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ABSTRACT

THE ANTECEDENTS OF EMPOWERMENT AT THE MANAGERIAL LEVEL

TEO SIAW WEN

Empowerment is concerned with giving employees the authority and discretion to make
decisions and to take action in their task and context related issues. Nowadays,
organizations are seeking to improve their productivity through empowerment. However,
barriers such as lack of trust and incentives, ambiguous flow of communication and
information sharing, and insufficient knowledge and skills have been identified as a treat
to successful implementation of empowerment. The goal of this study is to investigate the .
relationship between four antecedents (namely trust, incentives, communication and
information sharing, and knowledge and skills) and empowerment of managerial
employees in the context of Malaysia. A questionnaire was used collect data from an
electronics contract manufacturer serving the communications industry. Census sampling
method was used. The questionnaire was divided into five sections pertaining to
empowerment, trust, incentives, communication and information sharing, and knowledge
and skills. Descriptive analysis and Pearson Correlation were used. Although majority of
the respondents perceive positively towards empowerment, the study found that trust,
incentives, communication and information sharing, and knowledge and skills did not
have any significant relationship with empowerment. The findings of the study imply that
there is empowerment among managerial employees; however other factors may
influence the managerial employees’ empowerment. Cultural differences may act as one
of the factors that influence empowerment.




ABSTRAK

ANTESEDEN-ANTESEDEN PENGKASAAN KUASA PADA PERINGKAT
PENGURUSAN

TEO SIAW WEN

Pengkasaan kuasa adalah berkaitan dengan pemberian kuasa kepada pekerja untuk
membuat keputusan dan mengambil tindakan dalam tugasan mereka dan isu-isu yang
berkaitan. Kini, organisasi-organisasi cuba memperbaiki daya pengeluaran mereka
melalui pengkasaan kuasa. Walau bagaimanapun, masalah kekurangan dari segi
kepercayaan, insentif, aliran komunikasi dan perkongsian maklumat, serta pengetahuan
dan kemahiran dikenalpasti sebagai ancaman kepada pelaksanaan pengkasaan kuasa.
Jadi, kajian ini bertujuan untuk mengkaji hubungan antara empat anteseden (iaitu
kepercayaan, insentif, komunikasi dan perkongsian maklumat, dan pengetahuan dan
kemahiran) dan pengkasaan kuasa di kalangan pekerja pengurusan di Malaysia. Kaedah
soal selidik digunakan untuk mengumpul data dari sebuah pengkilang kontrak elektronik
dalam industri komunikasi. Kaedah banci digunakan. Borang soal selidik tersebut
terbahagi kepada lima bahagian yang berkaitan dengan pengkasaan kuasa,
kepercayaan, insentif, komunikasi dan perkongsian maklumat, serta pengetahuan dan
kemahiran. Arnalisis deskriptif dan Korelasi Pearson telah digunakan. Walaupun
kebanyakan responden mempunyai persepsi yang positif terhadap pengkasaan kuasa,
kajian ini menunjukkan bahawa kepercayaan, insentif, komunikasi dan perkongsian
maklumat, dan pengetahuan dan kemahiran tidak mempunyai sebarang hubungan yang
signifikan dengan pengkasaan kuasa. Dapatan kajian ini membayangkan bahawa
pengkasaan kuasa wujud di kalangan pekerja pengurusan, namun terdapat faktor-faktor
selain yang dikaji yang mempengaruhi pengkasaan kuasa pekerja pengurusan.
Perbezaan budaya mungkin merupakan salah satu faktor utama yang mempengaruhi
pengkasaan kuasa.
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CHAPTER 1

INTRODUCTION

1.0 Introduction

Nowadays organizations face a lot of challenges in managing human capital in an
environment characterized by down-sizing, right sizing, reengineering, technological
innovation and global competition. It is essential for organizations to empower the
employees to be more effective and efficient so that the organizations can be more
profitable. It is widely believed that ‘managers begin employee involvement programs
and seck to empower their employees to avoid collective action by the employees’

{Goetz. 2001).

The empowerment of employee brings a lot of advantages to organizations. Blanchard.
Carlos and Randolph (2001) believe that empowerment can assist any leader (who is
willing to make some key changes) to tap the knowledge, skills, experience, and
motivation of every person by placing additional responsibility for results on the team
members. In organizations that implement empowerment, both employees and employers

have the opportunities to be on the same level of authority. Managerial employees are no



|

longer treated as the stepping-stone by the top management members to reach the top
(Goetz, 2001). However it offers them the chance to make decisions that affect
themselves and the organizations. Simply stated, employers and employees are in a win-
win situation where managerial employees feel like they are needed and wanted, while

the employers gain satisfaction through their prosperity.

Many researchers (e.g., Bergman, 2001; Blanchard. Carlos & Randolph. 2001: Wilson,
1996) began to show their greatest interest in the concept of employee empowerment in
the 1990s, especially in the Western countries. However, most studies only provide
insights into empowerment through psychological empowerment, and antecedents such
as managerial trust (Gomez & Rosen, 2001). competence, self-efficacy, organization

structure and organizational culture.

