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ABSTRACT


Job satisfaction is defined as the level of contentment employees feel with their job.


This goes beyond their daily duties to cover satisfaction with team members or
 managers, satisfaction with organizational policies, and the impact of their job on
 employees’ personal lives. This study had concentrated on factor involving job
 satisfaction at Money Services Business (MSB). The researcher had analyzed four
 factors that influencing job satisfaction which are workload, working environment,
 training and development and knowledge management. A total of 200 questionnaires
 will be distribute to 200 staffs who are working in MSB sector which will be
 involved 40 different licensees and 179 branches and Head Quarters. The data will
 be analyzed by using Statistic Package for Social Science (SPSS).


Keywords: Job Satisfaction, workload, working environment, training and
development and knowledge management.



(5)ABSTRAK


Kepuasan kerja ditakrifkan sebagai tahap kepuasan pekerja dalam pekerjaan mereka.


Ini melampaui tugasan harian pekerja untuk merangkumi kepuasan dengan anggota
 pasukan atau pengurus, kepuasan dengan dasar organisasi, dan kesan pekerjaan
 pekerja terhadap kehidupan peribadinya. Kajian ini adalah penting untuk memahami
 faktor-faktor yang akan mempengaruhi kepuasan kerja di kalangan para perkerja
 yang bekerja di industri kewangan.


Objektif utama kajian ini adalah untuk menganalisis hubungan antara beban kerja,
 persekitaran kerja, latihan dan perkembangan dan pengurusan pengetahuan terhadap
 kepuasan kerja dalam kalangan bekerja di sektor kewangan di Malaysia. Sebanyak
 200 soal selidik akan diedarkan kepada 200 kakitangan di organisasi kewangan
 termasuk ibu pejabat dan cawangan yang mempunyai kira-kira 40 pemegang lesen
 yang berbeza di Malaysia. Data akan dianalisis dengan mengunakan Pakej Statistik
 Untuk Sains Sosial (SPSS).


Kata kunci: Kepuasan kerja, beban kerja, persekitaran kerja latihan dan
perkembangan dan pengurusan pengetahuan.
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CHAPTER 1: INTRODUCTION


1.0 Introduction to the study


The purpose of this research is to examine the relationship between the factors of
 workload, work environment, training and development and knowledge management
 towards job satisfaction at Money Services Business sector in Malaysia. This chapter
 outlines the background of the study and details on how the research will be carried
 out. It also discusses the problem statement, the research questions, the research
 objective, the significance of the study, the scope of the study, the definition of key
 terms and the organization of the thesis.


Background of study


Employee’s satisfaction and their performance is significant and necessary in an
 organization. Higher performance and increasing productivity can be made by a
 satisfied employee in an organization. Level of employee’s satisfaction is one of the
 ways that make organization successful. Puspakumari (2008) stated that employees
 will have well performance when a delightful atmosphere can create by a satisfied
 employee in the organization. Sonnentag & Frese (2000) showed that highly
 performing employees are needed in an organization because they could achieve
 organization’s goal.


Job satisfaction has been a topic of concern and attention in any field of business
nowadays. Organizations realize that employee job satisfaction is the essential
element to increase customer satisfaction and keep their business running, as
competition is getting more intense. Employee dissatisfaction is normally
communicated to their colleagues and the organization can experience a lot of harm
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APPENDIX A: Research Questionnaire


Research Questionnaire



UNIVERSITI UTARA MALAYSIA COLLEGE OF BUSINESS


Dear Sir/Madam,


I am doing a survey research to fulfill a Master’s programme in University Utara
 Malaysia (UUM). I am conducting a survey on factors determining job satisfaction of
 employees at Money Services Business Industry in Malaysia. The purpose of this
 questionnaire is to study the relationship between Job Satisfaction and Workload,
 Working Environment, Training and Development and Knowledge Management
 among employees working in Money Services Business Industry. The survey is
 divided into two parts, the first on demographics and the second is related to
 individual variables in this study. All the information received will be strictly
 confidential and will be used for academic proposes only.


Appreciate your cooperation and time taken to complete this survey.


Thank you.


