3 SUMMARY
The demographic background of the eight informants of the research has been
examined in detail in this chapter. The major findings of the research, which were
obtained through interviews with informants, were also examined in further depth. In
order to answer the study questions, which include the variables that drive public sector
workers and the obstacles they encounter in the workplace, the results were obtained
from the research questions. The research summary, discussion, consequences,
suggestions, and conclusion of the study will be discussed in detail in the next chapter.
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CHAPTER 5
SUMMARY, DISCUSSION, RECOMMENDATIONS AND CONCLUSION
5.0 INTRODUCTION
This chapter begins with the summary of the study, followed by the discussion on the findings
in the previous chapter with the support of relevant literature review. Furthermore, the theory of the
study is justified based on the results obtained. Next, the implications and recommendations are
discussed. The limitations of the study are also explained with some recommendations for future
research. Lastly, the chapter will end with the conclusion of the study.
5.1 SUMMARY OF RESEARCH
The research objective, which was defined in Chapter 1, is to investigate the motivators that
influence public sector employees as well as the obstacles that prevent them from being fully
engaged at work. It has been found that there is just one little-known research on how these factors
impact work engagement that has been performed in the Malaysian setting. Furthermore, there only
a little amount of academic research has been conducted on determinants of work engagement, and
there have been inadequate studies that have looked at barriers to work engagement from the
viewpoint of employees. As a result, the following research issues are addressed in this study: I)
What are the motivators of work engagement of work engagement among public sector employees
in the workplace? II) What are the challenges that may face by the public sector employees from
work engagement? The study's significance and limitations were also discussed in detail.
Within the chapter two, the researcher provided an explanation on the idea of work
engagement by giving the definition provided by previous researchers. The results of prior study,
on the other hand, have been used to explain in more detail the motivators of work engagement and
the obstacles that prevent work engagement from occurring. To get a deeper understanding of work
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engagement, the Job-Demand Resources model has been chosen and described in detail by the
researcher.
The methodology that was applied for this research was described in detail in Chapter 3.
The research design used for this study was a case study. There were eight informants who met the
following requirements: Purposive sampling was used to choose the participants for the research
from among those who hold School Improvement Specialist Coach (SISC+) roles in their
respective organisations and who have been working for at least four years on average. Following
the identification of the research instrument, the method for and results of the pilot study were
carried out. As a data collecting method, a semi structured interview was selected, and the data
collection process was described. Content analysis was utilised to analyse data. The importance of
ethical considerations in the research was also emphasised at the conclusion of this chapter.
The results from the data collection based on the two research questions were summarised
in Chapter 4, which focused on the most significant findings. The results were presented in
accordance with the two research questions in the form of text, tables, and diagrams. Gaining new
experience, passion for work, co-worker support, promotion, supportive working environment,
recognition, and training are the seven factors that drive the informants for Research Question 1.
The results for Research Question 2, which focused on the challenges of work engagement are
insufficient infrastructure, teacher resistance and inadequate leadership abilities.
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5.2 DISCUSSION
5.2.1

RQ: What are the motivators of work engagement among public sector
employees in the workplace?

For Research Question 1, the objective is to identify the factors that motivate SISC+ to stay
employed in their current job. The results indicate that the factors that motivate SISC+ to remain in
their present work may be classified as intrinsic or extrinsic, since the JDR-R model asserts that job
resources can motivate people intrinsically or extrinsically.
Majority of the informants are motivated by the intrinsic factors such as gain new
experience, passion towards work, co-workers’ support, as well as recognition. All of the
informants were motivated by gain new experience to become SISC+. This is because SISC+ is a
new position at District Education Offices across the country for experienced teachers. They will
spend the majority of their time visiting classrooms, coaching teachers, observing teachers, and
assisting teachers in developing on the job (Yong, 2014). The majority of SISC+ employees were
senior teachers or guru cemerlang' (master teachers) who had exemplary experience in schools and
were encouraged or self-motivated to become SISC+ (Bibi & Ali, 2019). That's what the researcher
discovered during the interview process that the majority of SISC+ go through prior to becoming
SISC+.
The second factor that motivated the informant is when the informant (3, 4, 6) mentioned
that they have passion towards work. According to informant (3), when she was able to utilise the
skills, she possessed and pass them on to the teacher, which resulted in the teacher's teaching skills
improving, it became satisfying for her. This is supported by Purba and Ananta (2018)’s mentioned
that there is a strong positive association between job passion and work engagement. Following
that, a study by Ho, Wong, and Lee (2011) revealed that employees who have a harmonic love for
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their profession are less readily distracted by the things around them when their mind is
concentrated on their task, which transfers the passion into improved work performance.
Recognition is encouraged the 2 informant (4,5) to motivate in the workplace. Informants 4
and 5 said that they feel valued when their department's leader acknowledges and cares for their
welfare and efforts. According to Abdullah et al., (2016), The use of psychological or intangible
incentives (intrinsic) like as recognition and appreciation has been shown to be very effective in
motivating employees and improving their overall performance.
Informant (1, 2, 3, and 8) indicated that they are more driven at work as a result of their coworkers’ support. The majority of informants believe that they feel motivated as a result of the
support they receive from their co-workers, as they explained that they assist one another whenever
they encounter difficulties while also motivating one another.
Earlier research indicated that the relationships between co-workers may have an effect on
work engagement (Yanchus, Fishman, Teclaw & Osatuke, 2013). Additionally, Gruman and Saks
(2011) stated that encouragement from co-workers may be a necessary factor for work engagement.
This can be explained by the notion that as employee trust and interpersonal relationships improve,
work engagement may emerge.
Furthermore, extrinsic factors like as promotion, a supportive working environment, and a
continuous learning process inspire SISC+ employees to do their jobs better. The informants'
attention is drawn to the job description because of the promotion that is being offered (3, 4, 5, 6,
7). Yamin et al., (2020) mentioned that employees will be encouraged to work more, be more
passionate, disciplined, and accomplish work if they have the chance to be promoted based on the
principles of fairness and objectivity. This finding supported by Fleck and Inceoglu (2010)
emphasised the importance of work engagement as a result of employees' career growth
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opportunities. Employee progression opportunities contribute significantly to firms' overall level of
work engagement (Schaufeli and Salanova, 2010).
According to the informants (1, 2, 7), supportive working environment encouraged. The
result finding which proved that there is relationship between supportive work environment and
employee engagement. To strengthen these findings, Jayasinghe and Thavakumar (2020)’s study
shown the connection between supportive workplace and work engagement.
Informant 2 and 7 are motivated by the training that they have received from the Ministry
of Education. Employees can be better prepared to deal with job demands if they receive training
(Shokunbi 2016). This is because training programs is structured to meet the requirements of selfactualization and when individuals believe they have been empowered to use their full potential,
they put in their whole effort (Azeem et al., 2014).
5.2.2

RQ2: What are the challenges that may face by the public sector
employees from work engagement?

The purpose of Research Question 2 is to describe the workplace difficulties associated with
SISC+. Based on the findings of this research, four respondents (1, 3, 4, 7) characterise their
current workplace as having insufficient facilities. The majority of informants described that their
office space is quite limited and that they must share it with others. Apart from that, the office
facilities are insufficient, making it difficult for them to carry out their daily duties. This is aligned
with previous study done by Chandrasekar (2011) where the finding is that office space is a critical
contributor to employee performance in the workplace, with a majority of employees ensuring that
office space, in poor locations, wastes time and energy and contributes to ineffective work habits.
Informants (3, 4, 5, 7) experienced difficulties as a result of dealing with teachers’ attitude
problem. Informant (3) mentioned that teaching adult learners can be very rewarding, but very
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challenging as well due to the different attitudes the teachers portray. According to informant (7),
not all teacher welcomed their presence because some of the teachers were sceptical about this. For
some teachers, it is hard to transform from what they have been doing all these years. She said that
it is hard for her when she faced the teachers who have attitude problem. These teachers did not
welcome her.
Along with that finding, another participant had talked about her challenges while coaching
and mentoring. According to her, not all of the teachers are very positive towards SISC+. She told
the researcher that the teacher was resistant towards the SISC+ and refused to accept her. At this
point, the informants said she was quite unhappy with the treatment given by her teacher to her.
This is supported by the previous study done by Chuan et al., (2015) When the SISC+ went into
schools during the early years of the coaching programme, they encountered opposition from the
teachers with whom they wanted to work. Another study found that when the SISC+ visited their
classes, although the SISC+ sought to shine a light on the situation, the teachers were still
dissatisfied and felt frightened (Ahmad Syahiran et al., 2016).
Half of the informants (3, 5, 6, 7) think that a lack of coordination in the workplace is a
result of poor leadership’s communication. 2 informants (3, 5) stated that the coordination part of
the department is still weak due to unclear objectives in which leadership should be involved,
because most of the time, everyone is doing their own thing when they are supposed to be working
for the same objectives, and it also causes uncertainty, causing tension in the department.
Additionally, another informant had similar problems with leadership, stating that the imprecise
directives may make her feel very demotivated since the leader is unable to manage the
environment in which everyone acts like a boss.
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As studied by Luthra & Dahiya (2015), that a leader's ability to communicate successfully
with his team is hindered by a lack of preparation and purpose prior to speaking with others.
5.3 DISCUSSION ON THEORY
The current study aims to explore the motivators and challenges of work engagement among
SISC+. The motivators and challenges that SISC+ faced in the workplace has been identified
through the Job Demand Resources Model (JDR model). JD-R model can be divided into two
categories that are job demand which seems to have a broader effect on health, whereas job
resources appear to influence achievement, motivation and commitment (Corin, 2016). Based on
the outcomes of this study, it was discovered that the SISC+ experienced job demand and job
resources in the workplace.
Employees' overall level of work engagement will improve as a result of an increase in job
resources. (Bon et al., 2017). Bon et. Al (2017) also mentioned that job resources are recognised to
have an intrinsic or extrinsic impact on employee well-being. In the context of this study, the
motivators that develop work engagement among SISC+ are divided into intrinsic reward which is
gain new experience, passion toward work, recognition co-worker support while extrinsic reward
are promotion, on-going learning process and supportive working environment.
When additional effort is required, job demands can become stressors, even more so when
resources are limited (Mokhtar et al., 2019). Moreover, the findings of this study indicated a
significant association between job demand stress and burnout among the SISC+. In other words,
high job demands such as insufficient infrastructure, challenging in coaching the teachers and
inadequate leadership abilities would drain the SISC+’s energy.
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This finding shows that when job demand remains constant but job resources rise, work
engagement and performance levels will increase whereas when job demand increases but job
resources stay consistent, stress and burnout will rise.
5.4 IMPLICATION AND RECOMMENDATION
5.4.1

