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Dimensions of organisational silence and intention to leave. A quantitative 

study amongst generation Y employees in the private sector in Jakarta, 

Indonesia 
Lourencia 

Supervisor: Jugindar Singh 

Background  

Employee turnover can result in negative consequences for business organizations (Ghosh, 

Satyawadi, and Shadman, 2013). The cost of employee turnover can be substantial. 

Researchers have classified the factors that influence intention to leave or turnover into 

personal, job related, organization‐wide and immediate work environment‐related factors 

(Heather, 2003). Organizational silence has been identified by researchers as one of the causes 

of intention to leave (Kumar, Alagappar, and Govindarajo, 2015). Organisational silence is 

regarded as a negative behaviour because employees consciously conceal knowledge on 

organisational issues (Çakıcı, 2010). According to Van Dyne, Ang and Botero (2003), 

organisational silence is classified into three groups: acquiescent silence, defensive silence and 

pro-social silence. However, past research have not empirically examined the influence of the 

dimensions of organisational silence towards intention to leave organisations by generation Y 

employees. In addition, there is a paucity in research on the relationship between organizational 

silence and intention to leave among generation Y employees in Jakarta, Indonesia. The aim of 

this study was to examine the influence of the dimensions of organisational silence towards 

intention to leave by generation Y employees in the private sector in Jakarta. 

Methodology 

This was a quantitative study that used a survey method to collect primary data from 151 

participants. The target population was generation Y employees engaged in the private sector 

in Jakarta Indonesia. A deductive approach and a survey strategy allowed the researcher to 

collect quantitative data on the research questions of this study (Sekaran and Bougie, 2016). 

Self-administered questionnaires were used to collect numerical data from generation Y 

employees in Jakarta. This was a cross-sectional study where data was collected only once 

representing a snapshot of one point in time (Sekaran and Bougie, 2016). The researcher used 

SPSS to analyse the data.  

Results 

In this study, there were 158 participants.  There are 62 male respondents (39.2%) and 96 

female respondents (60.8%). Out of the 158 respondents, 89 were single (56.3%) and 69 were 

married (43.7%). The findings revealed that acquiescence and organisational regulation had a 

positive and significant impact on intention to leave organisations by generation Y employees. 

Acquiescence silence had the highest impact on the intention to leave by generation Y 

employees in Jakarta. However, the findings revealed that protecting relationship with co-

workers and self-confidence were not significant predictors of intention to leave. 

Conclusion 

Acquiescence silence was the strongest predictor of intention to leave current organizations.   

Therefore, based on the findings, human resource managers should examine further the 

consequences of organisational silence and develop policies and procedures to improve the 

retention of generation Y employees in the private sector in Jakarta. Leaders in organisations 

and human resource managers should implement policies to create a workplace where 

employees will offer ideas, suggestions and views openly and safely. This study provided 

additional knowledge of the effects of organisational silence towards intention to leave. This 

study is one of the first to examine the relationship between the dimensions of organisational 

silence and intention to leave by generation Y employees in Jakarta, Indonesia.  

 

 

 

 



   

2 
 

School of Management 
August 2019 

The impact of contextual work factors on job burnout among teachers in Brunei 

Darussalam 
Ain’nul Qamarina binti Ibrahim 

Supervisor: Ibiwani Alisa binti Hussain 

Background 

Burnout is a psychological concept, often used in a work context as a response to long-term 

emotional and interpersonal stressors (Maslach, Schaufeli, 2001). Schaufeli and Greenglass 

(2001) defined burnout as “a state of physical, emotional and mental exhaustion that results 

from a long-term involvement in work situations that are emotionally demanding”. Studies 

show that burnout is related to factors like workload, working long hours, shift work, lack of 

occupational autonomy and work environment (Yoshida and Sandall, 2013; Mollart et al., 

2013). Numerous other work-related factors have been found to be associated with burnout 

among teachers including excessive time pressure, poor relationships with colleagues, large 

classes, lack of resources, fear of violence, and lack of support (e.g.: Abel and Sewell, 1999; 

Lee and Ashforth, 1996). Lee and Ashforth, (1996) identified workload and time pressure as 

antecedents of burnout. Burnout diminishes the desire to participate in work activities, meet 

goals, support co-workers and is negatively associated with job performance (Shirom, 2011). 