Mariammah Sethambaram
 Master of Science (Management)
 College of Business


Universiti Utara Malaysia



(25)Research Questionnaire


PART A: DEMOGRAPHIC


Section A: Demographic information


This section is designed to collect information on background of respondents.


The following information is strictly confidential and will only be used for research
 purpose. I will be grateful if you could kindly fill the required information.


Please read the following statements and TICK (√) in the appropriate box.


1) Gender


Male Female


2) Age


20 - 30 years old 41 - 50 years old


31 - 40 years old 51 years old and above


3) Marital Status


Single Divorced


Married
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 4) Race


Malay Indian


Chinese Others


5) Educational Level


SPM Diploma


STPM Degree


Others


6) Income Level


Below than RM1000 RM 1001 - RM2000


RM 2001 - RM 3000 RM 3001 - RM 4000


RM 4001 - RM 5000 More than RM 5001



(27)PART B: INDIVIDUAL VARIABLES


Please indicate the degrees of your agreement or disagreement towards the statement
 below by placing the (√) upon your response according to the following option:


Strongly


Disagree Disagree Neutral Agree Strongly Agree


1 2 3 4 5


Section B: Job Satisfaction


The definition of job satisfaction alludes to one’s cognitive, enthusiastic and behavioural
 reaction to the work as a result of evaluation of work properties and job-related occasions
 (Kula & Guler, 2014).


# Job Satisfaction


Strongly


Disagree Disagree Neutral Agree Strongly
 Agree


1 2 3 4 5


1 I find my work very satisfying.


2 I am satisfied with the way my superior
 handles his or her workers.


3 I am satisfied with the amount of work I
 do.


4 I am satisfied with the policies given.


5 I am satisfied with my work life
 balance.


6 I feel that I am really doing something
 worthwhile in my job.


7 My job is often repetition.


Section C: Workload


Work overload is related to the feelings of anxiety, frustration, number of sick days,
disturbance, depression, attention to job burnout, loosing self-confidence, concentration
problems and work accident (Kahn and Byosiere,1992).
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# Workload


Strongly


Disagree Disagree Neutral Agree Strongly
 Agree


1 2 3 4 5


8 My workload has been increased in the
 past year.


9 I often need to work after working
 hours to meet my work requirements.


10 I often have to work through my breaks
 to complete my assigned workload.


11 I am not given enough time to complete
 my task as assigned.


12 Shortage of employees contributes to
 extra workload.


13 There is pressure to work unwanted
 overtime.


14 Work demands make it difficult for me
 to schedule vacations.


15 Errors occur at work when I am tired.


16 I feel overworked by the demands
 placed on me.


Section D: Working Environment


Working environments can be defines as the manner and extent to which roles, power and
 responsibilities are delegated, controlled, and coordinated, communication and instruction
 between employee and management (Robbins, 2008).


# Working Environment


Strongly


Disagree Disagree Neutral Agree Strongly
 Agree


1 2 3 4 5


27 I am satisfied with the working space at
 the workplace.


28 I am satisfied with the facilities
 provides by organization.


29 My organization provides the right
 equipment to do a job well.


30 The noise level at my workplace is
 tolerated.


31 My organization located at a strategic
location.



(29)Section E: Training and Development


Training and development are defined as a process of systematically developing
 work-related knowledge and expertise in people for the purpose of improving performance
 (Swanson & Holton, 2001).


# Training and Development


Strongly


Disagree Disagree Neutral Agree Strongly
 Agree


1 2 3 4 5


22 I am satisfied with the training received
 from the organization.


23 The training helps me to perform better
 job.


24 I can practice my skills into my works.


25 Training is important because it gives
 many advantages to me.


26 I always participate in training that
 organize by organization.


Section F: Knowledge Management


It is a set of district and well-defined approaches and processes. The overall purpose of
 knowledge management is to maximize the enterprise knowledge related effectiveness and
 returns from its knowledge assets and to renew them constantly (Wiig, 1997).