In Malaysia, empowerment is considered as a new concept, which is still not acceptable
generally. Only certain organizations that implement the policy of total quality and aim
for International Organization for Standardization (ISO) award begin the empowerment
journey. In Sarawak, this phenomenon is very common, as empowerment concept is not
widely introduced in all organizations, regardless of the types of industries they are
involved in. Most literature provides conceptual evidence of empowerment and its
advantages in the western countries. Therefore there is a need for more systematic efforts
in investigating the role of empowerment among managerial employees in Malaysia,

especially in Sarawak.

(9]



In empowered organizations, there is a need to examine the impact and influence of four
antecedents of empowerment and its consequences of empowerment to the organizations.
Thus the issues to be studied in this paper are trust, incentives, communication and
information, and knowledge and skills. These are four antecedents of empowerment
among the managerial employees. Basically, this study will imply the extent of
implementation of empowerment in the context of organizations in Malaysia. Through
this study, organizations will be able to realize the importance of empowerment and the
effect in creating competitive advantage to the organizations through the antecedents of
empowerment. Other organizations can refer to organizations that implement the concept
of employee empowerment and truly understand the implementation process in the

context of Malaysia.

It is proposed that the relationship be investigated among four antecedents of
empowerment and their impact on the implementation of empowerment. It is done by
replicating a study done by Melhem (2003) on the topic of ‘The antecedents of customer-
contact employees’ empowerment.” This study is being modified to fit the context of

empowerment in Malaysia.

1.1 Background of the Study

Empowerment means engaging employees in the thinking processes of an organization in

ways that matter. It means having input that is heard and seriously considered. It requires

a change in organizational culture, but it does not mean that managers abdicate their




responsibility or authority. The rationale for empowerment is that it is the best way to
increase creative thinking and initiative on the part of employvees (Goetsch & Davis,
2003). This, in turn, can act as an excellent way to enhance an organization’s
competitiveness. According to Goetsch and Davis (2003), another aspect of the rationale

for empowerment is that it can be an outstanding motivator.

The management’s role in empowerment is best described as commitment, leadership,
and facilitation. The kinds of support managers can provide include having a supportive
attitude, role modeling, training, facilitating, employing management by walking around
(MBWA), taking quick action on recommendations, and recognizing the
accomplishments of employees. Therefore, managerial employees play an important role

in the implementation of employee empowerment.

It is essential for managerial employees to be leaders (Goetz, 2001), rather than mere
managers or supervisors, as they are the links binding subordinates with top management
by providing directions and support (Ang, 1999). They should possess characteristics of
good leaders, such as balanced commitment, positive role model, good communication
skills, positive influence and persuasiveness (Goetsch & Davis, 2003). This situation
implies that top management should also be a part of the leadership. They should
understand that being good leaders doesn’t mean bossing around; it means breaking down
the barriers to getting a job done in the best way possible. It is recommended that
managerial employees should hide the attitude expresses negatively to the front-line

employees that, “You work for me, and don’t forget it. I can make you or break you”




(Goetz, 2001). Theoretically, this is the best suitable management style that should be

applied.

Nevertheless, in reality, there are obstacles that hinder the implementation of employee
empowerment. Thus one of the obstacles comes from the top management. According to
Fragoso (1999), managerial employees might be unwilling to empower the subordinates.
They see it as losing their own power or authority and result in less job satisfaction. Some
do not understand the elements or antecedents in empowerment, causing the

implementation of the concept become more difficult.

1.2 Statement of Problem

Over the past decade or so businesses have been moving away from the authoritarian way
of running things due to the new challenges faced in the global economic world. Every
organization aims to achieve continual improvement to increase or maximize profit.
Therefore, there is a need for organizations to innovate and create new products and
markets or be left behind. In order to accomplish this goal, organizations begin to seek
the support, involvement and commitment of their employees, especially the managerial

level employees.

The primary inhibitor of empowerment, which is resistance to change, is an indigenous

characteristic of human nature (Goetsch & Davis, 2003). It may come from employees,

unions or management. Employees may fear being empowered, as they may be unable to




handle their new roles. They do not take the initiative to tackle more challenges and to
avoid stagnation in the job. Furthermore, employees might not understand the concept of
empowerment fully, causing it to become a source of stress. Besides management-related
inhibitors include insecurity, personal values, ego, management training, personality

characteristics, exclusion, organizational structure. and management practices.

If an organization is going to implement any kind of empowerment program, it has to be
supported by managerial level employees, especially the top management. However most
employers do not realize this important formula. Instead, most organizations concentrate
on restricting and controlling their employees’ effort rather than enabling and supporting

it.

