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ABSTRACT 

Job satisfaction can be defined as degree of positive feelings or 

attitudes that individuals have towards their jobs. Job satisfaction is 

important technique used to motivate the employees to work harder. 

The employee’s satisfaction and retention are critical to conduct of 

business in the competitive marketplace and business environment 

today. This study investigates the employees and to evaluate their 

job satisfaction level from the perspective of bank employees. The 

qualitative research method as in-depth interviews and self-

administered questionnaire were design and used to obtain and 

explore specific information about the values, opinions, behaviors, 

and social contexts related to employees and their job satisfaction 

level. Factors such as promotion, work condition, relationship with 

co-workers and superior, supportive management, role clarity, 

contribution and self-expression and challenge are found important 

for improving job satisfaction of bank employees in Industrial Bank 

Berhad (IBB)*. The result of study revealed that relationship with 

superior is the most vital factor for influencing job satisfaction of 

employees. 

Keywords: Job satisfaction, Banking Sector, Employee attitude, 

Superior subordinate relationship 
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INTRODUCTION 

Employees are one of the most vital determinants and leading factors 

in order to determine the success of an organization in a competitive 

environment. The foremost motive of any organization is to get big 

profit incorporate with the good position in the market. Profit can be 

generated from external as well as internal source. Before 1990, the 

focus of strategic analysis was the source of profit in the external 

environment, but later on, the source of profit inside the firm has 

become also meaningful (Grant, 2010). Employee satisfaction is one 

of the internal sources of profit earning. Service– profit–chain theory 

states effective relationship, the firm’s financial performance is 

derived from customer satisfaction, which is derived from employee 

performance, and employee performance ultimately derived from 

employees’ satisfaction (Heskett et al., 1994). In order for an 

organization to be successful, it must continously ensure the 

satisfaction of their employees (Berry, 1997). Orgaization with more 

satisfied employees tends to be more effective (Robbins & Judge, 

2007). And following by Seta et al. (2000) stated that the lower an 

individual’s level of satisfaction with his job, the more likely that 

person is seeking for other working opportunities.It also has been 

observed that employees are one of the vital assets for the 

organization. For this reason, an organization always needs best 

tactics to hire, retain and motivate the most brilliant employees 

(Spector, 1997). The employees work as both; co-creators of the 

brand, and key performers in delivering the brand’s contents and 

promise (Thorbjornsen & Supphellen, 2011). According to 

Thorbjornsen and Supphellen (2011), employees represent the 

bridge between external stakeholder perception and the internal 

culture of the company. Employee’s satisfaction is necessary to run 

business smoothly; job satisfaction is one of the best tools in 

achieving employee satisfaction and happiness (Spector, 1997). In 

general job satisfaction is known as a complicated construct that 

comprises of employee feeling about both intrinsic and extrinsic job 

elements (Misener et al., 1996).  

Job satisfaction is subjective variable that establishes the professional 

characteristics of an employee (Petrescu & Simmsons, 2008). Job 
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satisfaction has significant role in getting maximum fallout in the 

market. Employees’ emotions are imperative which they express at 

their job during the interaction with customers, because customer 

experience the expression of the employees and this defines the 

service adequacy and quality to the client (Griffith, 2001). 

Employees’ service quality that comes in consequences of 

employees’ behaviour is influenced by the level of employees’ job 

satisfaction (Tsai, 2009). Employees’ job satisfaction in service 

organizations has great influence on customer’s buying behaviour. 

Employees’ perception about service quality is significantly and 

positively related to their job satisfaction and discrepancies between 

employees’ perception of service quality and customer satisfaction 

represent the negative effect of job satisfaction (Griffith, 2001).Job 

satisfaction becomes a significant aspect for the bank employees as 

dissatisfaction affects the working process and influences other roles 

played by the bank. 

 Job satisfaction is the sense of inner fulfilment and joy achieved 

when performing a particular job. Job satisfaction is the emotional 

reaction of a worker has towards his job after a comparison of the 

outputs he expects or desires with real outputs (Cranny et al., 1992) 

In banking sector, effective services rendition largely depend on the 

workforce (Fitzgerald et. al, 1994) and thus, job satisfaction 

experience by bank employees will affect the services quality 

rendered.By studying the factors affecting job satisfaction in Bank 

Islam, this study can effectively assist the bank especially to 

understand the factors affecting job satisfaction; by understanding 

employee demands and requirements, it also can help the bank 

effectively manage employees and increase the management 

efficiency, increase the employee’s loyalty and achieve a higher 

customer satisfaction. 