# Knowledge Management


Strongly


Disagree Disagree Neutral Agree Strongly
 Agree


1 2 3 4 5


17 I am free to give an opinion about my
 organization management.


18 My organization management team has
 a good performance.


19 I have a good relationship with my
 manager.


20 Manager team give a good feedback for
 any kind of my complaints.


21 I am satisfied with my organization
management team.
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APPENDIX B: Statistical Analysis Output
 i. Reliability for Pilot Test


Case Processing Summary


N %


Cases Valid 29 96.7


Excludeda 1 3.3


Total 30 100.0


a. Listwise deletion based on all variables in the
 procedure.


a. Reliability Result for all variables:


Reliability Statistics


Cronbach's Alpha N of Items


.813 37


b. Reliability result for DV: Job Satisfaction


Reliability Statistics


Cronbach's Alpha N of Items


.732 7


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted


I find my work very satisfying. 21.20 10.648 .208 .747


I am satisfied with the way my


superior handles their workers. 21.20 8.579 .577 .667


I am satisfied with the amount


of work I do. 21.40 9.214 .577 .675


I am satisfied with the policies


given. 21.53 8.602 .474 .694


I am satisfied with my work life


balance. 21.73 9.306 .395 .712


I feel that I am really doing


something worthwhile in my 21.23 8.875 .645 .658
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My job is often repetition. 21.30 9.597 .304 .736


c. Reliability result for IV 1: Workload


Reliability Statistics


Cronbach's Alpha N of Items


.809 9


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 My workload has been


increased in the past year. 26.41 29.394 .419 .800


I often need to work after
 working hours to meet my
 work requirements.


26.62 26.244 .546 .786


I often have to work through
 my breaks to complete my
 assigned workload.


26.62 24.887 .793 .750


I am not given enough time to


complete my task as assigned. 27.14 29.480 .439 .798


Shortage of employees


contributes to extra workload. 26.07 30.995 .317 .810


There is pressure to work


unwanted overtime. 26.69 26.793 .563 .782


Work demands make it difficult


for me to schedule vacations. 26.69 26.865 .578 .780


Errors occur at work when I am


tired. 26.45 30.685 .292 .815


I feel overworked by the


demands placed on me. 26.76 28.404 .597 .781
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d. Reliability result for IV 2: Working Environment


Reliability Statistics


Cronbach's Alpha N of Items


.649 5


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 I am satisfied with the facilities


provides by organization. 14.87 5.085 .359 .618


My organization provides the
 right equipment to do a job
 well.


14.90 5.197 .474 .567


The noise level at my


workplace is tolerable. 15.17 5.868 .176 .699


My organization is located at a


strategic location. 14.90 4.852 .355 .627


I am satisfied with the working


space at the workplace. 14.70 4.562 .780 .441


e. Reliability result for IV 3: Training and Development


Reliability Statistics


Cronbach's Alpha N of Items


.761 5


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 I am satisfied with the training


received from the organization. 15.07 5.995 .551 .710


The training helps me to


perform better job. 14.90 5.955 .614 .686


I can practise my skills into my


work. 14.43 6.806 .525 .722


Training is important because it


gives many advantages to me. 14.30 6.631 .343 .791



(33)I always participate in training
 that organize by my


organization.


14.63 6.033 .666 .671


f. Reliability result for IV 4: Knowledge Management


Reliability Statistics


Cronbach's Alpha N of Items


.815 5


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 I am free to give an opinion


about my organization
 management.


14.77 8.254 .380 .848


My organization management


team has a good performance. 14.40 7.007 .729 .739


I have a good relationship with


my manager. 14.03 7.826 .597 .781


Management team give good
 feedback for any of my
 complaints.