Ministry of Education

First and foremost, this study has implications for the organization. In terms of the implications
of this study for the organization, the findings indicate a few obstacles and scenarios that prevent
work engagement from continually improving. The district education office must identify the
factors that can motivate employees to be involved with their work, as completely engaged
employees will freely spend their discretionary effort to improve the overall performance of the
organization. The findings suggest that measures should be done to make employees feel valued
and appreciated, such as the implementation of performance benchmarks to increase motivation
and engagement, so that management may show their appreciation for them by praising them for
their good work.
In addition, in order to reduce stress, organisations must develop a positive working
environment by providing sufficient tools for employees to carry out their daily tasks and by
maintaining positive relationships with their co-workers. For instance, the organisation could offer
the employee with their own office space so that they are not distracted while carrying out their
responsibilities. As a result, employees are more likely to be free of work stress since they believe
that their well-being is taken into consideration by management and that they can contribute
effectively.
As eloquently stated by Balang et al. (2019), the practise of coaching should remain
strengthened more effectively by policy makers such as the Ministry of Education, Malaysia.
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Policymakers must carefully define and evaluate the duties and responsibilities of SISC+ to decide
whether the required skills and expertise are stated, and if not, what adjustments must be done in
the future to enable the implementation of SISC+ positions.
5.4.2

District Education Office (PPD)

The Deputy Head of District Education Officer plays a critical role in managing employees,
particularly in ensuring that employees are fully engaged at work, because engaged employees are
the organization's most valuable asset in competing with competitors, as engaged employees work
on organisational objectives simultaneously. The study's results may help the Deputy Head of
District Education Officer get a better understanding of work engagement, particularly what they
can do to increase the motivators of work engagement while decreasing the incidence of barriers
among SISC+.
A strategic effort to enhance the role and reputation of SISC+ officers as a quality programme
for teachers that will focus students' development in the future is urgently required by the District
Education Office. It is also recommended that the District Education Office constantly support and
offer SISC+ should be given more professional development training to increase their knowledge
and skills to become more skilful coaches. They should be equipped with as much as knowledge
and information as an instructional coach and better prepared to improve their coaching quality
with the teachers.
Additionally, the SISC+ reports that teachers occasionally resist getting assistance from the
SISC+ because they are unwilling to accept that someone is attempting to assist them, which is one
of the challenges the SISC+ has encountered. As a result, PPD must ensure the support of school
administrators in order to overcome these obstacles. This is because school leaders are also
accountable for ensuring that teachers cooperate with and are receptive to SISC+ when they visit
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the school to implement the learning process. School administrators should leverage SISC+'s
expertise to help improve the professionalism of teachers in their schools.
5.4.3

Future Researcher

This study adds to the review of prior literature, which may offer more references for future
researchers. Furthermore, future researchers who are interested in doing similar research may refer
to the research methodology applied in this study, which comprises the research framework, which
consists of a problem statement, objectives, and research questions. Due to the fact that the majority
of previous research in this area has been conducted quantitatively, this study can offer in-depth
understandings of specific variables that motivate and challenges that faced by the public sector
employees in the workplace. Given that the present study focuses only on Sibu in the state of
Sarawak, further research on motivators and challenges in other geographic areas and sectors is
also suggested. Further exploratory studies are therefore necessary to discuss the other population,
as the population size in this study is quite small due to the current study focus on a single
organisation. Future research is suggested to examine work engagement at SISC+ departments
located in West Malaysia, as different work cultures may influence employees' perceptions of
work. Following that, additional study should be conducted to investigate and compare the
motivators and challenges encountered by new and experienced employees. It is important to
understand how the various groups have quite distinct demands and have very diverse experiences
in working with employees in the workplace. Thus, a future study should be done to identify the
various motivators required for each group and the challenges encountered.
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5.5 CONCLUSION
Finally, this chapter provided a synopsis of the whole chapter from beginning to end. This
study has explored the motivators and challenges of work engagement among SISC+. It was
discovered that the research questions could be answered by conducting interviews and evaluating
the information collected from the informants. The two particular objectives of the study were also
met by collecting intriguing results, despite the fact that a small sample size was used to give the
information needed by the researcher.
This study has addressed some of the factors that drive work engagement, as well as some
of the challenges that SISC+ face in the workplace. The findings show that the SISC+ is found to
be motivated when they able to gain new experience, passion toward work, recognition, coworkers’ support, promotion, on-going learning, passion toward work and supportive working
environment. The study also revealed few barriers that inhibit the work engagement such as lack of
facilities, faced the teachers who have negative attitude who refuse to change and lack of
coordination due to leadership skills.
If the public sector continues to ignore the importance of work engagement, it will continue
to underperform when compared to the private sector, and the findings of this study would have far
implications. Apart from that, implications and recommendations that are appropriate for all parties
directly engaged with the study. Finally, the researcher believes that this study will give a
comprehensive summary of the topic of work engagement.
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5.6 SUMMARY
This chapter covers the summary of the whole chapter, beginning with Chapter 1 and
ending with Chapter 5. The discussion then turned to the current study implications for the ministry
of education, the district education office, and future researchers. Furthermore, the study makes
recommendations to the Ministry of Education, the District Education Office, as well as future
researchers, in order to expand the scope of the research into the subject of work engagement in the
future. Finally, the chapter comes to a close with a paragraph of conclusion.
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APPENDIX A
CONSENT FORM

INFORMATION SHEET FOR RESEARCH
Exploring Motivators and Challenges of Work Engagement: A Study in One Education
Department
Dear Respondents,
I am Yvette Ordellea Dewin, an undergraduate student from the Faculty of Cognitive Sciences and
Human Development in Universiti Malaysia Sarawak (UNIMAS). I am inviting you to participate
in a study on the motivators and challenges of work engagement.
This survey consists of the Consent Letter, Demographic Survey and Interview Guide. Please take
your time to read and understand all the documents provided. I would like to seek your consent to
be an informant for this research. The interview may take 45-60 minutes of your time.
As a respondent, you are also free to cease the interview at any time you wish or you may refuse to
answer any question if you do not want to. All information gathered from you will be kept
confidential and will not be used for any other purpose other than for this study. If you agree to the
terms, I shall proceed with the interview, if you do not, thank you for your time.

Thank you for your participation.
If you have any questions, please do not hesitate to contact me at:
Tel: 012-5181377 (Yvette Ordellea Dewin) or Email:
68146@siswa.unimas.my
Faculty of Cognitive Sciences and Human Development
Universiti Malaysia Sarawak (UNIMAS)
93400 Kota Samarahan
Sarawak
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Consent Form for Research Participants
Exploring Motivators and Challenges of Work Engagement: A Study in One Education
Department
The main interest of this research is to explore the motivators and challenges of work engagement.
This letter will explain your rights as the respondents of this research.
As the participant of this research, I fully understand that my participation will involve the
following:
1. I need to attend an interview which lasts for approximately 45-60 minutes.
2. I am aware that I will be contacted again for another interview if the information given is not
sufficient.
3. I will give my full co-operation to the researcher upon the completion of the data collection by
providing the researcher with relevant documents as requested which do not violate my
professional ethics.
4. I will not be identified in any way other than code number or pseudonym in data records or
reports of the research findings. My confidentiality and anonymity are ensured by the
researcher.
5. The information collected will be used in the academic research and other publications arising
from the research.
6. I understand that I will not be paid for participating in this research.
7. Even though I agree to be an informant of this research, my choice to participate is voluntary.
Therefore, I am free to withdraw from the research at any stage during the interview by letting
the researcher know.
As the interview requires the need to use an audio recorder, I hereby *agree/refuse to allow the
interview session to be recorded.
I have had the opportunity to read this consent form, ask questions about the research project and
I am prepared to participate in this research project.
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Participant
Signature:
Name:
I/C Number:
Date:

Interviewer
Signature:
Name:
I/C Number:
Date:
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APPENDIX B
SECTION A: SURVEY QUESTIONNAIRE
Demographic Background
Instruction: Please select (tick) the most relevant answer or write in the space
provided for each of the questions below.

1. Gender
( ) Male
( ) Female

2. Age (in years):

3. Race
( ) Malay
( ) Chinese
( ) Iban
(

) Others. _____________(Please state)

4. Marital Status
( ) Single
( ) Married
( ) Others

(Please state)

5. Duration of service in current organization (in years): ___________________
6. Total years of employment (in years): _____________________
7. Current position (Department / Section / Unit): ________________________
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8. Highest level of education
( ) Doctor of Philosophy (PhD)
( ) Master’s Degree
( ) Bachelor’s Degree
( ) STPM (Sijil Tinggi Pelajaran Malaysia)/ Diploma/ Setaraf
( ) SPM (Sijil Pelajaran Malaysia)
( ) Others.

(Please state)
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APPENDIX C
SECTION B: INTERVIEW GUIDE
Part A: Warming Up Question
1. Hi, nice to meet you. How are you today?
Hi, gembira berjumpa anda. Anda apa khabar?
Part B: Situating Question
1. What is your position in the department?
Apakah jawatan anda di dalam jabatan ini?
2. What are your primary roles or duties in the department?
Apakah tugas utama anda di jabatan ini?
3. How long have you been working in this department?
Berapa lama anda sudah berkhidmat di jabatan ini?
4. Where do you work before you join this department?
Dimanakah anda bekerja sebelum berkhidmat disini?

Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
•

What motivates you to be part of this organization?
Apa yang mendorong anda untuk menjadi sebahagian daripada organisasi ini?

•

Can you tell me about a circumstance or condition that motivates you and makes you
happy with your job and organisation?
Bolehkah anda memberitahu saya tentang situasi atau keadaan yang membuat anda
bermotivasi dan membuat anda gembira dengan pekerjaan dan organisasi anda?
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•

What factors have the most influence on your level of commitment at work right now?
Apakah faktor yang paling mempengaruhi tahap komitmen anda di tempat kerja
sekarang?