COMPANY BACKGROUND 

Industrial Bank Berhad (IBB)was established in 1983. IBB has been 

growing from strength to strength as evidenced by its financial 

performance and paid-up capital, which, in turn, was instrumental 

in making the growth of its assets. Recently, IBB has recorded its 

Profit Before Zakat& Tax (PBZT) result of RM 702.8 million for the 
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12-month period ending 31st December 2014. This PBZT result is an 

increase of 3.8% in comparison with the result of the previous 

corresponding period. Living up to its pioneering spirit, the Bank 

has continued to provide innovative and enhanced products and 

services, which have resulted in a growing number of customers 

seeing Islamic banking as a true alternative to conventional banking.  

Through a vast expanding network of 139 branches with 4,235 

employees and more than 1200 self-service terminals nationwide, 

IBB displays a comprehensive list of more than 70 innovative and 

sophisticated Islamic banking products and services, comparable to 

those offered by its conventional counterparts. Being the pioneer in 

the industry, IBB has played a leading role in promoting the 

expansion of Malaysia’s brand of Islamic finance into other markets, 

especially in the region. This has helped developed IBB into a well-

established and universally recognized brand. As the number of 

local and global financial services continues to increase, BIMB 

remains keenly aware of the pioneering role it must continue to play. 

Therefore, it is important for IBB to obtain the finest employees in 

order to sustain its business and to win the market-share. The aim of 

this study is to determine factors that influence its employees’ job 

satisfaction and will assist IBB to organize the best retention program 

and policy for its existing employees. 

PROBLEM STATEMENT 

Employees are the main support and the most vital factor in driving 

the success of the organization. In banking industry, employees are 

expected to demonstrate a very high quality of work and 

performance in order to achieve organization’s vision, mission and 

objectives yearly which depend on the sales volume of products and 

services. Compared with other industry, banking industry is best 

known with high workload and strict time frame for their employees 

to stay with, as it can be recognized as major contributions towards 

employees’ dissatisfaction and increasing the turnover rate. Since 

1997/98 Asian Financial Crisis, the Malaysian banking scenario has 

changed significantly. Most banks have been merged to improve 

efficiency and ensure survivability. In this regard, systematic 

mergers were done to 54 pre-crisis Malaysian domestic banks into 10 
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domestic post-crisis bank groups. Since the successful bank 

consolidations in 2001, BNM reported greater technology 

embracement, better product innovation, marked improvement in 

operating efficiency and better risk management system adoption 

(Aziz, 2004; Bowers et. al., 2003). In addition, the bank also faces 

threats of globalization and increasing competitions. Banks have 

adopted new customer-centric work environment which effectively 

change the bank employees’ roles and job requirements as well as 

constantly being challenged by new expectations and requirements 

by the management and bank authorities. In fact, for year 2008, over 

RM 6.5 million was spent on training as part of commitment towards 

human resources optimization. Focus was also given towards 

nurturing future leaders through Leadership and Human Capital 

Development programs. Multiple factors were found to be closely 

associated with the rapidly evolving banking environment and 

demanding working environment which significantly influence the 

level of need and job satisfaction of bank employees. Among others 

include motivational inspirations, supervision or leadership, 

working environment, and competition. These developments are 

very important towards assisting IBB towards catering better HRM 

strategies and thus helping BIMB retaining competence employees 

and therefore are able to achieve its vision to be the Global Leader in 

Islamic Banking in locally and globally. 

RESEARCH QUESTION 

There are many studies on the job satisfaction among employees in 

organization, yet some research has different outcome on the study 

in different industry. Knowledge in this area is lacking. Hence, 

further exploration conducted into which factors influence the job 

satisfaction level of employees in IBB. Given that, the specific 

research questions addressed are: 

1. What are the major factors of employees’ job satisfaction? 

2. How these the major factors affect employees’ job 

satisfaction? 
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Research Objective  

1. To identify and analyze the factors affecting the job 

satisfaction of employees of IBB  

2. To study the impact of organizational policies, supervision, 

salary, interpersonal relations, working conditions, work 

itself, achievement, recognition, responsibility and 

advancement  on jobatisfaction of employees in IBB. 

LITERATURE REVIEW 

Job Satisfaction 

Job satisfaction is defined as the attitude of the worker towards his 

profession (Weiss, 2002) . It is is very important not only for 

employees but also for the success of the organization (Lim, 2008). 

