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ABSTRACT 

Job perfonnance is a way that person can show their ability and their skills in the 
organization. This is also a method or tool to know and to measure one employee's 
job in the organization and to make sure the employees are doing their job well. This 
also known as organizational psychology which deals at workplace. The purpose of 
this study is to investigate the influences of occupational stressors such Role 
Ambiguity (RA), Role Conflict (RC), Work Overload (WO) and Working Condition 
(WC) on job performance among bank employees in Kuala Lumpur and Shah Alam. 
The objective of this study is to identify the factors and understand the factors which 
is becoming more challenging in their daily task. This also to determine the 
relationship and the effects of the factors and job performance of the employees. 
This study administered the survey methodology for data collection from 3 banks 
located in Kuala Lumpur and 4 banks in Shah Alam were chosen as the sample for 
this study. A simple random sampling procedure was used to select respondents from 
the respective banks within the zone of Kuala Lumpur and Shah Alam. Five 
hypotheses were proposed in regards to the determinants of Job Performance. A 
structured questionnaires consisting of 30 questions were adopted from previous 
scholars for this study in order to measure four variables namely Role Ambiguity, 
Role Conflict, Work Overload and Working Condition. As of from 500 
questionnaires handed out, only 369 were usable after the outlier assessment. The 
research was analyzed using descriptive as well as inferential statistics in order to 
measure the relationship of the variables and draw the inferences between the 
independent variables and the dependent variable. The research result indicated that 
there are strong relationships with role conflict and work overload. In the regression 
analysis, the data found that the role conflict and work overload have strong effects 
where the R square value is 36.8% towards the employee's job performance. In 
concluding the research, the management suggestions as well as suggestion for 
future research were discussed. 

Keywords: Job Performance, Role Conflict (RC), Work Overload (WO). 
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ABSTRAK 

Prestasi kerja adalah cara seseorang dapat menunjukkan keupayaan dan kemahiran 
mereka dalam organisasi. lni juga merupakan kaedah atau alat untuk mengetahui dan 
mengnkur satu peketja dalam organisasi dan memastikan pekerja melakukan tugas 
mereka dengan baik. Ini juga dikenali sebagai psikologi organisasi yang berurusan di 
ternpat ke1ja. Tujuan kajian ini adalah untuk mengkaji pengaruh tekanan ketja seperti 
Ketidakpastian Peranan (RA), Konflik Peranan (RC), Overload Kerja (WO) dan 
Keadaan Kerja (WC) terhadap prestasi kerja di kalangan peke1ja bank di Kuala 
Lumpur dan Shah Alam. Objektif kajian ini adalah untuk mengenal pasti faktor­
faktor dan memahami faktor-faktor yang menjadi lebih mencabar dalam tugas harian 
mereka. Ini juga untuk menentukan hubnngan dan kesan faktor-faktor dan prestasi 
kerja peke1ja. Kajian ini mengendalikan rnetodologi tinjauan untuk pengumpulan 
data dari 3 buah bank di Kuala Lumpur dan 4 buah bank di Shah Alam dipilih 
sebagai sampel kajian ini. Prosedur persarnpelan rawak mudah digunakan unh1k 
memilih responden dari bank masing-masing di zon Kuala Lumpur dan Shah Alam. 
Lima hipotesis dicadangkan berkaitan dengan penentu Prestasi Kerja. Saal sel idik 
berstruktur yang terdiri daripada 30 soalan telah diterima pakai daripada sarjana 
terdahulu untuk kajian ini untuk mengukur empat pemboleh ubah iaitu 
Ketidakjelasan Peranan, Konflik Peranan, Beban Ke1ja dan Keadaan Kerja. Sehingga 
daripada 500 soal selidik yang diserahkan, hanya 369 boleh digunakan selepas 
penilaian luar. Penyelidikan dianalisis dengan menggunakan statistik deskriptif dan 
juga kesimpulan untuk mengukur hubungan pembolehubah dan menggambarkan 
kesimpulan antara pembolehubah bebas dan pemboleh ubah bergantung. Basil 
penyelidikan menunjukkan bahawa terdapat hubungan yang kuat dengan konflik 
peranan dan beban kerja. Dalam analisis regresi, data mendapati bahawa konflik 
peranan dan beban ke1ja mempunyai kesan yang kuat di mana nilai R persegi adalah 
36.8% ke arah prestasi kerja pekerja. Dalam mengakhiri penyelidikan, cadangan 
pengurusan serta saran untuk penyelidikan masa depan dibincangkan. 