Successful organizations usually are characterized by managerial trust among employees.
Although people realize the importance of trust, it is difficult to encourage managerial
trust as some managerial employees act and speak inconsistently that result in confusion,
while others lose trust of others as they seek for personal rather than shared gain. Lies or
half-truths can easily break a bond of trust among employees. Spreitzer and Mishra
(1999) (cited in Melhem, 2003, p.79) demonstrate that ‘managerial trust in customer-
contact employees will increase the likelihood that managers will involve first-line
employees in decision making and give them more empowerment’. This applies to the
managerial employees when top management trusts them to make the best and

appropriate decisions regarding the organization by giving them more power and

authority. When trust does not exist, it is impossible for the employers to distribute




power, exhibit confidence in managerial employees, provide necessary resources, and

accept new ideas (Melhem, 2003).

Recognition motivates employees as they are appreciated and experience a greater sense
of job satisfaction, encouraging them to work effectively and efficiently. The same
consequence results when employees are given incentives. However, not all the
employers give any recognition or reward to employees for doing extra work. Some
managerial employees do not even receive any feedback about their job performance and
are not coached by their superiors. The top management too does not provide any
guidelines on the amount of (such as budget) they have access to in order to satisfy the
customer and in which situations they can bend and break the rules to take care of

customer satisfaction.

According to DeCotiis and Summers (1987), clear communications about organizational
intentions can lead to higher commitment among employees whereas Conger and
Kanungo (1988) suggest that information sharing can help to create a sense of meaning
and purpose (cited in Robbins, Crino & Fredendall, 2002). With information to base their
decision, employees are able to contribute to organizational performance. Nevertheless,
some managerial employees are closed-minded. They are unwilling to listen and accept
others’ point of view or opinions. This eventually will lead to communication cut-off,

resulting in the problem of misinformation as the information is being withheld from

certain people.




Lawler er al. (1992, p.16) have stressed the importance of knowledge and skill
development (cited in Methem, 2003). It is believed that individuals without proper skills
and knowledge cannot take part in the business and do their jobs effectively. Sometimes,
empowerment involves employees making decisions that have direct impact on the
organizations. Therefore, it is very important for managerial employees to possess the
relative knowledge and skill. But only a few employers acknowledge the importance for
the managerial employees to possess all the necessary knowledge and skill and provide

the necessary knowledge and skills development program.

Therefore, this research aims to examine the impact of four antecedents to empowerment
including trust, information and communication, incentives, and knowledge and skills on
the empowerment of managerial employees. It studies the relationship between four
antecedents identified in the concept of employee empowerment and how they relate to
each other to help the organization to fully utilize the concept of employee
empowerment. This research also helps us to investigate the extent to which managerial
employees understand and accept this concept and examine the variables that influence

the implementation of employee employment.

1.3 Objectives

The primary objective of this study is to study the antecedents of the empowerment of

managerial employees. The four antecedents are trust, incentives, communication and

information sharing, and knowledge and skills,




Specifically, the objectives of this study are to:

(a) Determine if there is any relationship between trust and empowerment;

(b) Determine if there is any relationship between incentives and empowerment;

(c) Determine if there is any relationship between the communication and
information sharing, and empowerment;

(d) Determine if there is any relationship between the knowledge and skill, and

empowerment;

1.4 Statement of Hypotheses

The following hypotheses are formulated based on the objectives of the study.

To determine the relationship between the four antecedents (including trust, incentives,
communication and information sharing, and knowledge and skill) and empowerment,
the null hypotheses are:

Ho 1: There is no significant relationship between trust from top management and
empowerment.

Ho 2: There is no significant relationship between incentives received by managerial
employees and empowerment.

Ho 3: There is no significant relationship between effective communication and
information sharing and empowerment.

IHo 4: There is no significant relationship between knowledge and skills of the managerial

employees and empowerment.




1.5 Conceptual Framework

This study seeks to find out if empowerment is influenced by antecedents such as trust,
incentives, communication and information sharing, and knowledge and skills. In this
case, the dependent variable is empowerment while the independent variables are the
antecedents. The relationship between antecedents that influence empowerment is

illustrated in Figure 1.1.

Independent Variables Dependent Variables
Error!
Antecedents:

* Trust

* Incentives Empowerment of

* Communication and y managerial

Information Sharing employees
* Knowledge and Skills

Figure 1.1 Conceptual Framework Showing the Relationship Between Antecedents

Which Influence Empowerment

1.6 Significance of the Study

The findings of the study will help the organization to identify the influence of the four

antecedents towards managerial employees’ empowerment. It will help the organization

to identify whether there is a need to give their employees more authority and

responsibility to handle problems in the workplace and also to provide better customer




service. They would also be able to determine how the managerial employees view trust,
incentives, communication and information sharing, and knowledge and skills, and which

areas need to be improved to make it a more empowered workplace.

This study will help to provide some insight into the impact of the four antecedents of
employee empowerment (trust, incentives, communication and information sharing, and
knowledge and skills). Thus it will help to increase the understanding of the individual

researcher of the concept of empowerment.

This study will also help to provide an insight into the degree of empowerment in

organizations in Malaysia. Therefore, the findings might also benefit other organizations,

striving for continuous improvement.

1.7 Definition of Terms

The following terms are defined as they are used in the context of this study.