Job satisfaction is one of criterion for establishing the health of an 

organization; rendering effective services largely depend on the 

human source (Fitzgerald et al., 1994). It is a widely studied concept 

because of its effects on productivity and retention of employees 

(Mount, Ilies & Johnson, 2006; Saari & Judge, 2004; Wedges, Schmidt, 

Parkes & van Dick, 2007). Locke (1969) defined job satisfaction as a 

positive emotional feeling, a result of one’s evaluation towards one`s 

job experience by comparing between what one`s expects from the 

job and what one actually gets from it. Again in 1976 Locke define 

job satisfaction is a pleasurable or positive emotional state resulting 

from the appraisal of one’s job or job experience. Spector (1997) says 

that job satisfaction is “the extent to which people like (satisfaction) 

or dislike (dissatisfaction) their jobs” (p. 2). Job satisfaction is a 

general and global affective response that an individual has about 

his job (Chiun & Ramayah, 2011). A Job satisfaction phenomenon is 

more about how an employee feels than the fulfillment of his needs 

(Locke, 1976). Employees’ attitude towards their organization which 

has great impact towards their working ways and contributions, in 

consequence organizational climate causes organization 

performance because this relates directly to employees’ motivation. 

Employee’s acceptance by the work group is important to job 

satisfaction. Smith (2008) considers job satisfaction as a pleasant and 

positive emotional state resulting from the appraisal of career or 
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employee’s experience. Smith (2009) thinks job satisfaction is 

connected to how the working environment, meets the individual 

employee’s demands. Robbins (2007) says "job satisfaction" is the 

differences between the number of rewards that an individual will 

receive and a reward value that thinks he should get. From the above 

definitions, this research concludes that job satisfaction is the 

perception of an employee about his job. It is psychological 

phenomenon of an employee which describes the feeling and 

thought of an employee towards his job. Job satisfaction is actually 

the satisfaction of an employee from the characteristics of the job. 

Job Satisfaction Factors 

There should be obvious strategies and policies in the organization 

which make the clear point of view for employees understand their 

obligation and objectives and responsibilities; otherwise it may lead 

toward dissatisfaction (Locke, 1976). The manager must try to get the 

knowledge about needs of each worker to attain the high level of 

employees’ job satisfaction (Locke, 1976).Factors such as pay, the 

work itself, supervision, relationships with co-workers and 

opportunities for promotions have been found to contribute to job 

satisfaction. (Opkara, 2002). Job autonomy, leadership behavior, 

social relations and the job itself are also among the important factors 

of job satisfaction (Dawson, 1987). The factors to investigate the 

overall job satisfaction among employees are discussed below.  

Pay may impacts the attitudes and behavior of employee based on 

the satisfaction or dissatisfaction of employees with their pay. Pay is 

important reward from the organization for employees because it is 

a reward by which employees fulfill their economic needs (Lawler, 

1971). According to Lawler, employee perception of differences 

between what they receive for their pay and what they contribute to 

the organization influence the employee’s satisfaction or 

dissatisfaction. Employee pay influence in such a way that employee 

who feel under rewarded try to reduce inputs by their actions of 

coming late at work, taking longer breaks, increasing absenteeism, 

and declining productivity, or in other way by leaving the 

organization. Pay satisfaction involve a positive relationship 
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between job satisfaction and pay level, one of central factors of 

overall job satisfaction is pay satisfaction (Smith, et al., 1969).  

Promotion discusses the opportunities for growth in employee’s 

position within the organization. Promotion focused strategies help 

to get advancement, growth, development and accomplishments 

that help to increase safety, security and responsibility among the 

employees. Promotion assists to satisfy minimum level of 

requirements and maximum level of accomplishments (Higgins, 

1998).  

Supervisor as an upper hand is always helpful in getting effective 

results parallel to good relationship with subordinates. Relationship 

exists between supervisor’s characteristics and employee’s job 

satisfaction. Top managers may not be able to perform well in self-

development of their subordinates, if subordinates have low job 

satisfaction (Thorbjornsen & Supphellen, 2011).  

Fringe benefits term covers benefits from the organization to the 

employees, e.g. life insurance, health insurance, pension and etc. 

Impact of fringe benefits can influence job satisfaction in numerous 

ways. Fringe benefits view as an important factor of worker 

compensation and this factor can be regarded as alternates for wages 

(Artz, 2010). Woodbury (1983) describes that workers also view 

benefits and wages as alternates and willing to leave wages in 

interchange for more benefits. According to Olsen (2006) workers 

have strong preferences for fringe benefits so employers may choose 

to offer fringe benefits that decrease the rate of turnover as 

successfully as by increase in wages.  

Reward covers both monetary and non-monetary rewards. Those 

employees who perform well get reward and this reward should 

lead to job satisfaction. There is correlation between Job satisfaction 

and job performance and this correlation will be high if good 

performance supported by rewards (Spector, 1997).  