14.30 7.872 .665 .765


I am satisfied with my


organization management team. 14.37 6.792 .702 .746
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ii. Descriptive Analysis


Descriptive Statistics


N Range Minimum Maximum Mean Std. Deviation Variance


Gender 136 1 1 2 1.57 .496 .246


Age 136 3 1 4 1.44 .697 .485


Marital Status 136 2 1 3 1.49 .558 .311


Race 136 3 1 4 2.68 .767 .588


Educational Level 136 4 1 5 3.21 1.283 1.646


Income Level 136 5 1 6 3.60 1.272 1.619


Valid N (listwise) 136


Descriptive Statistics


N Mean Std. Deviation Skewness Kurtosis


Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error


T1 136 3.6838 .54694 .325 .208 .152 .413


T2 136 3.2860 .76866 -.405 .208 .402 .413


T3 136 3.7750 .57164 -.483 .208 .868 .413


T4 136 3.7191 .64285 .154 .208 -.341 .413


T5 136 3.5809 .72822 -.472 .208 .439 .413


Valid N


(listwise) 136


a) Frequency Analysis for Demographic Profile


Gender


Frequency Percent Valid Percent Cumulative Percent


Valid Male 58 42.6 42.6 42.6


Female 78 57.4 57.4 100.0


Total 136 100.0 100.0


Age


Frequency Percent Valid Percent


Cumulative
 Percent


Valid 20 - 30 Years Old 89 65.4 65.4 65.4


31 - 40 Years Old 37 27.2 27.2 92.6


41 - 50 Years Old 7 5.1 5.1 97.8


51 Years Old and above 3 2.2 2.2 100.0


Total 136 100.0 100.0



(35)Marital Status


Frequency Percent Valid Percent Cumulative Percent


Valid Single 73 53.7 53.7 53.7


Married 59 43.4 43.4 97.1


Divorced 4 2.9 2.9 100.0


Total 136 100.0 100.0


Race


Frequency Percent Valid Percent Cumulative Percent


Valid Malay 20 14.7 14.7 14.7


Chinese 8 5.9 5.9 20.6


Indian 103 75.7 75.7 96.3


Others 5 3.7 3.7 100.0


Total 136 100.0 100.0


Educational Level


Frequency Percent Valid Percent Cumulative Percent


Valid SPM 26 19.1 19.1 19.1


STPM 8 5.9 5.9 25.0


Diploma 28 20.6 20.6 45.6


Degree 60 44.1 44.1 89.7


Others 14 10.3 10.3 100.0


Total 136 100.0 100.0


Income Level


Frequency Percent Valid Percent


Cumulative
 Percent


Valid Below than RM 1000 4 2.9 2.9 2.9


RM 1001 - RM 2000 21 15.4 15.4 18.4


RM 2001 - RM 3000 46 33.8 33.8 52.2


RM 3001 - RM 4000 33 24.3 24.3 76.5


RM 4001 - RM 5000 18 13.2 13.2 89.7


More than RM 5001 14 10.3 10.3 100.0
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iii. Reliability Analysis


a. Reliability Result for all variables:


Reliability Statistics


Cronbach's Alpha N of Items


.792 37


b. Reliability result for DV: Job Satisfaction


Reliability Statistics


Cronbach's Alpha N of Items


.781 7


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's
 Alpha if Item


Deleted
 I find my work very


satisfying. 21.94 11.182 .582 .740


I am satisfied with the way
 my superior handles their
 workers.


22.17 10.749 .515 .752


I am satisfied with the


amount of work I do. 22.09 10.925 .603 .735


I am satisfied with the


policies given. 22.18 10.798 .644 .728


I am satisfied with my work


life balance. 22.32 10.117 .588 .736


I feel that I am really doing
 something worthwhile in my
 job.


22.00 11.393 .520 .751


My job is often repetition. 22.02 12.970 .156 .819



(37)c. Reliability result for IV 1: Workload


Reliability Statistics


Cronbach's Alpha N of Items


.888 9


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 My workload has been


increased in the past year. 26.04 42.043 .491 .887


I often need to work after
 working hours to meet my
 work requirements.


26.30 38.225 .626 .877


I often have to work through
 my breaks to complete my
 assigned workload.


26.37 37.742 .688 .872


I am not given enough time to


complete my task as assigned. 26.73 38.466 .665 .874


Shortage of employees


contributes to extra workload. 26.02 40.022 .559 .882


There is pressure to work


unwanted overtime. 26.36 36.188 .746 .866


Work demands make it difficult


for me to schedule vacations. 26.24 35.858 .765 .865


Errors occur at work when I am


tired. 26.18 41.147 .466 .889


I feel overworked by the


demands placed on me. 26.43 37.859 .760 .867


d. Reliability result for IV 2: Working Environment


Reliability Statistics


Cronbach's Alpha N of Items


.766 5
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 Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 I am satisfied with the working


space at the workplace. 15.01 5.303 .664 .680


I am satisfied with the facilities


provides by organization. 15.15 5.060 .660 .677


My organization provides the
 right equipment to do a job
 well.