Kata kunci: Prestasi Ke1ja, Konflik Peranan (RC), Behan Kerja (WO). 
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CHAPTER! 

INTRODUCTION 

1.1 Background of Study 

Job perfotmance is the assessment of whether an employee has done their job well. It's 

an individual evaluation where one measured based on a single person's effort (Ratnawat 

& Jha , 2014). The banking industries human resource department will usually manage 

the assessment, but job performance ts a hugely important process to 

the entire company's success. When an individual job performance is important, it must 

not be confused with measuring the outcome of their work. Job performance is simply the 

measurement of an employee's behaviors. This is because the outcome of an individual's 

job depends on a variety of factors that can be influencing their job performance at 

banking industries (Dhankar, 2015). 

Today's banking business is ever challenging and competitive. Every banking industries 

concern on their financial performance level and at the same time the management aspect 

the employee's job performance is to be excellent at every level. The Kuala Lumpur and 

Shah Alam banking management need their employees to give full support and to align 

with the bank's mission where the company growth is the main objective and concern 

about. 

At this concern, an employee will face the occupational stressors where the factors will 

effects their job performance due to the pressure from the management to be equality 

with other competitors (KS, 2016) . This indirectly give the effects to the management 

performance when the management fail to recognize the factors that are influencing the 
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QUESTIONNAIRE 

Survey On The Influence of Occupational Stressor On Job Performance Among 
Bank Employees In Kuala Lumpur and Shah Alam 

Dear Sir/Madam, 

I would like to invite you to participate in this survey on the influence of occupational stressor 

among bank employees in Kuala Lumpur and Shah Alam. This research is the fulfillment of 

completing my MSc Management in University Utara of Malaysia. 

I would highly appreciate your participation in this research by completing the enclosed 

questionnaire. It should require only about 5 to IO minutes of your time, and your input is most 

critical to the success of this research. 

This questionnaire consists of three parts/sections. Section A consists of questions about your 

demographic profile; continue with section B about stress and its effects on Performance and the 

section C about the influences of occupational stressors. 

All information provided in this survey will no means reflect the identity of the participants. It 

will be kept strictly confidential and will be used merely for academic purposes. 

Thank you in advance for your participation 

You're sincerely 

Uma Deva Kumari A/P Krishnan 

Othman Yeop Abdullah Graduate School ofBusiness 
College of Business 
Universiti Utara Malaysia. 

Matric No: 818759 
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Section A: Demographic Profile 
Please place a tick"✓" or fill in the blank for each of the following: 

1. Gender: 
□ Male 

□ Female 

2. Marital Status: 

□ Single 
□ Married 

□ Divorced 

□ Widow 

3.Age: 
□ 20 - 30 years old 
□ 31 - 40 years old 
□ 41 years old and above 

4. Highest education completed: 
D SPM 

□ STPM 

□ Diploma 

□ Bachelor's Degree 

□ Master 's Degree 

□ PhD 

5. How long you have been working in banking industry? 
□ Below 1 year 
□ 1-5 years 
□ 6-10 years 
□ 11-15 years 
□ Above 16 years 

6. Position I Rank: 

□ Non-Executive 
□ Executive 
□ Manager 
□ Top Management 

7. Please state your current working zone in Kuala Lumpur and Shah Alam: 

□ Kuala Lumpur 
o Shah Alam 
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Section B: Stress and its Effects on Performance 
Please place a tick "✓" or fill in the blank for each of the following: 

8. Have you heard about occupational stress? 
D Yes 

D No 

9. Which medium of communication did you hear it from? 
□ Radio 
D TV 
D News Paper 
D Internet 
D Friends 

10. To you, what influence occupational stress? 
D Role Ambiguity 
□ Role Conflict 
□ Work Overload 
D Working Conditions 

11. Have you ever experienced any signs of occupational stress? 
D Yes 
D No 

12. Does occupational stress have any effects on your performance? 
□ Yes 
o No 
D Maybe 

13. Do you think occupational stress can be minimized? 
□ Yes 
D No 
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Section C: lnfluences of Occupational Stressors 

Please circle your answer to each statement using 5 Likert scale 

(1) = strongly disagree; (2) = disagree; (3) = neutral; (4) = agree and (5) = strongly agree 

Occupational Stress Level 

No. 

2 

3 

4 

5 

Questions 

I consider myself stressed at work. 

My level of stress is considerably high. 

My work is emotionally demanding. 

When my performance is poor, it is due to my lack of 
ability. 

Overall I am not proud ofmy job. 