Burnout can lead to sick leave and increasing turnover (Yoshida and Sandall, 2013). An 

increase in psychological burnout influences a decrease in job satisfaction and this will 

eventually lead to employee turnover. The purpose of this study was to examine the impact of 

contextual work factors namely workload, community and reward towards job burnout among 

teachers in Brunei Darussalam.   

Methodology 

This was a quantitative study and primary data was collected. This research intends to discover 

new findings and extend current knowledge (Burns and Grove, 2003). This study adopted a 

deductive approach, and verified the hypotheses and theories from the data collected. The time 

horizon was cross-sectional and primary data was collected through self-administered 

questionnaires using Google Forms, in which the link was distributed exclusively to teachers 

in Brunei Darussalam. The target population were school teachers in Brunei and primary data 

was collected from 243 participants. The study also adopted Hair et al. (2006) general rule to 

identify the sample size (243 respondents). SPSS was used to conduct data analysis. 

Results 

Findings revealed that only two predictors; workload and community have significant 

relationships with the dependent variable, job burnout. Based on the correlation analysis, the 

main construct that influenced job burnout among teachers in Brunei Darussalam was workload 

(r = 0.193; p<0.05). Community however showed an inverse and significant relationship 

towards job burnout among teachers in Brunei Darussalam (r = -0.172). The variable namely 

reward, however, had insignificant relationship towards job burnout among teachers in Brunei 

Darussalam, indicated with (r = -0.009). 

Conclusion 

The study found that workload and community had significant relationships with job burnout. 

This finding is consistent with the results from previous studies (Mon and Weinstein, 2018; 

Marzano et al, 2011; Alyy and Robbins, 2010). Overall in this study, the three predictors were 

able to describe 36.6 % of job burnout. Therefore, there are other predictors job burnout which 

were not tested in this study. The results of this study have implications on improvement of 

employee performance by offering better understanding of the factors that influence job 

burnout among employees.  Thus further improvement can be implemented by organisations. 

This is important because it can, in general, have implication on the overall productivity among 

workforce in organisations.  
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Key drivers of family-owned small medium enterprises in Bali, Indonesia 
Nur Salsabil Munawan  

Supervisor: Nadiah Suki  

Background  

Small and medium enterprises (SMEs) are key players in the economy and the wider eco-

system of firms. In the OECD area, SMEs are the predominant form of enterprise, accounting 

for approximately 99% of all firms. In emerging economies, SMEs contribute up to 45% of 

total employment and 33% of GDP (OECD, 2016).  Amongst small businesses, family‐owned 

small businesses constitute a large proportion of the population within industrially developed 

and developing countries. Family firms are those with at least two active family members in 

the firm and the family holds majority ownership (Naldi et al., 2013). The family business 

sector is often regarded as the backbone of a free‐enterprise system and vehicle for market 

development (Poutziouris et al., 1997). Family firm research has been growing over the last 

decade but is still an emerging field of study (Chrisman et al. 2008). A number of studies have 

been carried out on family firms (e.g., Casillas and Acedo 2007; Zahra and Sharma 2004). 

Long-term survival requires family owned SMEs to engage in entrepreneurial activities in 

order to improve performance and stay competitive (Cruz and Nordqvist, 2013).  However, 

there is a dearth of studies on the key drivers of family owned SMEs in Bali, Indonesia. The 

aim of this study was to examine the influence of entrepreneurial orientation (EO), trust, and 

managerial style towards the performance of family-owned SMEs in Bali Indonesia.  