Working Conditions assess the effect of organization’s rules and 

regulation on employees’ satisfaction. Every organization has set 

rules and regulation for every undertaking. An employee has to 

follow the top management stated rules and regulation related to his 



 
Qualitative and Quantitative Research Review, Vol 1, Issue, 1, 2016.  

ISSN No: 2462-1978  

eISSN No: 2462-2117 

 

68 
 

job (Lambert et al., 2006). Taggart and Mays (1987) describe that 

action of organization are developed standardized when they use 

the well-defined rules and regulation to administer the behavior of 

the employees by formalization. Formalization is the written rules, 

regulations, standard of behavior, activities of the organization and 

also includes the handbooks of employee and manual of standard 

operating procedure. Formalization supports employee in the 

direction of efficiency that lead toward motivation and ultimately 

increases jobs satisfaction and organizational commitment (Lambert 

et al., 2006). 

Co-workers (colleagues) in surrounding have great influence on an 

employee’s working and satisfaction. In order to enhance work 

satisfaction manager should place employees in similar groups or 

teams according to their background, experience and needs, in 

addition it will create better coworker for employees (Chiun Lo & 

Ramayah, 2011). According to Locke, (1976) perfect matching of 

workers with the type of work can enhance job satisfaction level.  

Nature of work covers the concept of job responsibilities. According 

to Caldwell and O’Reilly (1990) the matching between employee 

ability and job requirement enhance the job performance and as well 

as job satisfaction. The employees who are better able to do their jobs 

tend to have higher job satisfaction (Spector, 1997).  

Interpersonal relationship is important in defining the tasks to 

employees and in making good relationships with employees. 

Individual ability of listening and negotiating is elaborated by the 

communicator competence (Cushman and Craig, 1976). Leaders 

need to communicate effectively by appealing to the interests of the 

followers. Supervisors supposed to be a competent communicator, 

must share and reply to information in a timely manner, actively 

listen to other, point of view, communicate clearly and briefly to all 

levels of the organization, and utilize differing communication 

channels (Shaw, 2005). Relationships in organizational settings 

caused because of reduction in interpersonal communication 

between workers and supervisors negatively influences job 

satisfaction and can lead to employees leaving their jobs (Madlock, 

2007).  
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Empowerment is a way by which organizations keep employee to 

make decisions without having formal authority (Hyman and 

Cunningham, 1998). By examining the nature of empowerment, it is 

observed that empowerment produces beneficial consequences. On 

the basis of employee empowerment elements investigation, it is 

stressed that the concept produces beneficial consequences for both 

employees and employers (Baruch, 1998). Pelit et al., (2011) explain 

that employee empowerment leads to job satisfaction that 

contributes in development for organizational commitment, 

motivation, performance and customer satisfaction. He et al., (2010) 

present that employee empowerment has positive effects on 

supposed service quality and job satisfaction. Employees feel more 

positively about their job, if managers value them by giving control 

and authority over their work (Pelit et al., 2011). 

Job security is critical fact that influence work related outcomes. Job 

security is an important factor of different consequences such as for 

employee health; for the physical and psychological wellbeing of 

employees; for employee turnover; for employee retention; for job 

satisfaction; and for organizational commitment. High level of job 

security leads toward higher level of organization commitment 

(Yousef, 1998). According to Noypayak and Speece (1998) 

nowadays, businesses are surviving in competitive environment 

where managers are facing a critical question; how can managers 

gain cooperation and compliance from their subordinates? The best 

way to improve productivity is bystriving for the shared goals of 

employees and managers. By allowing employee’s input into 

developing the mission statement, establishing policies and 

procedures and identifying perks of the organization, the 

organization can enhance communication and increase morale and 

satisfaction. For the success of banking, it is very important to 

manage human resource effectively and to find whether its 

employees are satisfied or not workforce of any bank is responsible 

to a large extent for its productivity and profitability. Efficient 

human resource management and maintaining higher job 

satisfaction level in banks determine not only the performance of the 



 
Qualitative and Quantitative Research Review, Vol 1, Issue, 1, 2016.  

ISSN No: 2462-1978  

eISSN No: 2462-2117 

 

70 
 

bank but also affect the growth and performance of the entire 

economy (Thakur, 2007). 

CONCEPTUAL FRAMEWORK 

The literature has highlighted some key factors of job satisfaction 

among employees. According Hertzberg (1966), when motivator 

needs are met, workers will be satisfied and when these needs are 

not met, workers will not be satisfied.  
 

When hygiene needs are met, workers will not be dissatisfied and 

when these needs are not met, workers will be dissatisfied. Based on 

the above statement, the key elements that influence job satisfaction 

of employees in the organization can be constructed to form a 

research framework for this study as shown in Figure 1: Eleven (11) 

key elements that influence job satisfaction of employees in the 

organization 

 

 

 

 

 

 

 

 

 

 

Figure 1. 