•

How would you describe your relationship within your team/the whole organization?
Bagaimana anda menerangkan hubungan anda dalam pasukan / seluruh organisasi
anda?

Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
•

Could you describe in as much detail as possible your present work environment?
Bolehkah anda menerangkan secara terperinci yang mungkin mengenai persekitaran
kerja anda sekarang?

•

What was the worst work situation you've ever experienced? What made it "worst"?
Apakah situasi kerja yang paling buruk yang pernah anda alami? Apa yang
menjadikannya "paling teruk"?

•

What is the main reason be if you feel demotivated to work or stay in the organization?
Apakah sebab utama jika anda berasa tidak bersemengat untuk bekerja atau tinggal di
organisasi?

•

What makes you unhappy and disconnected from your job?
Apa yang membuatkan anda tidak gembira dan terputus dari tugas anda?

•

Which aspects are the most challenging ones in doing your task? Why is that?
Aspek mana yang paling mencabar dalam melakukan tugas anda? Mengapa itu?

•

How do you overcome your challenge?
Bagaimana anda mengatasi cabaran anda?

•

What/Who are the support available to help you with your challenge?
Apa/siapa sokongan yang tersedia untuk membantu anda menghadapi cabaran anda?
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APPENDIX D
VERBATIM TRANSCRIPTS OF INFORMANTS
Informant 1
Date of interview: 31.05.2021
List of Acronyms: HS=Informant 1, YOD=Interviewer
Part A: Warming Up Question
YOD: Selamat pagi. Apa khabar Encik?
HS: Selamat pagi, baik.
Part B: Situating Question
YOD: Apakah jawatan encik di dalam jabatan ini?
HS: SISC+.
YOD: Tugasan utama seorang SISC+ adalah lebih kepada membimbing guru guru di sekolah.
Bimbingan itu tidak semestinya bentuk bimbingan di dalam kelas. Ianya boleh juga melibatkan
bimbingan di luar kelas dan di luar waktu kelas. Apa-apa sahaja bimbingan yang berkaitan
dengan guru di sekolah. Bimbingan ini lebih banyak kepada bagaimana kita nak membantu
guru guru di sekolah meningkat dari segi cara mereka mengajar di dalam kelas. Itu lah tujuan
SISC+ ini.
YOD: Berapa lama encik sudah berkhidmat di jabatan ini?
HS: Saya berkhidmat sebagai SISC+ selama 7 tahun.
YOD: Dimanakah encik bekerja sebelum berkhidmat disini?
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HS: Saya pernah bekerja sebagai seorang guru di sekolah rendah. Selepas itu, saya menjadi
seorang pensyarah di IPG.
Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
YOD: Apa yang mendorong encik untuk menjadi sebahagian daripada organisasi ini?
HS: Pertama sekali, saya nampak tawaran itu yang mula-mula. Tawaran, saya nampak satu
ayat yang sungguh menarik minat untuk kita memohon kerana bagaimana kita membantu cikgu
pula. Kalau di IPG, kita banyak kepada bagaiman membantu cikgu untuk menjadi cikgu yang
baik. Bila saya nampak di sini, lebih kepada yang sudah menjadi cikgu tetapi nak tengok
macam mana nak tingkatkan lagi untuk jadikan cikgu itu menjadi cikgu yang lebih baik. Kalau
sebelum ini, saya punya kerja itu banyak sangat. Terlalu banyak yang perlu diuruskan. Kerja
saya ini nampak lebih ke arah kepada satu fokus sahaja. Walaupun dia ke arah kepada satu
sahaja tetapi dia banyak cerita dari siitu yang berkaitan dengan guru kita. Itu lah yang saya rasa
seronok lah.
YOD: Bolehkah encik memberitahu saya tentang situasi atau keadaan yang membuat anda
bermotivasi dan membuat anda gembira dengan pekerjaan dan organisasi anda?
HS: Satu lagi sebenarnya, semasa saya memohon jawatan ini, dia lebih banyak kepada
kedudukan. Kedudukan yang saya maksudkan adalah kedudukan rumah dan tempat kerja. Nak
cari keselesaan. Sebab saya nampak bila saya bertugas sebelum itu, jauh sangat. Sehari
perjalanan 98 kilometer ulang alik. Maknanya, perjalanan itu membuat saya berusaha cari
pekerjaan yang lebih selesa untuk saya lah. selain itu, bila suasana bekerja yang kita rasa
seronok dengan jiwa kita jadi tak jadi masalah. Walaupun saya dekat dengan ibu bapa tapi saya
jauh dengan anak dan isteri. (15.51.14minit)
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YOD: Apakah factor yang paling mempengaruhi tahap komitmem encik di tempat kerja
sekarang?
HS: Pertama sekali, suasana kerja. Bila kita rasa suasana tempat kerja kita seronok yang
menyebabkan teringin “esok saya nak datang lagi”. Kita kena seronokkan diri kita untuk
berkerja. Cara rakan rakan kita di sini, jadi semakin lama kita akan rasa seronok. Dari awal tadi
saya katakan, kita diri sendiri kena seronok kan diri kita. Kita kan tanamkan apa kah tujuan
kita nak buat sesuatu. Jangan kita sia siakan peluang yang kita dah ada.
YOD: Selain daripada suasana tempat kerja encik, apa lagi yang menyumbang tahap komitmen
sekarang?
HS: Yang penting ialah, kekitaan. Makna kita dalam satu keluarga. Suasana kerja ini kita kena
ada keluarga. Bila kita sudah wujudkan satu suasana kerja, berkeluarga macam di rumah jadi
begitu lah kita di tempat kerja. Selain itu, pemimpin. Itu main peranan juga. Bila kita di bawah
seorang pemimpin yang merasa suasana itu seronok untuk kita berkerja, maka kita tidak ada
rasa serba salah atau bersalah nak turun ke kerja. Kita kena lihat anak anak buah kita, itu yang
paling penting.
YOD: Bagaimanakah encik menerangkan hubungan encik dalam pasukan/seluruh organisasi
encik?
HS: Fleksibeliti itu mesti ada. Sebab, di suasana kerja kita dalam satu pasukan macam keluarga
jugak. Masing masing berbeza cara mereka. Namun, sebagai keluarga kita kena terima hakikat
yang cara masing masing adalah berbeza. Bila kita berkerja, professional itu penting. Sebab
apabila kita bertindak professional, dengan ada setiap apa yang kita buat itu, jadi kita boleh
meneruskan kerja kita. Satu lagi, kita jangan cepat ambil hati. Jadi setakat ini, hubungan saya
dengan keluarga saya di sini tidak ada masalah. Sebab kami saling perlu memerlu satu sama
lain. Maksudnya disini, bila dia ada masalah, kita membantu. Bila kita ada masalah, mereka
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akan membantu. Mungkin saya tidak pandai dalam bidang ICT tapi rakan rakan saya semua
faham. Jadi bagi saya, tidak ada masalah tidak kira atau bawah.
Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
YOD: Bolehkah anda menerangkan secara terperinci yang mungkin mengenai persekitaran
kerja anda sekarang?
HS: Persekitaran kerja di sini saya nampak tidak ada masalah. Sebab kalau di tempat kerja saya
dulu, kita ada tempat kita sendiri. Macam pejabat itu, kita punya, kalau tandas itu, kita punya.
Sekarang ini, kita berkongsi dengan agensi agensi yang lain macam Kementerian Kesihatan
dengan Kementerian Kebajikan Masyarakat. Dari segi kemudahan lah saya nampak. Tapi saya
tak nampak situ sebagai kekurangan lah. saya nampak sebagai kelebihan sebab saya boleh
mengenali dengan rakan rakan yang baru di agensi yang lain.
YOD: Apakah situasi kerja yang paling buruk yang pernah anda alami? Apa yang
menjadikannya “paling teruk”?
HS: Setakat ini tidak ada. Tetapi situasi masa nak pergi kerja, situasi itu lebih kepada
perjalanan. Pernah sekali, motorsikal rosak namun kita boleh maklumkan kepada cikgu dan
guru besar. Itu sahaja. Tapi kalau di sana lah. Kalau di sini, tidak ada lah. sebab sangat dekat
lah (ketawa). Kalau nak wujudkan sesuatu suasana yang tidak dapat diterima bila kita hendak
pergi membimbing, kita tidak diterima. Tapi tidak pernah lah. Kalau kebiasaan berlaku situasi
ini, kita akan selesaikan lah. selama saya jadi SISC+ ini, saya boleh lalui. Pernah ada guru yang
tidak mahu, memang betul tapi saya boleh lalui dengan cara yang lain.
YOD: Apakah sebab utama jika anda berasa tidak bersemangat untuk bekerja atau tinggal di
organisasi?
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HS: Tiada. Sebab kita diajar untuk tidak putus asa, itu yang paling penting.
YOD: Jadi, apa yang membuatkan encik tidak gembira dan terputus dari tugas anda?
HS: (ketawa) uhh, berkaitan dengan jiwa lah. sebab apa, bila kita berjanji mesti dikotakan. Bila
jiwa memang nak benda itu, jadi apabila sudah dijanjikan dengan sesuatu benda yang kata
“okay selepas ini, dapat ini ini akan ini maka anda diberi satu hadiah” tapi kita sentiasa
menunggu bila nak dapat hadiah itu. Jadi bila kita jadi SISC+, ada benda yang kita rasa ada
janji yang sebelum ini yang sepatutnya dibagi tetapi tidak ada sampai sekarang. Akhirnya dapat
jugak tapi “gap” dia dah lari dah sebab senority kita dah hilang sebab ada yang boleh mengejar
kita.
YOD: Apakah cabaran yang encik lihat dalam pekerjaan semasa anda yang menghalang encik
darupada berasa dipenuhi dan berpuas hati?
HS: Setakat ini tidak ada. Cabaran yang saya hadapi ialah, dari segi komputer sahaja.
YOD: Bagaimana encik mengatasi cabaran ini?
HS: Boleh diatasi dengan cara rakan rakan. Itulah yang saya maksudkan. Rakan rakan
memainkan peranan.
YOD: Okay. Itu sahaja soalan yang saya ingin tanyakan encik. Terima kasih.
HS: Sama-sama.
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Informant 2
Date of interview: 31.05.2021
List of Acronyms: SA= Informant 2, IN = Interviewer
Part A: Warming Up Question
IN: Good afternoon sir. Have you taken your lunch?
SA: Good afternoon. Yes, just now. (laugh)
Part B: Situating Question
IN: I understand that your position in the department is SISC+, right?
SA: Yes.
IN: Can you tell me more about your primary roles or duties in the department?
SA: Okay. Um. As a SISC+, my work. Ok. My job lah. Um. More to coaching and mentoring
the teacher in the school. That’s the one and then. Now. We add on to middle leader in the
school too. These are the two thing that we need to do. That’s what our job. So, we need to
have patience, that very important. And then knowledge because Communication very
important too. If you can communicate well with the teacher in the school, you can see the
result, the end result is getting better Otherwise, you will have face a lot of problem.
IN: Where do you work before you join this department?
SA: I work as a teacher.
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Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
IN: What really motivates you to be part of this organization?
SA: Umm. Okay... Let me figure it out how to answer your question... First, I became the
SISC+ just because I want to try something new. Okay. It’s motivated when I heard the chance
to meet with the teacher. And there are a lot of things that you can learn from this career like
you can provide mentoring and coaching skills. Okay. These are the thing that I never had so
it motivates me to be joining this career as SISC+. As first, I thought I can do it but when I
enter this SISC+, I feel like I’m not so good. Luckily, there are a lot of people that around me
to help me. I think they are good because helping each other is one of the reasons that I was
motivated by that after I entering SISC+ career. From these people, I starting to learn and a lot
of motivation is coming from that I went. If you don’t have that knowledge on coaching and
mentoring, it’s so difficult for you to proceed to your career so all this while after 2 or 3 years,
we have a lot of courses to attend so by doing this, joining this course, starting from that, you
get like 70% or 80% and lastly it motivates you to become a better coach. From there, I feel
like I was good enough to teach a teacher. At first, I was not a good coach because I don’t have
that skill in terms of communication I lack of that experience and the way I talked to the
teachers why I not so good at first. All these things motivated me to become a better coach
because once you identified your own weakness, I don’t think you can be a good on.
The motivation is come from my colleagues, my friends and all of the teachers.
IN: This course is provided by who? You think that this course can guide you to become a
better coach?
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LH: It’s provided by the KPM, Kementerian Pelajaran Malaysia for the first three years that
regarding with coaching and mentoring. There are a lot kind of skilful knowledge and so on.
Yes, definitely because to become a better coach you need to know this kind of skill. What
solution when I faced problems with the teachers and so on. The courses really motivated me
to become a better coach because I think I will not become a good coach.
YOD: Can you tell me about a circumstances or condition that motivates you and makes you