1.7.1 Empowerment

Generally, empowerment is about training, communication, recognition and motivation,

and involves the acceptance of responsibility by employees for their own actions, but also

giving them the right to be wrong (Gilbert, 1998).

11




Basically, empowerment means giving employees the responsibility and authority.
Empowered managerial employees can make decisions regarding all the organizational
matters. They are no longer being treated as “servants’ to the top management, instead
they are considered as partners of the organization. They care about the well being of the
organization. They will propose more solutions to problems faced instead of just

complaining and waiting for top management to fix them.

1.7.2 Trust

Mishra and Spreitzer (1998) (cited in Shelton, 2002) define trust in the supervisors and
managers as a belief by the employee that the supervisors and managers keep promises,
behave in a consistent manner. and provide employees with straight answers. Basically
trust means believe, have confidence with an individual and trust the individual to be
reliable in terms of integrity. ability or characteristics. In the organizations, trust is an
essential element in managing people and increases organizational performance. When
trust exists among all employees, from top management to front-line employees,

everyone will be encouraged to do their jobs and thus perform the best of the best.

1.7.3 Incentives

Incentive is defined as ‘inducement offered in advance to influence future performance

(e.g., sales commissions)’ (Milkovich & Newman, 2002). In the context of the study,




incentive can be defined as inducement offered or as part of motivation to improve the

performance of the employees and to accomplish the organizational goals.

1.7.4 Communication and Information Sharing

Lashley (1997) defines communication as a scheme that involves two-way processes that
can act as a medium for sharing information about operational performance and
identifying goals or problems. In organizations, communication process is referred to the
process through with information moves and is exchanged throughout an organization,
from top management. managers, and supervisors to front-line employees at the lowest

level.

Information is data endowed with relevance and purpose (Drucker, 1994). Information
includes facts or data related to the organization. To share the information means the
data, information, facts, financial reports, organization policies and programs are
informed to employees through newsletter, brochures, bulletin board, policy statement

and other methods, formally or informally.

1.7.5 Knowledge and Skills

The Little Oxford English Dictionary (2002) defines knowledge as information and

awareness acquired through experience or education, while skill is defined as the ability

to do something well. A knowledgeable employee is in the state of knowing all about the

13




organization, ranging from the organizational policies to financial reports to projects
implemented. A skilled employee is able to perform effectively and take action and deal

with customers based on the skills possessed.

1.7.6 Top Management

They are the employees who are responsible for the overall management of the

organization and establish operating policies.

1.7.7 Managerial Employees

Managerial employees include supervisors and managers who work in the organizations.

1.7.7.1 Supervisors

Milkovich and Newman (2002) define supervisors as the individuals who are caught
between the demands of upper management in terms of production and the needs of
employees in terms of rewards, reinforcements and general counseling. Supervisors have
direct contact with the subordinates and link the managers with the employees at the

lowest level. They have the responsibility to guide and lead the front-line employees

under their supervision. They are also responsible for the day-to-day activities of the area
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in which he works and making sure the work gets done according to the plans provided

by the managers.

1.7.7.2 Managers

According to Desimone, Werner, and Harris (2002), managers are ultimately responsible
for making the decision to change their organizations' strategies and structures, and
ensuring that these new approaches are implemented, modified, and executed in a way
that achieves the organizations’ goals. Managers have to plan, organize and lead the
activities of the supervisors and other front-line employees under their departments.
Besides they coordinate the activities of the departments. They have little authority to
make small decisions regarding the importance of the organization. However, their power
and authority are limited, as they still have to refer to the top management for further

order and action.

1.8 Limitations of the Study

One of the limitations of the study is the sample. This study only takes the sample of

managerial employees and is limited to a certain organization only. Besides the samples

is not big enough to obtain a more significant result. Therefore, the results obtained are

not applicable to all the other organizations in the business world.




Another limitation of this study is variables such as teamwork, organizational culture,
structure of the organization, competency and self-efficacy are not included. Simply
stated, this study does not cover every aspect of employee empowerment, and thus the
results obtained cannot 100% be applicable for organizations that implement

empowerment.

This study uses a four-point likert scale for the purpose of analyzing the data. As the
consequence, the respondents cannot give their own opinions regarding the questions in
the questionnaire due to the heavy workload of the respondents daily. Besides, methods
such as interviews were not used to collect qualitative data. which could reveal the real
situation regarding the study. The qualitative analysis would be able to fill in the missing

information not collected using the questionnaire.

The journal referred to (Melhem, 2003) defined the dimensions of empowerment as
control, responsiveness, and discretion. However, the relationship between these
dimensions of empowerment was not stated clearly in the questionnaire and there was no
measurement provided for the dimensions of empowerment. Therefore, these elements

were removed from the study.
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CHAPTER 2

REVIEW OF RELATED LITERATURE

2.0 Introduction

To support this study, a literature review was conducted to investigate employee
empowerment. It starts off with the different definitions of empowerment, related
theories of empowerment, reasons for empowering employees, effects of empowerment,
barriers to empowerment and factors, which influence empowerment. The focus then

shifts to related studies and specific studies on empowerment.