Key elements that influence job satisfaction of employees 

  

Pay 
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Working Conditions 
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Nature of Work 

Interpersonal Relations  
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Job Security 
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METHODOLOGY 

The strength of qualitative research is its ability to provide complex 

textual descriptions of how people experience a given research issue. 

As a qualitative approach gives detailed descriptions of the case 

being studied and provides analysis of the themes or issues (Stake, 

1995), it is effective in obtaining culturally specific information about 

the values, opinions, behaviors, and social contexts of particular 

population. In this research, in-depth interviews were adopted as 

one of qualitative research method. An in-depth interview is an 

open-ended, discovery-oriented method that is well suited for 

describing both program and outcomes from the perspectives of the 

target audience or key stakeholder. The objective of the interview is 

to deeply explore the respondent’s point of view, feelings and 

perspectives. In this research, the resource of data was acquired thru 

an in-depth interview with managerial and non-managerial staffs of 

Industrial Bank Berhad (IBB). The main focus is to find out and 

explore the level of their job satisfaction. This interview has two 

sections. Section A comprises of demographic and socio-economic 

items and Section B consist of 9 themes which consist of 35 open-

ended questions (in addition to the general information of the 

respondents). The self-administered questions were developed by 

using Herzberg Two-Factors Theory. Nine (9) themes are listed as 

follows: 

1. Satisfaction with promotion,  

2. Satisfaction with co-worker,  

3. Satisfaction with work,  

4. Satisfaction with superior,  

5. Supportive management,  

6. Role clarity,  

7. Contribution,  

8. Recognition,  

9. Self-expression and challenge. 

Each statement had 5-point responses i.e. Highly Satisfied (HS), 

Satisfied (S), Indifferent (I), Dissatisfied (D) and Highly Dissatisfied 
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(HD). The respondents were asked to mark the response in 

accordance to their levels of satisfaction. They also were allowed to 

express their feelings, comments and critics during the interview 

session. 

Research Participants 

Before the interview was conducted, a structured guideline was 

explained to the potential participants to reflect the researcher’s 

awareness that willingness to participate in the interview will 

depend on how well the participants understand what the study is 

about, what will be expected of them if they participate and how 

their privacy will be respected and the voluntary nature of 

participation in this research was also emphasized. An employee 

was treated as the sample unit for the study and the sample was 

divided into categories according to status of employees because of 

the large number of employees (4,235 staffs) in (IBB)and it was also 

necessary to have sufficient sample for greater degree of accuracy.  

These categories (groups) are:  

1. Managerial staffs (Senior Managers and Managers) 

2. Middle managerial staffs (Deputy Managers & 

Assistant Managers) 

3. Non managerial staffs (Clerical staffs) 

The number of employees was divided into 3 strata and from each 

stratum 10 respondents were selected randomly. Hence a total of 30 

respondents out of 4,235 employees were randomly selected from 3 

groups and 10 respondents were selected from each category 

(group). All of them were interviewed at IBB Headquarters in Kuala 

Lumpur, which creates a better understanding of questions for them 

and a more relaxed atmosphere for them to express their opinions. 

The profile of research participants are presented as per below: 
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Table 1. Managerial groups  

Group 1: Managerial Staffs 
 

 

NO 
BRANCH/ 

DEPT 

CORPORATE 

TITLE 

GENDE

R 

MARITA

L  

STATUS 

YEAR 

OF 

SERVICE 

AGE 

OF 

EMPL

OYEE 

A1 Br Jln T/Razak Manager Male Married 31 54 

A2 Commercial Bkg Senior Manager Male Married 31 51 

A3 Treasury Senior Manager Male Married 23 48 

A4 Operations Senior Manager Male Married 21 47 

A5 Cons Banking Senior Manager Male Married 19 53 

A6 Finance Senior Manager Male Married 14 41 

A7 Cons Banking Manager Male Married 12 38 

A8 Buss Support Senior Manager Female Married 07 47 

A9 Cons Banking Manager Male Married 05 43 

A10 MD's Office Senior Manager Male Married 00 50 
 

 

Group 2: Middle Managerial Staffs 
 

 