happy with your job and organisation?
LH: First, I can say the environment in the office. It’s very true that if the environment good
then we can easily motivate and we can move forward. Without this type of environment, its
quite difficult for us to proceed on because if the environment is not suitable for you to stay in
maybe you don’t like your job anymore. It’s just like you don’t feel comfortable then you don’t
have the energy to go on. This environment includes your colleagues. Not all but maybe most
of them maybe you have good communication so the atmosphere here very nice. You feel like
“oh, im so great that I can able to be here or I can cooperate with colleagues”.
YOD: What factors have the most influence on your level of commitment at work right now?
LH: So far now, um- It’s just above moderate. Because um- my bidang. Before that, I was in
science and mathematics field so there a lot things to do regarding with the mathematics
because like at Sekolah Rendah, most of them facing the problems on mathematics so I have
more job to do. I think the fact that I have more job to do. So, after the restructuring, I moved
to other bidang which is TVET. TVET is more to technical and engineering side so not so many
like mathematics and science. Mostly, our subject is more hands on like pertanian and etc. So
now, I quite okay compared to mathematics and science because it’s a lot thing to do. One thing
in this bidang, the TVET I feel like I great to be here because I can slowly move to zero to
something. I can learn a lot of things because a lot things I don’t know like the agriculture
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things. So the level of confidence like compared to the last bidang, it’s still a little bit more
moderate but in terms of mathematics and science, that one I quite confident. The level is quite
high but for this one, maybe 60% or 70%. Not so high because of the new things to me.
YOD: How would you describe your relationship within your team/the whole organization?
LH: uh- its not easy for me to answer this question because it’s easy-to-get answer from the
friends but I can say what I feel I want to say lah. I easily communicate with anyone in here
like in the PPD. I like to talk to my friends. Everyone has the different opinion. So, for me, it’s
okay as long as good for all of us so I think all of them are good.
Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
YOD: Could you describe in as much as detail as possible your working environment?
LH: Right now, we have four different kinds of bidang so we have our own work to do. Not
like previously when we are not separated into different subject like this, we work as a team
and discussed. Now, even we have different kind of bidang we still do the collaboration and
work as a team. In terms of communication and cooperative, it’s still good lah. Like in my own
team, its great to have a good leader because he really good in planning so we have way to go
and things to do. Whenever we have the discussion among ourselves, any of us will jot it down
so its feel good to have a good leader and a great team in my bidang.
YOD: What is the worst situation you’ve ever experienced? What made it worse?
LH: The first thing is about the teacher. There was a first year that I became the SISC+ then I
went to a school so the headmistress asking me to coach this teacher so I just entered the class.
At first, I don’t know him so I get all the information from the PK, the GB and from others
teacher. The first time I entered the class, I feel like “wow, this teacher is good.” The way he
taught in the class; I feel like “oh okay”. He also quite friendly to me so I talked to my friends
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“not bad, but why the headmistress asks me to coach this teacher?”. The second time, I heard
my friends say to me that the teacher is very high tempered and always scold or punish the
students but from me there is nothing like he is okay. Finally, one day, we just pass by his class
and I saw him scolding the student. The way he punishes the student is very rude. After that, I
go to school without inform the teacher and I came in to his class. Then, I was quite shocked
because he keeps on punishing the student until half an hour class. I feel like I’m a failure in
coaching and mentoring. When I coach him, it’s getting better even not so perfect but in term
of pedagogy, his getting improved a lot. At that moment, I feel not so good.
YOD: What is the main reason be if you feel demotivated to work or stay in the organization?
LH: Uh, so far no. Our office is safe (laugh). I am so lucky and happy to be here.
YOD: Which aspects are the most challenging ones in doing you task?
LH: Like I say before. Because we are dealing with people, it’s not easy to change a person.
It’s not easy but we are trying our best.
YOD: How do you overcome your challenges?
LH: My friends and our boss give a lot of opinion and encouragement. Its feel good when
somebody give you more encouragement and you feel like you getting back to the game again.
When you faced the problem, make sure you get suggestion from people. We also need to be
patient in this field also because that is our job, right? When I finish my job, I will go exercise.
This is the best therapy for me because not only I taking of my health but I also meet a new
friend a lot. I feel relieved when I exercise like I released the burden.
YOD: That’s all sir. Thank you for willing to spend your time with me.
LH: Sure, no problem.
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Informant 3
Date of interview: 03.06.2021
List of Acronyms: MY=Informant 3, YOD=Interviewer
Part A: Warming Up Question
YOD: Hi, how are you today?
MY: Yes, I’m fine.
Part B: Situating Question
YOD: Your position in the department is SISC+ right?
MY: Correct, I am.
YOD: What are your primary roles or duties in the department?
MY: After restructuring, we are on our own under sector pembelajaran. So, our main roles for
as SISC+ would be coaching and mentoring for the teachers.
YOD: And you have been working in this department for 6 years, is that correct?
MY: Since 2015. We were recruit at the end of the year 2014. So roughly around 6 years.
YOD: Where do you work before you join this department?
MY: I work as a teacher at SMK Kampung Nangka, Sibu.
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Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
YOD: After you become SISC+, what motivates you to be part of this organization?
MY: Uh- Before that, I been working as a teacher before about 20+ years. I feel that I can do
better. Maybe I need uh- greener pastures or need some more new experience that I can
adventure in before I retired. That’s what I can think of.
YOD: Is there anything else?
MY: I think uh- in terms of prospects because SISC+ we have our own track of getting
promotion. The track is shorter is around 2 years like that then we can ask for promotion.
YOD: Can you tell me about a circumstance or condition that motivates you and makes you
happy with your job and promotion?
MY: In terms of our job because ah- our client will be the teachers. That is our core business,
we have to help teacher and enhance their quality of teaching. If I fulfil in my job and then ahof course there will be a great achievement by helping the teacher to enhance their own teaching
skills. There is something that I feel very rewarding to me. They have their own promotion
also; they have their own recognition from the school also, right? So, it’s a win-win situation.
In terms of their helping their organization also, in terms of that I hope the PPD to upgrade
their achievement as well in terms of academic because when the teacher can teach well of
course the student can score well right? That is kejadian murid that one aspect that we try to
achieve as well. So it’s a win-win situation that we try to in still in teacher so that they have
motivation to go on because most of the teacher, I think they are in the conform zone for too
long so they are lacking of motivation so they feel that theirs is nothing that they can do already.
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When they came in, we help in terms of like giving their motivation even they have to see some
light, they can do to achieve higher not only in terms of money isn’t?
YOD: What factors have the most influence on your level of commitment at work right now?
MY: I think my colleagues. They play an important role because we work as a team, ok? So,
from there, we motivate each other because sometimes we are human being, right? So,
sometimes, we are down because we are not always high up there. So, people working besides
you, they play a very important role when they push you a bit, give you some motivation and
then they will try to bring along in the light when you are down. So, when we work together as
a team, I think there is the force is there, the commitment is there, the willingness to work
together, I think that uh- plays a important role to motivate me to go on. Frankly speaking, the
one up there, (laugh) I don’t know lah. Maybe, the lacking is the coordination part. Not so well
coordinated so we are most of the time we are own our own so we need to learn independent.
But nowadays, we try to connect the dots and see that we can work together as a biggest team
or as a big family so hopefully we can achieve that level but still stretching lah but there is
some improvement in it along that way lah. Overall, I think my colleagues play a important
role to motivate me to go on as a SISC+.
YOD: How would you describe your relationship within your team/the whole organization?
MY: At time, we are friends. At time, comrades. (laugh). At time, we can be enemy.
Sometimes, we are disagreed about certain point but that is professionally because when you
discuss, they can work together as a team. That what I feel lah. At the end, we can work together
as team because you come at consensus.
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Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
YOD: Just now, you mentioned about the lacking of coordination part, could you explain to
me more?
MY: What I mean coordination is the planning part. The planning not well done. So, the sector
for the planning part, they have to play a very good role in planning that everybody knows our
vision and our mission. Everybody has to work towards those goals. That what I feel that the
planning part, we need to enhance it so that better achievement can be achieve lah. This is
where the leadership come in and play, they part for the four sector so that everybody towards
those goals.
YOD: Could you describe in as much detail as possible your present work environment?
MY: (sigh) because before that, we were asked in another office that attach with a school. Only
last year, we moved in lah to ppd. There is 15 of us SISC+, is a quite big group of us then the
space in the office. To me lah, the working space is a bit too jammed for us. The space is not
there. the facility is another one lah. now, we have four of us in one small room for four officers.
They do provide facility like table and chair like Wi-Fi although that is not so satisfactory yet.
We don’t even have printer in our own office and no laptop. For your information, now we are
divided into four bidang. So, every bidang only get one desktop and no printer. Because
normally when we are not in the PPD, everything we have to use our own also. Nobody cares
about our fa (20.03.21) outside there. before that, we really feel like we are not part of PPD
that they don’t recognize us. Most of the things that we want to use, we have to use our own
money like printers and ink. Once in the blue moon, they do provide us the A4 papers and
maybe some stationary. Printer only one at that time for 16 of us (laugh) and photo state
machine also not in tip top condition one lah. And one old telephone. This what happen when
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we are not in the PPD. As an officer, we don’t enjoyed the basic thing that we need to run our
business. Maybe because of financial problem or what, I don’t know. When we moved to PPD,
they do provide but slowly getting better lah. when we give our feedback, they do listen to our