Role Ambiguity 

No. Questions 

I I do not have a proper job description explaining my 
tasks. 

2 My job description can be interpreted in more than one 
way. 

3 I am being asked to do more than what is required in the 
job description. 

4 My work is unevenly spread without proper supervision. 

5 I feel unsure about how much authority I have. 

Role Conflict 

No. 

2 

3 

4 

5 

Questions 

My job requires me to carry out many tasks at once. 

I have to keep an eye on many things at once. 

My departmental and organizational objectives do not 
match. 
My personal and organizational goals do not match. 

I receive incompatible requests from two or more people. 
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4 
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4 

5 

5 

5 

5 
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5 

5 

5 

5 
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Work Overload 
No. Questions ;>-.<II <II -; ;>-. 

- <II <II <II - <II OJ) ;.. ;.. ;.. <II OJ) <II 
C: OJ) OJ) - ;.. C ;.. 
0 ~ ~ = OJ) 0 OJ) 
;.. "' "' <II < :: < -·- i:S z rf.l ~ rf.l 

1 I have to take work home with me. 1 2 3 4 5 

2 I have to work overtime on a regular basis. 1 2 3 4 5 

3 I feel the performance standards set by the 1 2 3 4 5 
m ;:in;:im~mP.nt ::irP. 11nrp;:iJi<:tir. 

4 I am under constant pressure to meet the 1 2 3 4 5 
nerformance standards. 

5 I am currently working at the limits of my 1 2 3 4 5 
capabilities. 

Working Conditions 
No. Questions 

I My working conditions are not up to satisfactory 1 2 3 4 5 
"tcinrl,.,rr1c 

2 All required resources are unavailable to me. 1 2 3 4 5 

3 The working environment is not conducive. 1 2 3 4 5 

4 The comfort I am provided at work is low. 1 2 3 4 5 

5 My management concern employee' s safety. 1 2 3 4 5 

E I mpo yee s er ormance ' p £ 
No. Questions ;>-. <II <II -; ;>-. 

- <II <II <II - <II ell i. i. ;.. <II OJ) <II 
C: OJ) OJ) - i. C i. 
0 ~ ~ = OJ) 0 OJ) 
;.. "' "' <II < -0 < -·- i:S z rJ1 ~ r/1 

1 My perfonnance is affected by occupational 1 2 3 4 5 
<:trP.<:<: rP.<:11 ltino in h11rnn11t 

2 My performance is affected by occupational 1 2 3 4 5 
stress resulting in fatigue and constant tiredness. 

3 M y performance is affected by occupational 1 2 3 4 5 
stress resulting in a loss of enthusiasm. 

4 My performance is affected by occupational 1 2 3 4 5 
stress resulting in high absenteeism. 

5 My performance is affected by occupational 1 2 3 4 5 
stress resulting in illness from the workplace. 

- The End -
Thank you for your time, opinion and comments 
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STATISTICS FOR EMPLOYEE COUNTS FOR KUALA LUMPUR 

AND SHAH ALAM 

Jadual U: Bilangao peodlJlJuk bekerja meogilrut industri, W. P. Kuala Lump11r, 2010-2015 [s.mb,I 

Tat,'~ 12: N1.1m!)e, of e,rn_c.'ot'ed pers.orr5 t'f Lricfr..,stry. W. P. Kuata Lumpur. l Oltr-2015 {c:,m'd) 

Tahuo J;s;nlahl 

Year Total 
A 8 C 0 E F 

2010 788.0 1.2 O.S 59.l 4.0 1.4 78.9 

2011 Sll.5 0.2 1.3 67.7 2.9 4.5 821 

2012 810.4 1.2 1.5 73.6 l.7 B 76.9 

2013 877.8 08 2.4 56.8 4.9 5.0 86.1 

2014 85l.0 0.8 0.6 56.6 4.2 5.0 86.4 

2015 853A 0.6 17 51.7 1J ~9 74.4 

N,,t,/,'1tt,: 

Bilaogao/llum~r ('(OJ) 

Kategori industJi/l'at"'P'f of inrkJstry l 

G H I J K l M 

185.9 JU 62.6 415 52.5 14.3 S2i 

186.6 39.9 67.0 396 61.5 9.0 52,j 

201.5 35.1 fA.2 36.5 67.2 10.6 49.0 

207.5 393 93.7 33.3 590 11.5 534 

200.7 35.6 no 42.6 594 16.2 60.7 

207.0 40.6 S6.5 31.3 67.3 14.l 68.3 

' lndustridikdmnmen~lwt 'Piawli>nXl><nkasi lmtri Maloy,, IMlKI 200!". Ket.,.,ns,n bt~ri ir,:ru:tri odol>h :,pffli beriki.t 