2.1 Empowerment

Most definitions agree that empowerment is concerned with giving employees the
authority and discretion to make decisions and take action in their task and context
related issues (Melhem, 2003). According to Blanchard, Carlos and Randolph (2001),
“empowerment is defined as a cutting-edge “technology™ that provides both the strategic

advantage companies are seeking and the opportunity people are seeking”. This means

that empowerment should be simultaneously customer driven, cost effective, fast and




flexible, and continuously improving. Another definition of empowerment is “engaging
employees in the thinking processes of an organization in ways that matter. It means

having input that is heard and seriously considered” (Goetsch & Davis, 2003).

Nickels, McHugh and McHugh (2002), and Drennan and Pennington (1999) define
empowerment as giving employees the authority (the right to make a decision without
consulting the manager) and responsibility (the requirement to accept the consequences
of one’s actions) to respond quickly to customer requests. At the workplace,
empowerment frequently brings the meaning of giving employees more authority to
determine work methods (Sibson, 1994, p.96). It refers to the *delegation of authority by
managers to each work, mostly with respect to work practices and methods’ (Sibson,
1994; Daft, 1998). Employees are granted freedom to take actions on their own to do

their jobs.

Goetz (2001) describes empowerment as enlarging the scope of jobs and giving
employees the responsibility and “authority to make decisions about their work without
supervisory approval” besides creating value for the ultimate customers as stated by
Boone & Kurtz (1988) (cited in Goetz, 2001). In this context, the employer is expected to
share their power while employees should be able to do the jobs as needed. However, it
neither means the hierarchy, direction or personal accountability is eliminated, nor grants
freedom and discretion to employees to do their jobs. Berry (1995) defines empowerment

as a state of mind. As written in his book:

18




An employee with an empowered state of mind experiences feelings of (1) control
over how the job shall be performed: (2) awareness of the context in which the
work is performed and where it fits in the “big picture™; (3) accountability for
personal work output; (4) shared responsibility for unit and organizational
performance; and (5) equity in the distribution of rewards based on individual and

collective performance.

Other definition of empowerment is distribution of power within the organization to a
broader range of employees at more levels of the hierarchy (Shelton, 2002; Dubrin,
1996). Empowered employees can therefore make decisions that typically were under the
authority of a supervisor. The control hierarchy is reduced and decision-making is pushed
down to lower level employees in the organization. Close supervision is no longer
required. Rather, employees are given the resources and authority needed to make the

empowerment conceplt real.

Starr, the consultant of Evans Associates defines empowerment as ‘an act of building,
developing, and increasing power through cooperating, sharing, and working together’
{Rothstein, 1995). To Caudron (1995), an empowered workplace is a workplace where
employees are briefed on the goals, given information, feedback, training and not

forgetting — positive reinforcement.

There are many different definitions of empowerment. According to McEwan and

Sackett (1997), empowerment can be viewed from three aspects, as pschological

19




empowerment, organizational empowerment and technological empowerment. Hence,

different people will have different interpretation of empowerment.

2.2 Related Theories of Empowerment

The following are some of the theories that are related to empowerment and are referred

to in this study.

2.2.1 Expectancy Theory

Victor Vroom's expectancy theory states that an individual tends to act in a certain way
based on the expectation that the act will be followed by a given outcome and on the
attractiveness of that outcome to the individual. This theory sees motivation as the

product of three perceptions: expectancy. instrumentality, and valence (CPRE, 2000).

Expectancy or effort-performance linkage is ‘the probability perceived by the individual
that exerting a given amount of effort’” (Robbins & Coulter, 2002) that will lead to a
certain level of performance. Simply, expectancy is employees’ assessment of their
ability to perform required job tasks. Instrumentality or performance-reward linkage is
the degree to which the individual believes that performing at a particular level is
instrumental in attaining the desired outcome, or in other terms, the employees™ beliefs
that requisite job performance will be awarded by the organization. Valence or

attractiveness of reward — another word for “value” (CPRE, 2000), is the importance that
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5.3.2 Managerial Employees (Supervisors and Managers)

The study found out that there are no significant relationships between managerial
employees’ empowerment and the four antecedents (trust, incentives, communication and
information sharing, and knowledge and skills). Therefore, it is encouraged that
managerial employees should communicate openly to top management regarding their
opinion of the empowerment policy used. They should be truthful about their views and
voice their problems faced. This will encourage the top management to put efforts to
listen to their problems and find solutions for the problems. Moreover, managerial
employees should give suggestions to improve the process of empowerment because they
are involved in the process, therefore they have a better understanding of the types of

problems exist.