voice and now, they try to upgrade for us. So, our voice is heard at this time but slowly.
YOD: May I know which department that you refer to? The one that you guys giving feedback
to.
MY: Oh, that one is under uh- I think the pengurusan if I’m not mistaken. Because normally
they will ask you for the feedback isn’t? Penilaian assessment for your workplace. How many
stars that you award for them and this one will affect the star awarded to the office. If I want to
enhance their 5 stars for PPD, I would just put everything is good, excellent, excellent but in
reality, we are don’t enjoyed all this thing so I cannot blind my heart to say this is 5, 5 and 5.
To me, I just pour out everything, this is not, this is not but at last our voice is heard lah. they
promise ah- they will give us things lah like that because they have to or else, the overall of
PPD grade will put down by all of this comment, right? We cannot blind ourself to say
everything is perfect. This is our organization; we need to upgrade. Upgrade, yes but the thing
is you need to see our workplace if we cannot work happily. The working environment, I don’t
think we can contribute much also. Workplace is important factor to me. Not only surrounding
by good people, but the basic thing must be there.
YOD: What is the worst work situation you’ve ever experienced? What made it worse?
MY: Uh, maybe the school level with the teacher because the teacher you know that they are
also stressful right? They have a lot things need to be done. When we came to see them, they
feel that they are not good especially those who are been chosen or some they are not sure
about why are they chosen? Because the data, they are not good in teaching. In terms of that,
we need to explain to them the criteria why are they chosen. From there, we try to improve
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them okay lah but some teacher, they don’t want to change especially the senior one. They
think they are good already because they have many years of working experience then they
don’t want to change from the more activities-based teaching. They will think that is bullshit,
they say what is that 21st century teaching, I been using this method for many years and its
work for me, why I need to change? I have not time to finish my teaching, why I need to give
them so many activities? Then we wasting our time. So, these are the thing that we have to
guide the teachers lah. we cannot just blame them, why you say cannot? Why you say this thing
cannot work? To guide them and let them to see the point, and then we do it together with them.
So, when they see the impact, they will buy it. I think at that time uh- I quite depressing, quite
challenging task for me lah to pursued them. Hopefully the teacher buys lah something that we
try to sell them. We try to sell this 21st century teaching so that the student is engaged to the
teacher at class, not just sitting there and wait the bell to rang then finish.
YOD: What is the main reason be if you feel demotivated to work or stay in the organization?
MY: Whenever you plan to do, it’s doesn’t work again and again. If only once, it’s okay then
we try another method then keep trying another method also can’t so it gets very frustrated.
Don’t know whether your own weakness or the teachers. It’s quite a challenging task for me.
At that time, it’s very demotivated for me but I believe in God, I try to enrich my own spiritually
then I try to work again. Maybe at time, we need to talk with colleagues, right? Maybe they
have better suggestion to help to solve the problem.
YOD: How do you overcome your challenge?
MY: Teamwork need to come in again. If you alone, you cannot work. I mean for our SISC+,
we will meet once in a week and we will bring the problem and solved the problem among of
us. Then, we will report what are the problem that we are face and then we can come together
to solve it. So, this is the platform for us to meet and then to solve the problem.
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YOD: Ah, I see. I think that’s all. Thank you for your time.
MY: You’re welcome.
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Informant 4
Date of interview: 03.06.2021
List of Acronyms: AS=Informant 4, YOD=Interviewer
Part A: Warming Up Question
YOD: Hi, nice to meet you. How are you today?
AS: Hello, I’m fine.
Part B: Situating Question
YOD: I understand that your position in the department is, SISC+ right?
AS: Yes.
YOD: What are your primary roles or duties in the department?
AS: We are uhh- mostly do the coaching our teachers.
YOD: You have been working in the department for 4 years, right?
AS: Yes, almost 4 years lah.
YOD: Before you joining the SISC+, can I know where do you work?
AS: Sebelum ini, saya berkerja jadi cikgu after that I assigned to go to PPD. Dilantik sebagai
penolong penyelia then I got the offer for SISC+ at 2014.
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Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
YOD: What motivates you to be part of this organization?
AS: So, I really like to try new things and gain new experience. That’s why I apply for SISC+.
YOD: Can you tell me about a circumstance or condition that motivates you and makes you
happy with your job and organization?
AS: umm, minat kepada kerja itu ada. Sebenarnya, kita memang cuba untuk membantu
sekolah. Membantu guru untuk meningkatkan dari segi pretasi akademik dan juga pedagogi.
Dari segi, uhh membantu guru kita yang mungkin sudah lama untuk perubahan. Sebab dalam
system Pendidikan kita sekarang banyak perubahan yang berlaku contohnya KBAT. Jadi
mungkin kita membantu cikgu yang masih lagi menggunakan “old school” lah. Sebab the end
of our product is the student. We try help the teachers then the teachers help the students. That
make me more to enjoy this job lah.
YOD: Selain daripada minat kepada kerja, apa lagi yang menyumbang kepada motivasti encik?
AS: Pertama, what we called kebajikan dan penghargaan daripada ketua. Ketua yang
mengambil take care for their subordinate. Itu yang penting dalam sesuatu organisasi. Bila kita
rasa seronok, kita berminat untuk berkerja.
YOD: Kebajikan dari segi apa encik?
AS: Satu, kita ada kemudahan cuti. Maksudnya, mudah untuk kita memohon cuti. Tidak
banyak isu daripada ketua jabatan. Itu satu. Kedua adalah kenaikan pangkat. So memang ketua
jabatan beri gerakan dan sokongan moral lah untuk upgrade our gred. Its very fast for us to
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upgrade tetapi it’s not easy lah sebab banyak criteria. More demanding about your achievement
in your organization.
YOD: How you describe your relationship within your team/the whole organization?
AS: So far, I don’t have any issue with my team.
Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
YOD: Bolehkah anda menerangkan secara terperince yang mungkin mengenai persekitaran
kerja anda sekarang?
AS: Kalau setakat ini, memang susah kita nak cakap kerana first thing is pandemic. So, we
have to try others thing guna cara baru so kita akan selalu cuba berkomunikasi dengan sekolah
ataupun guru guru di bawah PPD Sibu. So kita akan guna macam google meet, whatsapp
telegram. Itu yang kita cuba lah sebab kalau bersemuka sekarang kita tidak ada masalah sebab
kena patuh SOP dan sebagaimananya. Bersemuka lebih mudah berbanding kita guna alam
maya. Last year and this year is very challenging. So apart from our office is I really enjoyed
do my work with my friends, with my team. We try to achieve the goal to make Sibu number
1.
YOD: What was the worst work situation you’ve ever experienced? What made it “worst”?
AS: I think in my job scope, maybe I think ada juga lah. Cuma pengalaman yang rasa kita the
worst is I reapply for promotion two time. Untuk kenaikan gred, saya pernah cuba minta dua
kali. So, unfortunately, tidak berjaya. Two time, right? Itu lah yang saya rasa teruk lah. dari
segi bidang tugas, saya boleh melakukan lah. Cuma itu saja lah. Untuk mendapatkan kenaikan
gred, saya rasa ada down dulu lah. Tapi itu memang we need to just move on lah. Susah nak
cakap sebab in government sector, we uh- very what we called- persaingan sebab kami ramai.
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Satu persaingan. Kedua koata. Sebab ada tapisan, jadi that why cannot get the promotion. If
you better than others, you can get it if you not better than others, you will be left behind lah.
YOD: What makes you unhappy and disconnected from your job?
AS: So, what I doing is I try my best to take care for my own family and also my mother. I
must support my mother. They give me the motivation to move on. To try my best in my career.
Sometimes we feel down but our family is my motivation to try my best lah.
YOD: Seperti yang dikatakan oleh Encik tadi kan, yang encik rasa down, kenapa?
AS: Banyak faktor lah yang kalau kita rasa down. Contoh lah, mungkin ada hal keluarga.
Kadang kadang mungkin apa yang kita nak daripada sekolah apa yang kita nak kadang kadang
kita cuba untuk membantu macam ini tetapi macam tidak capai apa yang kita nak. Mungkin
ada pernolakan dari situ. Macam tidak memberi Kerjasama yang sepatutnya lah. sebab itu
kadang kadang salah satu faktor juga lah.
YOD: Aspek mana yang paling mencabar dalam melakukan tugas encik? Mengapa itu?
AS: Satu untuk berkomunikasi dengan guru besar. Sebab mereka ini banyak kerenah. Itu yang
kita cuba yang kita hadapi macam ini boleh, ini tidak boleh. Ada yang menerima ada yang
mempunyai idea sendiri.
YOD: Cabaran yang encik lihat dalam perkerjaan, selain daripada komunikasi dengan guru
besar tadi kan. Selain itu encik, ada lagi kah cabaran yang encik lalui sepanjang encik jadi
SISC+?
AS: Yang ini sulit kan? Kemudahan sebenarnya. Tapi kami jarang sebut tentang kemudahan
di pejabat. Dulu kami pernah menumpang di SMK Scared heart lepas itu kami berpindah ke
pejabat. Kemudahan itu adalah cuma tidak lengkap. Itu satu cabaran juga lah bagi kami lah.
apapun, kita kena move on saja lah.
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YOD: bagaimana encik mengatasi cabaran ini?
AS: Contoh kalau situasi itu kami tidak dapat menyelesaikan, so kita minta pandangan daripada
rakan sekerja kita mungkin mereka ada cadangan ataupun cara penyelesaian untuk membantu
masalah itu. Andaikan masalah itu tetap tidak dapat diselesaikan, itu kita akan berjumpa dengan
ketua lah. kita bincang dengan ketua apa Tindakan yang kita boleh ambil dan sebagaimana.
YOD: Okay encik, itu saja soalan yang saya ingin tanyakan. Terima kasih sebab sudi
meluangkan masa.
AS: Boleh saja, sama-sama.
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Informant 5
Date of interview: 04.06.2021
List of Acronyms: SA= Informant 5, IN = Interviewer
Part A: Warming Up Question
IN: Good morning Madam. Can you hear me?
SA: Good morning. Yes.
Part B: Situating Question
IN: Your position in the department is SISC+ right?
SA: Right.
IN: What are your primary roles in the department?
SA: Oh. Ok. So my main job is to guide and support teacher. Um, this teacher maybe from
different level of um, school achievement. Um, then I guide and support them in the aspect of
curriculum, pedagogy and assessment. Then aa also, umm my job is to analyse and report
school achievement by two ways. I need to monitor the development and performance of pupils
and also the effectiveness of intervention.
IN: According to your google forms, you have been working in the department for 7 years,
right?
SA: Yes.
IN: Where do you work before you join this department?
SA: umm. Ok. I was an English language Teacher at SMK Kwong Hua secondary school at
suburb area.
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Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
IN: After you become the SISC+, what motivates you to be part of this organization?
SA: Ppd?
IN: Yes.
SA: Umm. Okay. Actually (Laugh) I was asked to apply for this um job. Ya, I was asked to
apply um letter came from the PPD, asking me to apply. So, I thought that umm I have already
given 10 years of my teaching life in umm my school so I thought that you know... something
new will freshens me up and give me more challenges... so I took it up.
IN: So, you take this opportunity as your new experience isn’t?
SA: Yes, you can say that.
IN: So apart from new experience, is there anything else?