NO. BRANCH/DEPT 
CORPORATE 

TITLE 
GENDER 

MARITAL 

STATUS 

YEAR 

OF 

SERVICE 

AGE OF 

EMPLOYEE 

B1 Human Resources Assistant Manager Female Married 31 52 

B2 Cons Banking Assistant Manager Female Married 31 53 

B3 Recovery Executive Officer Male Married 11 33 

B4 Br Port Dickson Assistant Manager Female Married 10 34 

B5 Br Medan MARA Executive Officer Male Married 10 39 

B6 Br Johor Bahru Executive Officer Male Married 10 32 

B7 Commercial Bkg Assistant Manager Female Single 05 29 

B8 Operations Deputy Manager Male Married 04 42 

B9 Br UiTMS.Alam Assistant Manager Female Single 00 27 

B10 Br Tampoi Assistant Manager Female Married 00 24 
 

Group 3: Non-Managerial Staffs 
 

NO. BRANCH/DEPT CORPORATE TITLE GENDER 
MARITAL 
STATUS 

YEAR OF 
SERVICE 

AGE OF 
EMPLOYEE 

C1 Buss Support Special Grade Clerk Male Married 31 48 
C2 PPA Kelantan Stenographer Female Married 31 53 

C3 Br KbgKerian Clerk Male Married 31 52 

C4 Br Raub Clerk Female Married 13 31 
C5 Buss Support Clerk Female Married 10 32 

C6 Br Sri Gombak Office Assistant Male Married 10 33 
C7 Buss Support Special Grade Clerk Female Married 10 32 

C8 Br Labuan Clerk Female Single 00 23 
C9 Br Jln T/Razak Clerk Male Single 00 21 

C10 Br Ampang Clerk Male Single 00 22 
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Procedures and Treatment of Data. As mentioned earlier, the 

guideline was explained to all 30 participants and related procedures 

were also reported to the management of BIMB. The researcher 

arranged the interview schedule and the management of BIMB 

agreed to facilitate the interview location in order to ensure and 

enhance of confidentiality and convenience. The interviews were 

composed of a series of questions and each interview session took 

about 45 to 50 minutes per participant.  During the interviews with 

participants, notes were taken and the conversations were digitally 

recorded. After each interview, the resulting recorder was 

transcribed and translated, the transcript of each subject as well as 

notes taken from the interviews were reviewed. During this process, 

the questionnaire has been slightly modified. New questions were 

sent by emails to all participants and all feedback has been received 

within two weeks. Subsequently, the review was continued and the 

transcripts consisted of identifying all references and content that 

related to job satisfaction.  

SURVEY OBSERVATIONS 

Overview 

Job satisfaction is the result of effect of many factors. The analysis of 

both in-depth interviews and answering questionnaires provided a 

deep and enriched insight into job satisfaction factors of employees 

in Bank Islam. 

Table No 2.  Respondents’ Profile 

 
DEMOGRAPHIC 

CHARACTERISTICS 
TOTAL % 

Number of participants 30 100 

Gender:   

Male 18 60 

Female 12 40 

Total 30 100 
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Age:   

21-30 years old 6 20 

31-40 years old 9 30 

41-50 years old 7 23 

>50 years old 8 27 

Total  30 100 

   

Years of service:   

< than a year 6 20 

01-10 years 10 33 

11-20 years 5 17 

21-30 years 2 7 

>30 years 7 23 

Total 30 100 

Marital Status:   

Married 25 83 

Single 5 17 

Total 30 100 

Yearly Salary Range:   

Below RM24k 5 17 

RM24k-RM60k 2 7 

RM61k-RM120k 13 43 

Above RM120k 10 33 

Total 30 100 

 

The response rate was 100%, with all 30 respondents participating in 

the study. Most of participants were male (60%) and women (40%). 

Most of male participants were working more than 11 years while 

most of female participants were working less than 10 years. Most of 

participants (43%) received income around RM 61,000 to RM 120,000 

per annum. 

Theme by Theme Analysis  

Nine themes emerged from the job satisfaction questions are 

satisfaction with promotion, satisfaction with co-worker, satisfaction 

with work, satisfaction with superior, supportive management, role 

clarity, contribution, recognition and self-expression & challenge. 
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Here are the findings of all themes after interview session and 

answering questionnaires. 

Table No 3.  Satisfaction with Promotion 

 

Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 15 50 

Indifferent 8 27 

Dissatisfied 7 23 

Highly Dissatisfied 0 0 

Total 30 100 

In today’s time this factor is of greater importance. Young ones are 

more interested in advancing because it is possible only in his earlier 

years. Belief that individual merit is rewarded would appear to be 

closely related to belief that there is chance to advance even where a 

person does not believe that he deserves a promotion it is still highly 

important to him that the best man be prompted. Research finds out 

that employees are satisfied with their promotional opportunity and 

most of them believe that the promotional policy handled fairly, 

though it is observed that few young employees were dissatisfied 

with promotional policy because they think seniority is given more 

preference over performance. 