Apart from that, managerial employees should be committed and dedicated to the process
of empowerment. They should be participative in the process. Simply, they need to
change their viewpoint and attitudes psychologically. It will give them a sense of
ownership of the policy and the organization, thus enhance the feeling of courageous to
be empowered. They should possess confidence to make the appropriate decisions
regarding organizational operations as the top management has every confidence in their
abilities. Besides, one who enjoys the process of empowerment will put efforts to make
empowerment a success. Consequently, it is important for managerial employees to enjoy

the process of being empowered.
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Another aspect that managerial employees should be aware of is their readiness to be
empowered. Are they ready to shoulder more responsibility requiring major decision-
making processes? Are they ready to make decisions? It is essential for managerial
employees to be ready and prepared for empowerment. In order to do this, they should
increase their level of knowledge and skills regarding their jobs and take on the authority
or power given to them steadily and fearlessly. They have to be self-motivated and grab
any opportunities or put on efforts to help themselves to adapt to empowerment. For
example, they could attend training programs or further their knowledge through higher

education studies.

5.3.3 Future Research

The following recommendations are made for future research.

A study could be conducted to determine the relationship of four antecedents (trust,

incentives, communication and information sharing, and knowledge and skills) towards

empowerment in local organizations in different industries, for example the hotel

industries and banking industries in Malaysia. A larger sample of respondents is

recommended.

A comparative study could be conducted among employees of different positions (for

example, managerial employees, customer-contact employees and top management), in
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either the same or different industries, to determine their perception towards
empowerment and how the four antecedents play their roles in the implementation of

empowerment.

A qualitative study could be carried out to determine the perception of employees and
employers towards empowerment. Interviews and on-site observation could be used to

collect qualitative data.

Research could be conducted to explore the perception of employees toward
empowerment based on demographic characteristics, such as working experience,

department worked, and positions hold.

Research could also be carried out to explore the relationship between empowerment and
other factors such as teamwork, organizational culture and structure. competency. self-

efficacy, leadership, job satisfaction, and customer satisfaction.

Further research could be done to investigate the influence of the types of incentives and

the amount of incentives towards empowerment, The level of motivation results from

different types of incentives could be studied.

81



BIBLIOGRAPHY

Ahanotu, N. D. (1998). Empowerment and production workers: a knowledge-based
perspective. Empowerment in Organizations [On-line], 6(7), 177-186. Retrieved 24
July, 2004 from the World Wide Web:
http://ceres.emeraldinsight.com/vI=2926748/cl=63/nw=l/fm=docpdt/rpsv/cw/ch/096
84891/von7/sl/pl77

Ang, S.C. (1999). Performance and empowerment: lessons in leading and motivating
employees. Shah Alam: Fajar Bakti.

Appelbaum, S.H. & Honeggar, K. (1998). Empowerment: a contrasting overview of
organizations in general and nursing in particular — an examination of organizational
factors, managerial behaviors, job design, and structural power. Empowerment in
Organizations [On-line], 6(2), 29-50. Retrieved June 30, 2004 from the World Wide
Web:
http://iris.emeraldinsight.com/vI=4374000/cl=60/nw=1/fim=docpdf/rpsv/cw/mcb/096
84891/v6on2/slip29

Bergman, D. (2001). Empowerment [On-line]. Retrieved April 12, 2004 from World
Wide Web: http://academic.emporia.ecu/smithwill/001 (mg444pa/eja’/bergman.himl

Berry, L.L. (1995). On Great Service: A Framework for Action. New York: Free Press.

Blanchard, K. (1996). One Minute Manager.: Empowerment is the key [On-line].
Retrieved August 18, 2004 from the World Wide Web:
hitp://www.qualitydigest.com/apr/blanchrd.himi

Blanchard, K., Carlos, J.P., & Randolph, A. (2001). The 3 Keys to Empowerment. San
Francisco: Berrett-Kochler.

Boren & Richard (1994). Don’t Delegate — Empower. Supervisory Management [On-
line], 39(10). Retrieved July 16, 2004 from the World Wide Web:
hitp://www.edelpage.the-moosebov.com/7000/dont delegate. himl

Bowman, D. (n.d.). The Five Best Ways To Build — And Lose — Trust In The Workplace.
TTG Consultants [On-line]. Retrieved July 27, 2004 from the World Wide Web:
hitp://www.lteconsultants.com/articles/trustworkforce.html

Bray, M., Queux, S.L., Waring, P., & Macdonald, D. (2001). The ‘Representation Gap®
in Australia. How Do Employees ‘Have A Say' At Work [On-line], Retrieved July 13,
2004 from the World Wide Web:
http://www .ecruiting.com.au/express/repgap080301.him

Brower, M.J. (1995). Empowering teams: what, why, and how. Empowerment In
Organizations [On-line], 3(1), 13-25. Retrieved July 20, 2004 from the World Wide


http://www.ecruitinl!.com.au/express/repgap08030
www.edelpage.tltc-mooscbov.coml7
http://\\'w\v.qualit
http://i

Web:
http://ceres.emeraldinsight.com/vI=3200635/cl=6 | /nw= l/fm=docpd{/rpsvicw/ch/096
84891/v3ni/s2/pl3

Cacioppe, R. (1998). Structured empowerment: an award-winning program at the
Burswood Resort Hotel. Leadership & Organization Development Journal [On-line].
19(5), 264-274. Retrieved July 13, 2004 from the World Wide Web:
http:/miranda.emeraldinsight.com/vI=8578280/¢cI= | 7/nw= I /fm=docpdf/rpsv/cw/mch
101437739/v19n5/s3/p264

Caudron, S. (1995). Create an empowering environment. Personnel Journal, 74(9). 28-
36.