SA: Oh. OK. They promise very good prospect if we take up this because um it’s a new um
post. Umm it’s a new post in the education ministry and its suppose to bring our education
system forward. So I very much likely to be part of it you know.
IN: Can you tell me about a circumstances or condition that motivates you and makes you
happy with your job and organization?
SA: Ok. Um. I think first of all it will be the prospect of promotion because been given the
chance to be promoted to a higher post and of course, with promotion it should come with pay
rise oh (laugh). Ok and umm status lah maybe. but you know, monitoring reward should be the
main motivating factor for people.
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IN: Monitoring reward?
SA: Monitoring reward. Like, you know pay high and increase in salary that come with
promotion. So far, I (cough) gone through twice to interview for promotion. Um, the second of
which is still pending so it’s still waiting for the result.
IN: What factors have the most influence on your level of commitment at work right now?
SA: Umm, I think it will be getting appreciated and acknowledge by my boss. So, maybe a
note of phrases from my boss that would tell me going to the right way and it would serve as a
motivation. Sort of. Motivation for me.
IN: So, how would you describe your relationship within your team/the whole organization?
SA: Ummm. Teamwork is very important. Yes, but umm, I think it’s the lack of teamwork that
would aaa making it very challenges to carry out my work effectively. Of course, where I came
from, I use to do everything on my own so to me, it’s okay if I do thing myself because I can
go very fast when I do thing on my own. But I find that ever since I coming into the organization
now, its not that easy to do things alone because this work now covered a very wide area. Ok.
Its not easy to do thing alone because there’s so many things and so wide so you really need
teamwork. If I don’t have a very good team but I do have a very good team now so okay, I
don’t feel it’s very hard – it’s hard and challenging at that time but at least there people to do
thing, to do the work with so well its good.
Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
IN: Could you describe in as much detail as possible your present work environment?
SA: Present work environment – its, pleasant I should say. Umm. There’s are up and down lah
in any other organization, I’m sure. So, we have to um see how to respond to it. So, I think my
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own attitude is important also because it’s easier to change yourself than to change other
people, right? So, if you face any problem, so you just have to look other way to overcome that
problem. So um, that’s my work ethic lah. Physical condition, you mean?
IN: Yes.
SA: The office condition now, well we just got a pantry which make everybody happy. I think
everybody happy about it. So, we have a proper place to store our personal thing that we use
to eat and drink, our utensils, our food, our biscuits so everybody is happy. Theres a place for
us, to gather you know – because, we’re social being right? We like to socialise; we like to talk
and through our chit chat we get to know what the others – we called it bidang right? There are
bidang like bidang Bahasa, bidang sains sosial, sains and math and TVET so um – now we are
segregation into different office, one office for TVET, one office for Science and Math, one
office for Bahasa and another office for science social so we don’t get to talk to each other very
often especially what we are doing in our work. So, with this pantry, we can have a coffee and
share what going on in our work. So, we know what going on with what others bidang – what
are they doing. So, at least there’s a place for us to catch up whether it’s our personal life – you
know we need to keep in touch with each other because we have to have this teamwork like we
need to care with each other and we also a place although its informal to know what going on
in each other work. So, we are better informed and then um we can work together as a team in
the SISC+ in the office. It’s not like 1 bidang doing more and others bidang left behind not
doing anything so at least we know and then we on path and we move together – we move
forward together. So, um – generally Im very happy and satisfied with working environment.
IN: Before you guys separated from different kind of bidang like you said before, usually do
working environment – I mean, do you guys work together in one office?
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SA: Yes, before this we were placed at this – SMK Scared Heart where we were given a very
big office so all of us in one office. So, it’s like an open office concept, everybody can see
everybody and we can talk – just talk loudly where the person a crossed the room will just
respond to you so everybody knows what going on with everybody work. So, it’s easier – I
think in that sense – I would prefer an open office concept to me because we know what going
on with everybody and then um – now, we are given small offices, one for each bidang, four
of us in one office so usually we keep to ourself like discuss within our bidang the work that
we do and then sometimes we don’t know what going on with the other bidang unless we have
a big meeting where we come together and then um – I think due to many factor we have not
been able to do the big meeting very regularly so um – its caused some problem lately – so the
pantry is a good place to catch up.
IN: Since you mentioned about the pantry, right? I mean it’s that been organized by the SISC+
itself or by the “pengurusan”?
SA: Umm, the pengurusan, our boss, the PPD, the man itself gave us the go ahead. It’s us the
SISC+ who um – applied it because there’s one office that’s going to be extra room so why not
making it into common area where everybody can share, can use it so we decided making into
like a multipurpose room or a pantry but um – the boss agree and gave us the permission to use
it as a pantry. So, I take that as a appreciation by the boss.
IN: Ya, it seems like you guys been heard by the pengurusan right?
SA: Yes, so we are very happy about that.
IN: Just now you mentioned about cause a lot of problem, I mean can I know in terms of what?
What kind of problem?
SA: Oh, okay. So, when um – there’s a lack of information because we don’t get together, we
don’t know what going on with the others bidang right? So, it became – em – there’s no like
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shared goal or no clear goal like where should I go, I see these people doing this but I’m not
doing this so should I been doing this (laugh) or what? So, due to lack of information it became
unclear where to go so there is uncertainty so – um – you know, it’s made like the work not
safe anymore, you can call that. Due to this uncertainty, it created a tension so that what I said
a problem.
IN: So, since you mentioned about that kind problem, I eager to know like it seem like lack of
leadership?
SA: I think you can say that, leadership play a role in that so that why a good organization has
strong leader so if the leadership is good its strong. The leadership will try to communicate and
shared objective to all the employees. So, we know where we are going, we know we stand
and we know where we should go and we know what we should do and that will take away the
element of uncertainty and tension and then I think the employee will be very happy because
we know what we do.
IN: So, since you guys have four kinds of bidang, do you share like the same leader or do you
have different kind of leader?
SA: Every bidang has a leader lah, self – I don’t know – appointed but it’s not appointed by
our big boss. We just among ourselves so that there is a representative in our bidang because
there are so many of us. There supposed to be sixteen SISC+ so they cannot accommodate all
sixteen into every meeting or whatever so we need to have one representative so all of us agreed
on one representative for every bidang lah. And then, we answered to our timbalan, our sector
has head but now there’s not real head now so one of our colleagues is menjalankan tugas so
acting as the head. So, we answered to her – I think - we communicated anything top down or
bottom-up approach – everything through her and then to PPD but I would like to believe that
our big boss is an open and approachable to every one of us. So, anytime we can go and
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approach him, I think he has an open-door policy so his door always open. If we need to see
him about anything – we just can go ahead and see him.
IN: So, since you have been working for 7 years in the department, have you ever experienced
the worst work situation?
SA: Worst work situation? (laugh) umm, I don’t know what that mean. Like – well – I think
every organization will have – like what I said upside and down right? There will be a
disagreement like everywhere especially during our discussion. That’s why we have a war
room, we go war to that room because we don’t follow everything & everybody said like we
try to look the strength and weakness. So ya, it’s always good to have that disagreement going
on in other to make our discussion the best one later to a great decision. I think a little bit of
disagreement is – every now and then, will be okay because sometimes a little drama is okay
in office so make thing livelier in the office. So, it’s to me, everything is okay. As long as
everybody remain professional and don’t take it personal.
IN: but how about in terms of your coaching with the teacher? Have you ever encountered
experience with them?
SA: Ummm, yes because we are dealing with human so there many types of humans. So, ya
some are very receptive, they accept what you tell them, how you coach them but some of
them do not accept what you said but it’s okay – you know – because we just guiding them,
coaching them, supporting them but in the end, them are the one makes the decision for
themselves. So, we don’t force them to do anything so it’s okay. That’s my job – you know –
if I see that they are not going to the right path, then I really have to guide them but, in the
end, it’s still their decision and they have to be responsible on their decision. So it’s okay for
me.
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IN: How does it make you feel like when you dealing with this kind of disagreement with the
one that you are coaching with?
SA: Oh, Im human (laugh). Of course, I will feel sad if that happen but as once wise man told
me – coach and coach again don’t give up.
IN: Apart from everything that you mentioned right? So, what is the main reason be if you feel
demotivated to work or stay in the organization?
SA: ummm.. okay. It’s very hard in the – (laugh) – but I think one reason would be if the boss
is not a good boss, then it would not be – well – but still we are in the government sector, bosses
come and go, people come and go, nobody is indispensable so you just have to wait it out. Wait
until the person is retired – something like that but at the moment, I’m happy to say that there’s
no such problem now lah in my working environment. My boss is good so I can work well with
all my colleagues. No such critical problem, I can see.
IN: but could you give like, example anything that could make you feel demotivated?
SA: Ummm, when there’s lack of communication. You don’t know what going on upstairs but
they tell you to do this but you do not know the reason why you’re doing this so it became
unclear. So, why am I doing this? What the reason for doing this? You don’t understand the
reason behind it because I don’t think we are robot, right? So, we need to understand to why
we are doing this? Whether its good to do it and how we should do it in the best way that we
know? So that’s why we need to know underlined matter.
IN: So, your primary roles is guiding the teacher, right? Which aspects are the most challenging
ones in doing your task?
SA: Ummm. The most challenging one would be the pedagogy part, the teaching part because
every teacher has his/her own way of teaching just like an art. Somebody say teaching is an art.
It’s challenging for me because sometimes when you – um – it’s up to their mindset actually.