Table No 4.  Satisfaction with Co-workers 

 
Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 17 57 

Indifferent 10 33 

Dissatisfied 3 10 

Highly Dissatisfied 0 0 

Total 30 100 

One’s associations have frequently been mentioned as a factor in job 

satisfaction. Certainly, this seems reasonable as people want to be 

near their friends. Survey finds that co-workers seem to be co-

operative one. After working for many years together brings a sense 

of mutual co-operations, which is there with the bank. But nature of 
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man is such that anything is offered with the expectation of return. 

Above all, employees are satisfied with their support from 

colleagues. 

Table No 5.  Satisfaction with Work 

 
Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 10 33 

Indifferent 18 60 

Dissatisfied 2 7 

Highly Dissatisfied 0 0 

Total 30 100 

The most important factors inherent in the job are type of work. In 

the research, it is clear that employees working in the banks felt 

indifferent with their work. There are mainly two departments in a 

bank and study reveal that employees working in branches suffer 

stress and their satisfaction level is reduced substantially. Most 

satisfied employees found in the headquarters. Banking sector has a 

tradition of rotational services especially for entry-level officers. It 

means changing of counter, brings some level of dynamism. While 

for the rest of the employees, repetitive and monotonous task looks 

boring. 

Table No 6.  Satisfaction with Superior 

 
Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 3 10 

Indifferent 2 7 

Dissatisfied 5 17 

Highly Dissatisfied 20 66 

Total 30 100 

Good supervision ranks about average in importance of the first ten 

things people want in a job. To the subordinate his supervisor is the 

company; therefore, worker’s feelings towards his supervisor are 

usually similar to his feelings towards the company. Supervision is 

without question, one of the most important factors related to job 
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satisfaction, which is correlated with factors that also are important 

in assessing job satisfaction level of bank. Research indicates that 

employees are highly dissatisfied with supervision they get from 

their superior. Some of them said “I hate my boss so much as he does not 

have the consistency and fairly method for evaluating my performance”. It 

is necessary to mention that the respondents express their 

dissatisfaction with superior support, and they blame that they are 

not getting enough support from superior to perform the task 

effectively and efficiently. 

Table No 7.  Supportive Management 

 
Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 10 33 

Indifferent 17 57 

Dissatisfied 2 7 

Highly Dissatisfied 1 3 

Total 30 100 

Supportive management is one of the leadership styles found 

in path-goal theory. A supportive management attempts to reduce 

employee stress and frustration in the workplace. Research indicates 

that most employees felt indifferent with the supportive 

management that they received from their organization. This 

method is effective when the employees’ work tasks are dangerous, 

tedious and stressful, but is not effective if their work tasks are 

intrinsically motivating because they don't need to be motivated to 

do the work. 

Table No 8.  Role Clarity 

 
Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 10 33 

Indifferent 17 57 

Dissatisfied 2 7 

Highly Dissatisfied 1 3 

Total 30 100 
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A wide range of work situations can create role confusion, such as 

beginning a new job, starting in a new organization, a transfer, a new 

supervisor or manager or following a change in the structure of a 

work unit. Research indicates that most employees felt indifferent 

with the role clarity that they get from their organization. Lack of 

role clarity can lead to tension and conflict between workers.   

Table No 9.  Contribution / Work Itself 

 
Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 5 17 

Indifferent 14 47 

Dissatisfied 10 33 

Highly Dissatisfied 1 3 

Total 30 100 

The work itself refers to the working environment of the employees 

and their perceptions about the job that they are responsible for. 

Research indicates that most employees felt indifferent with the 

contribution that they do to their organization.  

Table No 10.  Recognition 

 
Satisfaction Level No of employees % 

Highly Satisfied 0 0 

Satisfied 12 40 

Indifferent 13 43 

Dissatisfied 5 17 

Highly Dissatisfied 0 0 

Total 30 100 

A good company will take the time to acknowledge and appreciate 

employee efforts, especially when an employee goes beyond the job 

description. Research indicates that most employees felt indifferent 

with the recognition that they get from their organization. Maybe 

this means suggesting saves the company money, streamlining a 

procedure or helping the company exceed production or. It can also 

mean employees need to do what they were hired to do, taking pride 

in their work, being friendly and doing their job consistently well. 
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Table No 11.  Self-Expression & Challenge 

 

Satisfaction Level No of employees % 

Highly Satisfied 1 3 

Satisfied 9 30 

Indifferent 15 50 

Dissatisfied 3 10 

Highly Dissatisfied 2 7 

Total 30 100 

When an employee has a real say in the decision-making process, he 

can be personally satisfying, and it can contribute to the employee’s 

sense of involvement and identification with the organization. 