15.08 5.527 .639 .692


The noise level at my


workplace is tolerable. 15.21 6.110 .309 .805


My organization is located at a


strategic location. 15.04 5.672 .466 .748


e. Reliability result for IV 3: Training and Development


Reliability Statistics


Cronbach's Alpha N of Items


.832 5


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 I am satisfied with the training


received from the organization. 15.13 6.584 .634 .799


The training helps me to


perform better job. 15.01 6.333 .716 .773


I can practise my skills into my


work. 14.81 7.030 .659 .792


Training is important because it


gives many advantages to me. 14.61 7.306 .544 .822


I always participate in training
 that organize by my


organization.


14.83 7.193 .614 .804



(39)f. Reliability result for IV 4: Knowledge Management


Reliability Statistics


Cronbach's Alpha N of Items


.858 5


Item-Total Statistics


Scale Mean if
 Item Deleted


Scale Variance if
 Item Deleted


Corrected
 Item-Total
 Correlation


Cronbach's Alpha
 if Item Deleted
 I am free to give an opinion


about my organization
 management.


14.50 9.244 .535 .864


My organization management


team has a good performance. 14.33 8.460 .762 .805


I have a good relationship with


my manager. 14.16 9.425 .530 .864


Management team give good
 feedback for any of my


complaints.


14.29 8.431 .805 .795


I am satisfied with my


organization management team. 14.33 8.371 .764 .804
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iv. Correlation Analysis


Correlations


T1 T2 T3 T4 T5


T1 Pearson Correlation 1 -.287** .429** .204* .514**


Sig. (2-tailed) .001 .000 .017 .000


N 136 136 136 136 136


T2 Pearson Correlation -.287** 1 -.118 .112 -.142


Sig. (2-tailed) .001 .173 .194 .100


N 136 136 136 136 136


T3 Pearson Correlation .429** -.118 1 .332** .553**


Sig. (2-tailed) .000 .173 .000 .000


N 136 136 136 136 136


T4 Pearson Correlation .204* .112 .332** 1 .493**


Sig. (2-tailed) .017 .194 .000 .000


N 136 136 136 136 136


T5 Pearson Correlation .514** -.142 .553** .493** 1


Sig. (2-tailed) .000 .100 .000 .000


N 136 136 136 136 136


**. Correlation is significant at the 0.01 level (2-tailed).


*. Correlation is significant at the 0.05 level (2-tailed).


v. Multiple regression Analysis


Variables Entered/Removeda


Model Variables Entered Variables Removed Method


1 T5, T2, T4, T3b . Enter


a. Dependent Variable: T1
b. All requested variables entered.



(41)Model Summary


Model R R Square Adjusted R Square Std. Error of the Estimate


1 .582a .338 .318 .45164


a. Predictors: (Constant), T5, T2, T4, T3


ANOVAa


Model Sum of Squares df Mean Square F Sig.


1 Regression 13.662 4 3.416 16.745 .000b


Residual 26.722 131 .204


Total 40.384 135


a. Dependent Variable: T1


b. Predictors: (Constant), T5, T2, T4, T3


Coefficientsa


Model


Unstandardized Coefficients


Standardized
 Coefficients


t Sig.


B Std. Error Beta


1 (Constant) 2.494 .348 7.159 .000


T2 -.146 .052 -.205 -2.779 .006


T3 .191 .082 .199 2.322 .022


T4 -.027 .071 -.032 -.384 .702


T5 .293 .071 .391 4.146 .000


Coefficientsa
 Model


95.0% Confidence Interval for B


Lower Bound Upper Bound


1 (Constant) 1.805 3.183


T2 -.249 -.042


T3 .028 .353


T4 -.169 .114


T5 .153 .433


a. Dependent Variable: T1
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