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So, sometimes when you think that their way can be improved and then you suggested
something to them and then well, they don’t accept it (laugh). They might say it doesn’t work.
The thing is we are nearly suggesting so maybe perhaps you can do this; you can do that. So,
the challenging part is when they not open minded enough to accept. The thing is we suggesting
and we’re telling them that they can adapt/adopt according to their student needs because
teacher do know their pupils better than we do. We don’t teach their pupils, teacher do. It’s
time for them to perform. It’s good when everybody can open their mindset.
IN: What/are the support available to help you with your challenge?
SA: You know the three people in my bidang? (laugh). My colleagues. They are my greatest
supporter. I get encouragement and strength from them and also my other colleagues because
we have been together for six – seven years. They’re like closed circle so I think we do support
each other. We need to have that because we’re a team.
IN: You guys seem like independent department? I mean, do you guys have been appreciated
by the top management?
SA: Yes, the top management gives us support. They encourage us and support us. You can
see that through the mark. They give us a high mark in the yearly appraisal. They include us
in a lot of their program.
IN: I think that’s all madam. Thank you so much.
SA: Most welcome.
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Informant 6
Date of interview: 04.06.2021
List of Acronyms: VA=Informant 6, YOD=Interviewer
Part A: Warming Up Question
YOD: Good morning. How are you today?
VA: Fine.
Part B: Situating Question
YOD: You position in the department is SISC, is that correct?
VA: Yes, correct.
YOD: What are your primary roles or duties in the department?
VA: Ok. Actually, we are a coach to the teacher who are based on category that we choose and
when we categories on the need then we go down to school to coach the teacher according what
we have. Basically, all the big data of the school. Mainly on their SKPMG2 and the school
result so these are the things that we are doing all this while.
YOD: And you are been working in the department for 7 years?
VA: Yes, correct. We are the first cohort of this position that been assigned for us.
YOD: Where do you work before you join this department?
VA: Before this, I was a teacher. I was senior assistant actually and I was transferred because
of SISC+.
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Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
YOD: What motivates you to be part of this organization?
VA: By nature, I’m kind of person would like to help the others so when I look at the job scope,
it is very convincing at first. I was so attracted with all the requirement as a coach so I was
applied to it but gradually slowly towards the end, I found that it is “x-ray”. We don’t really
work out as been assigned but I don’t mind because I really like to do the coaching side. That’s
its why motivate me to be apply for this position.
YOD: Can you tell me about a circumstance or condition that motivates you and makes you
happy with your job and organisation?
VA: Okay, as what I mentioned earlier the word of coaching. This is the thing that really attract
me with this kind of work because it’s made me very closed to the teacher and then I lead the
teacher and seeing their progress for time to time really make me enjoyed my work.
YOD: Apart from the word of coaching that make you attract to this job, is there anything else?
VA: To be frank, yes. There is one, it’s a stepping stone for a better gred, you know? We called
it fast track. I was supposedly 4 years to be in this gred that is 48 but now I can jump four steps
earlier you know to be on the position and I’m still waiting for my DG52 now.
YOD: What factors have the most influence on your level of commitment at work right now?
VA: To me, my passionate. I’m a workaholic actually, I don’t ever level I don’t bother but
what my matter most is my passionate towards work, what been assigned to me. This is the
factor that really triggering for my work.
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YOD: How would you describe your relationship within your team/the whole organization?
VA: As a team, for the whole organization I can say that... so difficult because now we are
under perstruktural where been revise the new system. We are putting into four sections, the
four bidang so this is the thing that its quite limply, I can feel that. When compare to the
previous years like three years back, we are really really work in team. It’s quite blurry, I can
say that now so that why I said its 6/10, I can grade it.
Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
YOD: Could you describe in as much detail as possible your present work environment?
VA: Well (sigh). The first few years as a SISC+, I can say that uh- we just can accept whenever
it is given to us by the department. We can’t say anything, we just accept whatever it is
regardless our gred & our position. we don’t ever have any office, we don’t have any facilities
and lately we were given a place that we fight for it and finally we got it but people treated us
like “well, that’s it, do it your own”. I can say that for the time being, if I can put it again 1-10,
I will put it 5. That environment is not that welcoming actually but what to do? We have to
accept it.
YOD: By not welcoming do you mean not been recognise or acknowledge by the top
management?
VA: Verbally they said that they recognise us to school but when you look in our position, our
place, you can feel that we are not really welcome because the past six years, we were placed
in a school of which we don’t have any facilities. That’s why I dare to say so and I ever sound
this even in the meeting and lastly that what we get but for the time being, I can say the present
“well, that’s it, we don’t have to say much, this is what the organization gave us so we have to
accept it”. The place is very small but at least we are there so easy for us to communicate
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among ourselves. Interaction that is most important thing because right now we need to have
Wi-Fi there so that we can have our interaction easily. If compared to the previous years, we
were just like been neglected. This how I look to it.
YOD: Have you ever experience the worst work situation?
VA: The worst work situation I can said that (sigh), is too personal. I’m not saying that I’m
hiding anything from you but the thing is that the worst, so far no.
YOD: How about with your coachee?
VA: I don’t have any problem with my GDB. GDB is a term that we use that is Guru yang
dibimbing. With my clients, I don’t have much problem.
YOD: What is the main reason be if you feel demotivated to work or stay in the organization?
VA: It’s because of uh- unclear directive from my subordinate. That make me very
demotivated. When things are unclear, you might not know where to say you know because
everybody is just like uh- everybody is a boss so you are listening to whom, see? Full of
sarcastic statement sometimes in that gred you know? Certain people uh- at the stage of
sensitivity where everybody have different way. I’m very sensitive so whenever this kind of
thing triggering me, these is the thing make me, I don’t feel like I’m going to do my work
anymore. It’s really demotivated me actually.
YOD: Is that make you unhappy and disconnected from your job?
VA: Yes. I can say so. It is directly from my opinion, not from others. Nobody is influenced
me but this is my feeling you know? When compare to my previous work as a teacher, now as
a officer, I prefer to be a teacher. We don’t have a proper work scope; I can feel that.
YOD: Which aspects are the most challenging ones in doing your task? Why is that?
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VA: You did mention about the cooperation within a team right? Because Im one of the “ketua
bidang” in my unit so when your team doesn’t give full cooperation and refuse to follow or
listen whatever directive the leader. This are thing that really make me very heavy. They feel
like as if that it’s is a directive direction from me and then they won’t do it. Lastly, I have to
do it by myself and that’s make me very very heavy in my work. I don’t the others to be blank
so I intend to cover everything. That’s the thing that really make me very sick actually.
YOD: How do your overcome your challenge?
VA: Sometimes during the meeting, I voice it out and I tell them I prefer to be very open. I just
being professional, just voice it out then they give their feedback towards what I’m saying and
when we talked about it then its settle. Hopefully by now, it’s okay right now because I’m more
organized. I just give them all the guideline and leave them to do it but if they don’t want to do
it, it’s their responsibilities so that how I do it now.
YOD: What/who are the support available to help you with your challenge?
VA: In our organization, of course there is friends. We are coaches, right? So, among us, we
have a friend that we can said that uh- a professional learning community but sometimes we
just sit down together and we talked about it. We try conform every other. I have few friends
that I can rely on and then they listened something that I’m not happy with so after that we can
work out on it.
YOD: How about the top management?
VA: From the organization, they are very cooperative. Sometimes they call me for help for it.
YOD: I see. Okay madam. That’s all. Thank you.
VA: Sure, you’re welcome.
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Informant 7
Date of interview: 04.05.2021
List of Acronyms: TLL=Informant 7, YOD=Interviewer
Part A: Warming Up Question
YOD: Hi, nice to meet you. How are you today?
TLL: Hello... Okay.
Part B: Situating Question
YOD: I understand that your position in the department is SISC+ isn’t?
TLL: Yes.
YOD: What are your primary roles or duties in the department?
TLL: Coaching and mentoring. We have to coaching our teachers lah. Now they have asked us
to search for 4-5 guru yang dibimbing. For this uhh.. at least 2-3 middle leader team but since
MCO this year it’s a lot lah. Now they want us to do that so that we can focus our work on 45 teachers.
YOD: I see. Now you have been working in this department for 6 years, is that correct?
TLL: 6 years, 2015.
YOD: Where do you work before you join this department?
TLL: I work at SJK Kai Nang, a very small school at Tanjung Kunyit.
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Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
YOD: After you become the SISC+, what really motivates you to be part of this organization?
TLL: uhh.. why I choose to be SISC+ isn’t?
YOD: Yes.
TLL: Ohh. The school is very small you know only 45 student’s ah so I think I should because
10 more years like that. At that time, I want to retired already so before I retired, I want to look
something different. And then, its very small school you cannot do much ah so maybe as SISC+
you can go out and explore and see new thing ah its not boring is it? At SJK Kai Nang, some
classes only one student you know? The most is twelve so I said maybe I can try something
different. When I saw your mother going to school, I asked her about how to become a SISC+,
any promotion or not? The most important is uh- the fast track you know? A very quick
promotion ah. I want something like that you see, something different. Not stay in a very small
school ah but SISC+ is something different and I want to learn something that different things
ah. There is so many schools in Sibu, I would like to see how each school look like for example,
I only been to Kai Nang but haven’t been to somewhere else. I want to see different school and
different surrounding like that.
YOD: Can you tell me about a circumstance or condition that motivates you and makes you
happy with your job and organisation?
TLL: uhh- I get to learn a lot new in SISC+ in different division. And then, I have new
colleagues where I can get to know them and uhh- I can join a lot of courses you see? I can
learn new things, uhhh- because of people look for fast track also, promotion (laugh) but I think