Champy, J. (1995). Reengineering Management: The Mandate for New Leadership.
London: Harper Collins.

Claydon, T. & Doyle, M. (1996). Trusting me, trusting you? The ethics of employee
empowerment. Personnel Review [On-line], 25(6), 13-25. Retrieved July 15, 2004
from the World Wide Web:
http://ariel.emeraldinsight.com/vI=1027097/cl=106/nw=1/rpsvi~1 186/v25n6/s2/p 13

Costigan. R.D., llter, S.S. & Berman, J.J. (1998). A Multi-dimensional Study of Trust in
Organizations. Journal of Managerial Issues |On-line], 10(3), 303-317. Retrieved
July 27, 2004 from the World Wide Web:
http://www.spiderquery.com/orgman/trust.htm

Covey, S.R. & Merrill, A. R. (1994). First Things First. London: Simon & Schuster.

CPRE (2000). Motivational theory [On-line], Retrieved August 18, 2004 from the World
Wide Web: http:/iwww.weer.wisc.eduw/cpre/tcomp/research/strategv/motivational .asp

Daft, R.L. (1998). Organization Theory and Design (6th ed.). Ohio:; South-Western
College Publishing.

Desimone, R.L., Werner, J.M., & Harris. D.M. (2002). Human Resource Development
(3™ ed.). Orlando: Harcourt College Publishers.

Drennan, D. & Pennington, S. (1999). 12 Ladders to World Class Performance. UK:
Kogan Page.

Drucker, P. (1994). The New Realities. Britain: Butterworth-Heinemann.

Dubrin, A.J. (1996). Reengineering Service Guide: Managing and Succeeding in The
Changing Workplace. USA: Thomson Executive Press.

83


http://www.wecr
http:http://www.sp
http://miranda.cmcraldinslehLcom/vl=85







-l

Milkovich, G.T. & Newman, J.M. (2002). Compensation {a" ed.). New York: McGraw-
Hill.

Nickels, W.G., McHugh, J.M. & McHugh, $.M. (2002). Understanding Business (6"
ed.). New York: Prentice Hall.

Nirmalya Kumar. (1996). The power of trust in manufacturer-retailer relationships.
Harvard Business Review, 74(6), 92-106.

Purdum, T. (2000). Viewpoint — empower the people. IndustryWeek: Leadership in
Manufacturing [On-line]. Retrieved July 2, 2004 from the World Wide Web:
hitp://www.industrvweek.com/columns/asp/columns.asp?Columnld=644

Rankin, J. (1998). Building Trust — the Essential Ingredient in Partnering to Improve
Business Results. Empowerment in Organizations [On-line]. 6(5). 135-145. Retrieved
August 18, 2004 from the World Wide Web:
hitp://ceres.emeraldinsi ght.com/vI=66334 1/¢l=95/nw=1/fm=docpdf/rpsv/cw/mcbh/096
84891/v6ns5/s2/pl3s

Robbins, S.P. & Coulter, M. (2002). Management (7" ed.). USA: Prentice Hall.

Robbins, T.L., Crino, M.D., & Fredendall, L.D. (2002). An integrative model of the
empowerment process. Human Resource Management Review [On-line], 12(3), 419-
443, Retrieved August 15, 2004 from
hitp://www.sciencedirect.com/science? ob=ArticleURL& aset=B-WA-A-B-7ZB-
MsSAYWW-UUW-AUEBCEZWAW-AUEAADDUAW-CVAYZUZAY-ZB-

U& rdoc=12& fmt=full& udi=B6W4J-45X0D73-

1& coverDate=12%2F31%2F2002& c¢di=6544& orig=search& st=13& sort=d&vi
ew=c& acct=C000016198& version=1& urlVersion=0& userid=287547& md35=24
be58d2bf8b23b5661 7f7fdd3858d2¢e

Rothstein, L.R. (1995). The empowerment effort that came undone. Harvard Business
Review, 73(3), 20-31.

Runyon, R.P., & Haber, A. (1991). Fundamentals of Behavioral Statistics. USA:
McGraw-Hill, Inc.

Salking, N.J. (2003). Exploring Research (5" ed.). New Jersey: Pearson Education.
Santos, J.R.A. (1999). Cronbach’s Alpha: A tool for assessing the reliability of scales.