Research indicates that most employees felt indifferent with the self-

expression and challenge that they get from their organization. 

When employees contribute, management and colleagues will notice 

and the opportunities to grow will be higher. 

DISCUSSION AND RECOMMENDATION 

The quality of supervision has critical influence on the job 

satisfaction level in BIMB. Our finding revealed its contribution. Due 

to that reason, BIMB management needs to pay attention on 

characteristic of a good leader, relationship between the group 

leader and his or her subordinates, the fair distribution of workloads 

by the supervisors or head of department, etc. The two -way 

communications between a leader and the staff can solve many 

internal problems and bottleneck in the organization. In addition, 

the concept of employee empowerment through the practice of 

enriching job which employees need to plan and control their work, 

giving responsibility and authorities to make decision regarding 

their task helps them take ownership of their job, provide avenue for 

increasing job satisfaction. IBB is recommended to use succession 

planning as a means to develop and promote employees from within 

and should be included in business objectives to enhance job 

satisfaction level of its employees and sustain its profitability in the 

market. These benefits will impact on both sides; BIMB and its 
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employees. There will be a reduction of recruitment costs and the 

time associated with developing a new employee, and the employee 

is given the opportunity for advancement and professional growth. 

Succession planning and management is the processes related to 

ensuring that organizations have the human capital capacity 

necessary to achieve their goals and effectively deliver results now 

and in the future. Planning for future human capital needs through 

succession planning is often linked to strategic planning and staff 

planning. Succession planning is more important than ever. With an 

aging workforce and the approaching mass retirement of the “baby 

boomers,” one part of succession planning includes the need to 

capture and pass on the expertise, judgment, and insight of senior 

leaders before they retire. The second aspect of succession planning 

relates to the identification of employees within the organization 

who have the potential to move into leadership positions.  

According to the International Public Management Association for 

Human Resources (IPMA-HR), some of the positive results that stem 

from succession planning include the ability to develop a strong pool 

of internal candidates, knowledge transfer, higher retention, and the 

ability to fill management positions without a significant gap. 

According to Succession Planning: Career Development (American 

Society for Training & Development, 2000), succession planning 

entails identification of employees who possess the skills to meet 

future organizational challenges.  

Some components of planning include: 

Replacement Planning 

This is the primary component of succession planning and, at its 

simplest, is an identification of employees who may potentially be 

able to fill positions as they become vacant. 

Identifying High-Potential Employee 

The management should focus on identification of employees who 

have the ability to move into key positions within the organization. 



 
Qualitative and Quantitative Research Review, Vol 1, Issue, 1, 2016.  

ISSN No: 2462-1978  

eISSN No: 2462-2117 

 

82 
 

In identifying these employees, management must look at critical 

competencies and characteristics of potential candidates.  

Employee Input  

Focuses on linking employee career development goals and desires 

with organizational succession planning needs. 

Development Programs 

It includes providing a means for employee development and 

training. An effective employee development program would 

involve assessing the skills and development needs of high potential 

employees and making provisions for training and development to 

build specific competency requirements. 

FUTURE DIRECTION AND CONCLUSION 

The result of the current research supports the concept that job 

satisfaction is the major factor in improving the performance of the 

employees. It is recommended that these results be kept in mind 

when structuring all aspects of employee positions in the bank and 

further change. While not all suggestions are feasible due to budget 

constraints it is recommended to be aware of current satisfaction 

levels of employees in order to address problems efficiently. This 

will result in a smoother operating of the banking system that is 

more suitable to successfully serve its purpose as an organization. 

Limitation of Study 

To measure the actual level job satisfaction and morale of employees 

is a daunting task. Instead of the best effort it would not be possible 

to collect the actual information from the respondents. While 

conducting this study following limitations are encountered:  

Occurrence of biasness: The biasness might occur when the 

participants answering questions as researcher may influence 

participants during the interview sessions. The researcher might 
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need to contact selected participants and perhaps re interview them 

thru meeting face to face or phone interview. The researcher may use 

the written note and recorded conversations to determine validity 

and reliability of data given by participants. 

Fear of information leakage: It is the main obstacle of getting 

accurate response from the respondents as most of the employees 

did not provide appropriate answer to the questions because they 

think it will be disclosed to others.  

Poor knowledge of the respondents: In many cases respondents did 

not have any knowledge about subject matter of the study.  

Perception of respondents: Many respondents think that it is 

worthless to give time to answer such questions which ultimately 

gives nothing as result they are very non-cooperative.  

The data obtained from this research is only applicable for IBB and 

did not applicable to other banks in Malaysia. Thus the 

recommendations and suggestions may not be applicable to other 

banks as well as other sectors. 
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