122

this time I cannot get it (laugh) because I’m not prepared myself. I was so nervous, I don’t
know I can get or not, I don’t think because the line was not so good that day and I need to go
to another room to another room. And then, the Pengarah cannot hear me, aiyo because the line
is not so good in that particular day. There’s a few SISC+ having the interview but it’s okay
because you will experience something like that.
YOD: What factors have the most influence on your level of commitment at work right now?
TLL: emm, I think this job is not stressful lah, okay. Not so stressful because something they
have new progress such as KS25, we need to know new things but we can learn. They have
given us a lot of opportunity to uh- to join the course, sometimes they give us all these
workshops so it’s okay. I think uh- because already we need to change ah. Change is very
difficult isn’t? but I think if the government has prepared us for the change, give all the training
and courses. We can do it so it’s okay but in MCO ah- we need to change also. We cannot go
coaching ah face to face, it’s totally different so we need to learn new things.
YOD: How would you describe your relationship within your team/the whole organization?
TLL: I think- every year we change our partner isn’t? because uh- first year we have divided a
group ah, SJK and SK so different group member. Different group member has different
attitude. Sometimes we really uh- argue ah but we will make up. It’s not that we will keep on
murmuring others. We always making mistake all the time isn’t? so, sometimes people are
straightforward, sometimes are not you, see? So, straightforward maybe (laugh) a few annoyed
but it’s okay. At least we getting to know each other better but overall, we are good lah like big
family isn’t?
Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
YOD: Could you describe in as much detail as possible your present work environment?
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TLL: In the office ah, you know very small for four persons. Now, we are divided into bidang
ah. For example, four persons in a room so we only have table and then some space only. The
office table is quiet big ah so not very spacious but its okay. Don’t put too many personal things
there then okay, just put necessary things because now we have EKSA now so we have to be
very tidy isn’t? before this, four of us need to stay in a meeting room you see then I said- we
don’t have the place for our own and then sometimes the others bidang what we discussed the
others bidang will hear and then they will interrupt, its very annoying. At first, they said go to
tingkat Sembilan but it’s not renovated yet then they said its better to stay in tingkat lapan so
that at least we have our own space, our own table for that. So now it’s okay because everything
now we want to discussed among the four of us.
YOD: What was the worst work situation you’ve ever experienced? What made it “worst”?
TLL: With my coachee? I meet one teacher; she doesn’t want cooperate with me. She just
showed her sour face you know? At the first time, I just let it be lah. The second time, always
the same thing happens, very sour. I enter her class; she doesn’t even look at me (laugh). She
doesn’t care. After the class, I talked with her, I said we are here to do carry our duties ah, you
want me to be your friend or enemy isn’t? Then I talked with the GB also, she asked the teacher
to approach her lah and give some advice. Then, the third time, it’s okay a bit, maybe after
talking to the headmistress, she accepts me lah. She even greeted me at the door, she totally
changed now. So sometimes, we have to be firm ah and encountered this problem in another
school also. The teacher, really oh she doesn’t want to look at me. She just carries on her
teaching and I try to talk but she doesn’t care ah. Even when I gave her advice, she would say
“are you sure?” and I say I try to help you. I uhh- not going to force you or what after that she
okay lah. I think the worst part is these two only ah, the rest is okay. They are friendly ah and
very cooperative lah. Even the GB ah- under me, they are very friendly.
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YOD: How does it make you feel like?
TLL: At first, I feel a bit angry you know but you cannot burst out lah. I will be talked to my
colleagues lah, say how to do if I encountered such a situation ah so they will give me some
advice lah. We cannot scold them because we only here to help them.
YOD: What is the main reason be if you feel demotivated to work or stay in the organization?
TLL: Ah, sometimes we have different view ah. If I don’t agree with you, I will voice out but
I think I was stay up lah even though we face problem just we need to voice out our view isn’t?
sometimes our view are not been accepted but try to reason with them again lah by asking why
you say so? I think I will stay on lah until I retired. Normally this disagreement is among our
colleagues lah.
YOD: What makes you unhappy and disconnected from your job?
TLL: (laugh) of course, I told you before sometimes we have argument. Normally, not too long
with them. Not contact for too long maybe uh- half a day because they can solve their problem
already (laugh). I don’t like to pitch sometimes overnight you know, like the next day still like
that, I don’t like because when I go back, I cannot sleep.
YOD: Which aspects are the most challenging ones in doing your task? Why is that?
TLL: Just now I say already (laugh). I want to see their collaborative or not that they want to
accept you or not. At first, they don’t want to accept you because, not everybody like to be
coaching you know? But some of them, they really need it because they really need to know
new thing. Some of the teachers are okay but some of them don’t even like you because they
see you as a monster. We try to make them feel at home lah because we don’t try to scare them.
If they accept you then okay lah but if they can’t accept you then you have to spend more time
lah.

125

YOD: What/who are the support available to help you with your challenge?
TLL: Normally we will do meeting with the PPD to settle the problem because you have to
report the issue like what things should be done ah. We need to do that because the teacher not
cooperative so what should we do about it. We voice out during the meeting. Besides that, I
will be sharing with my colleagues lah perhaps some of them experience this kind of problem.
I also try to talk with the teacher because we don’t want to put too much pressure on them.
Normally I will inform their early before the visit lah so that they can prepared their lesson
well.
YOD: I see. Umm, I think all of my question has been answered. Thank you.
TLL: Okay. You’re welcome.
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Informant 8
Date of interview: 05.06.2021
List of Acronyms: WTW=Informant 7, YOD=Interviewer
Part A: Warming Up Question
YOD: Good afternoon. How are you today?
WTW: Good afternoon. I’m fine.
Part B: Situating Question
YOD: I understand that your position in the department is SISC+ isn’t?
WTW: Ah, yes.
YOD: May I know what are your primary roles or duties in this department?
WTW: Primary roles? Ah okay. Coaching and mentoring. Doing coaching and mentoring for
the teachers in the school.
YOD: And you have been working in the department for 7 years?
WTW: Ah, yes since 2015.
YOD: Before you join the department, where do you work?
WTW: As a teacher in primary school. At SK Nang bon and before that SK St. Mary.
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Part C: Interview Question
Research Question 1: What are the motivators of work engagement among public sector
employees in the workplace?
YOD: What motivates you to be part of this organization?
WTW: Maybe want to change the working environment because already work as a teacher for
so many years so want to change lah. The working environment and the position. This is my
motivation to change. Gain new experience too lah because SISC+ is different. Very big
different from teacher. Teacher mostly teaching in school but SISC+ more to coaching and
mentoring side. Totally different because maybe we have our own experience in teaching so
we use this experience, we can coaching and mentoring others teacher so that they can gain our
experience too. So I sharing my knowledge to others teachers.
YOD: Can you tell me about a circumstance or condition that motivates you and makes you
happy with your job and organisation?
WTW: Maybe because of colleagues lah. Colleagues are all very kind, all are very motivated
and very helpful.
YOD: What factors have the most influence on your level of commitment at work right now?
WTW: I think my colleagues lah. They are very helpful because ah- they got many experiences
too in management. Because my work mostly become management besides coaching and
mentoring in the school but when we are in the office mostly, we are doing something
management side lah. Like we have to endorsed letter, distribute the letter to school and others
so I learn many from my colleagues besides than coaching and mentoring. We are already
restructure now so before this in 2000 we are 100 percent in our coaching and mentoring. So,
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after restructure, we mixed ah. We have to do coaching and mentoring; we also have to do
management side.
YOD: How would you describe your relationship within your team/the whole organization?
WTW: Uhh, very good and all are very well cooperative lah.
Research Question 2: What are the challenges that may face by the public sector
employees from work engagement?
YOD: Could you describe in as much detail as possible your present work environment?
WTW: Um, okay. I’m in bidang science and math. Now, actually we have four members in
one team but now, one be ah- pemangku timbalan PPD so she is very busy and she cannot
involve in 100 percent in our scope, bidang science and math. So, now we still short one
member for our team. So that lead to 2 persons fully uh- fully involved in science and math.
The work become loaded lah. Yes, too laded because there is only two persons only fully in
charge in our team job but the pemangku timbalan also help support in give ideas.
YOD: What was the worst work situation you’ve ever experienced? What made it “worst”?
WTW: For the time being, not yet. All are very good.
YOD: Which aspect are the most challenging ones in doing your task? Why is that?
WTW: Maybe for those teachers who don’t want to change ah because some teacher already
in their conform zone. They feel they like they are already very good so don’t want to change
for what we coach and mentoring lah. Now I only face one teacher like that lah, very hard to
change because she feels like she very good already.
YOD: How do your overcome your challenge?
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WTW: We will be looking help from Guru Besar lah. Guru besar will take action and
cooperative with us lah but still cannot solve the problem lah (laugh) because that teacher still
maintains their attitude like that. Perhaps the teacher needs to change the environment after
that the teacher transfer to other school. Maybe she can do well in others school.
YOD: I see. Okay. I think that is all. Thank you for willing to participate in my study.
WTW: You are welcome.
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APPENDIX E
PERMISSION LETTER FOR ORGANIZATION
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