~ P<rtvi"', perhutonon d,o p<rikanon 

Aj ~-c..,.t.:-~•r, , j::,-.·1'1"/ a,d f1,~•r:9 

B Por~M>On!"' d., pe'1,'bi,rian 

1,~;,1".'9.Jr::ic~1JIT}·'r:9 

C Peni>uamn 

.\!oi:1..~~i.iv, 

0 lld:alan d<ltri~ •" • -..p don pendingil ul,r, 
E:«tto!.!'f. ?4 S!~,'": a.,~ ~:r .:on~:~·or:i.,; S"~tV-1/ 

G P...d,gs,;,n boro'!I dOl1 Nnat, po ........ kendemn bennotO< dan motoob,/ 

lt'io.'.'5:;• ili:.o 7.,n t10di. " .PC.1 t;f :Ntc.-"'h·-:;~~!'..i ~rcrqc'•~ 

'StatisttHJ!l-1011 dikema>nri b<ldolorlw> .-.;,,,,, peno.iduk """"' t,h111 b,d....,,, 

rr.~:G1!·20JJ nr..'lt~ M r, :.pdt;~~a;.r.0.1~~:J'~O!l '-<!ir'i~.3 cft.~, !"UJ«!{,;- ,1"111. 

81 

M ~ pro'e,iOM!, ,.iolifik don t,mk,I 

Frcf'!ictll', :.::,1"=.jic ~,'1 t"-~i:lca.1or:;~:!l~ 

P P,ro<idib n 

Q Akti>iti keihatM kemonusim don kuj, ,.,;~ 
'1'?.,-.:a., i:,;,.nr: !i'ld ;x_\l! it.\ti: o,.~;'iti~ 

R Ke.efV¥11 ~btnn dan reb-e~i 

A"'S. ,~!.tta:~.r:,.,ca!ldmr,c~for, 

N 0 p Q 

38.8 55.5 30.4 21.1 

m jQ6 33& 26.7 

39.8 44.0 34.l 31.5 

48.4 59.6 36.4 33.6 

45.2 623 35.9 31.0 

49.3 44.4 353 318 

R s r 

9.1 15.7 295 

9.0 16.0 23.4 

7.6 17.6 iS.7 

7.8 16.4 10.9 

7.4 143 13.2 

10.0 15.8 15.6 



Jadual U: Bilan,an penduduk bek,r~ mengikut industri, Sl!la"6or, 2010-2015 (s.mb,J 

rabii! 12: ::~·(T'/b~r of ~m~!ove-d per;c!':s b!' i1~d1,;str,•, SiGngor, 201c-10!5 {cot1r'C) 

rahun Jumlah i 

Yeor Toto! 
A 8 C D E F 

2010 2,551,1 50.1 16.7 496.4 lV 12 l 246 3 

2011' 2,645,2 451 15.1 539j liS !H 263 1 

2012' 2,776.1 i0.1 16.6 555 0 18.6 173 mo 

!Oil' 2,933.3 }jj 13.9 5730 19.l 151 299.l 

1ou' 3,033,6 Jl.J 26.6 601.9 liJ lH 279.5 

lOt; 3,135.0 485 31.4 5685 U.6 10.0 JJS l 

hotl/,,c:-;: 

Bil.nganil,'umber 1'000) 

ICategori industri/Categoty of indurtr1 ' 

G H I l k l M ff 

38!.3 1621 1633 941 ll4.6 lU 114.5 ?71 

l93.6 1378 174.l l!U 124.5 25.1 1348 S7 0 

m.1 203.8 166.S 111.l m.9 ll.l ]27.7 1321 

46a.4 l9i4 174.9 116.l m.J ll.4 120.0 141.i 

m.9 lS2l 217.6 lli.S 130.6 19.1 lll.! 198 ! 

52J.8 174.1 213.7 130.2 ll9j m 140.6 169.i 

1 lr.dt:nriditdchn ntr.jwt 'Fihnian.<r1i'fi1ui'ncu1tri M! ~lsi& 11>.SK) ~oor . Ket~r~n,a(li~et~50ri ir,d1_.1tri.e>1a!al!~ftrti t1erit1,,t 
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C le10,1t1n 
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E:~t··c·r1. g:1. 5:,a,.,., :i~.J ::,:,,r;~::·,~ -""? ::.;:w 

F 'mbinnn 
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