Journal of Extension [On-line], 37(2). Retrieved September 27, 2004 from the World
Wide Web: http:/www.joe.org/joe/1999april/it3.himl

Savery, L.K. & Luks. J.A. (2001). The relationship between empowerment, job
satisfaction and reported stress levels: some Australian evidence. Leadership &

86









The statements describe the situations, which may or may not occur in your organization. Please
answer all the questions. State your opinion by marking (V) the numbers (1,2,3 or 4) against each

statement below. The numbers on the right-hand side of each item have the following meanings:

4 = Strongly Agree

3 = Agree

2 = Disagree

1 = Strongly Disagree

Section A: Empowerment

1 | I am allowed to do anything in order to do a high quality job. 2 3 +

2 | I have the authority to correct problems when they occur. 2 3 4

3 | I am allowed to be creative when I deal with problems at work. 2 3 4

4 | I go through a lot of red tape and rigid rules to change things. 2 3 4

5 | I have a lot of control over how I do my job. 2 5 4

6 | I do not need to get top management approval before [ handle 2 3 4
problems.

7 | I have a lot of responsibility in my job. 2 3 4

8 | I am not encouraged to handle job-related problems by myself. 2 3 4

9 | I can make changes on my job whenever | want. 2 3 4

10 | I cannot take charge of problems that require immediate attention. 2 3 4

11 | I cannot feel free to meet my customers” and subordinates’ needs 2 3 4
under the organization’s regulations.

12 | The workload reduces the service I provide to my customers and 2 3 4
subordinates.

Section B: Trust

] | feel respected by my superior. 2 3 4

2 | feel encouraged to take risk. 2 3 4

3 | I am not encouraged to solve customer and employee problems on 2 3 4
my own.

4 | I have good relationships with my superior. 2 3 4

5 | Job decisions about employees in general, or me in particular, are 2 3 4
made by my agency/department in an unbiased manner.

6 | Concerning decisions made about my job, my superior discusses the 2 3 4
implications of the decisions with me.

7 | When decisions are made, my superior deals with me in a truthful 2 3 4
manner.

8 | Top management makes sure that all employees concerned are heard 2 3 4
before job decisions are made.

9 | My superior trusts me in carrying out duties. 2 3 4

10 | All job decisions by top management are applied consistently across 2 3 -4

all affected employees.
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The statements describe the situations, which may or may not occur in your organization. Please
answer all the questions. State your opinion by marking (V) the numbers (1,2.3 or 4) against each
statement below. The numbers on the right-hand side of each item have the following meanings:

4 = Strongly Agree

3= Agree
2 = Disagree

1 = Strongly Disagree

Section C: Incentives

1 | My superior recognizes me for my contributions. 2 3

2 | My superior expects the best from me. 2 3

3 | Top management does not recognize or reward my effort and 2 3
contribution in serving the customer and other employees.

4 | Top management members do not reward the supervisors or 2 3
managers for their ability and efficiency.

5 | Supervisors or managers are given recognition if they take risks for 2 3
the organization’s benefit.

6 | Appreciation from my superior helps to enhance my enthusiasm 2 3
towards work.

7 | I am not rewarded for doing extra work. 2 3

8 | Incentive is given to supervisors or managers who perform 2 3
excellently.

9 | The incentives given by the top management take into consideration 2 3
the needs of the supervisors or managers.

Section D: Communication and Information Sharing

1 | Supervisors or managers talk openly about ideas of how to serve the 2 3
customer and deal with the operations of the organization.

2 | Supervisors or managers actively listen to each other. 2 3

3 | Top management employees listen actively to supervisors and 2 3
managers.

4 | 1do not regularly communicate with my superior. 2 3

S | Conflicts and problems are confronted quickly and solved. 2 3

6 | I do not get all the necessary information to do my job in serving the 2 3
customer and other employees.

7 | Individuals are kept informed of what is going on in the unit or 2 3
organization.

8 I know how to get needed information (e.g. whenever the customer 2 3
or employee needs help).

9 | My superior encourages me to speak out. 2 3

10 | The computer communication systems in the organization improve 2 3

my ability to serve customers and other employees.
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The statements describe the situations, which may or may not occur in your organization. Please
answer all the questions. State your opinion by marking (V) the numbers (1,2,3 or 4) against each
statement below. The numbers on the right-hand side of each item have the following meanings:

4 = Strongly Agree

3 = Agree

2 = Disagree

1 = Strongly Disagree

Section E: Knowledge and Skill

| I received needed resources on time. 1 2 3

2 | I have all the necessary skills to best customers and other employees. ] 2 3

3 | Top management support (in terms of knowledge and skills) is not 1 2 3
always available when needed.

4 | I have full support for taking initiative in serving customers and other 1 2 3
employees.

5 | My superior does not encourage initiative in serving customers and I 2 3
other employees.

6 | 1 am given opportunity to solve problems with all the knowledge I ] 2 3
have.

7 | Top management does not recognize the knowledge and skills | 2 3
possessed by supervisors and managers to solve problems.

8 | I am trained to be skillful in dealing with a wide range of customer 1 2 3
problems.

9 | The knowledge and skills 1 have help me to solve organizational 1 2 3
problems well.

THANK YOU VERY MUCH FOR YOUR COOPERATION

YOUR COOPERATION IS TRULY BEING APPRECIATED
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