Methodology  

This research was a quantitative study and a deductive approach was used. The philosophy of 

this study was positivism. Positivism depends on quantifiable observations and factual 

knowledge that lead to statistical analyses (Saunders, et al., 2009). The target population of this 

study were mangers of family owned SMEs in Bali, Indonesia. Data was gathered from 70 

managers engaged in family owned SMEs. A survey strategy was used to collect the primary 

data, test the hypothesis, and prove the final result. Based on convenience sampling technique, 

questionnaires were online-administered.  Descriptive and inferential statistics were generated 

by using the SPSS version 19 statistical tool.  

Result  

The result of Pearson Product-Moment Correlation (r) showed that there was positive 

relationship between EO, trust, and managerial style towards the performance of family-owned 

SMEs. In addition, EO had the strongest correlation with the family-owned SMEs performance 

with the significance level of 0.000 (p <0.050). The Coefficient determinant (R2) value of 

0.208, which was considered low, indicated that a high involvement of other factors that affect 

the performance of family-owned SMEs.  In this study, the R square (R2) value of 0.208 means 

that the predictors accounted for 20% of the variation in the performance of SMEs (Field, 

2009). The regression analysis showed that only EO had a significant influence towards the 

performance of family-owned SMEs in Bali, Indonesia. In addition, trust and managerial style 

were not found to have a significant influence towards the performance of family-owned SMEs 

in Bali, Indonesia,  

Conclusion  

The research finding indicated a positive and significant relationship between EO and the 

performance of family-owned SMEs in Bali, Indonesia. The study has important implications 

on managerial practice in family firms specifically, and on policies that improve growth and 

performance of SMEs in Bali, Indonesia generally. Specifically, the entrepreneurial orientation 

of managers and decision makers of family owned SMEs matters considerably in evaluating 

the efficient operation and longer term survival of family owned SMEs in Bali. This was one 

of the first study on the drivers of performance of SMEs in Bali and the findings will add to 

the current body of knowledge.  
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Factors influencing impulse buying behaviour: A quantitative study amongst 

generation Y in Brunei Darussalam 

Syaza Aina Syauqina Mohammad Julaihi 

Supervisor: Nadiah Suki 

Background 

Impulse purchases are unplanned, “on the spot” purchases that stem from reaction to a stimulus 

and involve a cognitive reaction, an emotional reaction, or both (Hodge, 2004).  There is an 

increase in the number of impulse purchases as it is a common consumer behaviour today. 

There are many factors that can influence a consumer’s impulse buying behaviour, whether it 

is internal, external, or situational factors. Marketers and retailers have to understand the factors 

well in order to sustain their business. Dholakia (2000) highlighted that impulse buying has 

attracted retailers and their strategies have changed: giving importance to store layouts, 

differentiating product packaging and increasing in store promotions in order to trigger the 

impulse purchases. This research examines the factors that may influence impulse buying 

behaviour amongst generation Y in Brunei Darussalam. In Brunei, generation Y amounts to 

over half of the total population, numbering approximately 271,300 individuals. Generation Y 

may be an influential group, due to their purchasing power in many consumer industries. 

Methodology 

This is an exploratory study which aims to study the impulse buying behaviour of Bruneian 

Gen Y consumers. This research was based on positivism philosophy because the knowledge 

is ‘factual’, objective and quantifiable that can lead to statistical analyses (Saunders, Lewis and 

Thornhill, 2012). A deductive approach is used where the observations are quantifiable 

compared to qualitative research and the finding is applicable to the whole population (Wilson, 

2014). This research adopted the survey method in which questionnaires are distributed to 

respondents electronically. The time horizon was a cross sectional survey. This research 

applied convenience sampling and the sample size was 164 respondents. The collected data 

was keyed into SPSS to generate descriptive and inferential statistics.  

Results 

The findings showed that situational factors, store environment, product characteristics and 

brand strategy had a positive correlation with the dependent variable namely impulse buying. 

Situational factors had the strongest positive and significant correlation with impulse buying (r 

= 0.497, p<0.05). Product characteristics and brand strategy also had positive and significant 

correlation with impulse buying (r = 0.428 and r = 0.384, respectively). However, store 

environment had a positive but insignificant correlation with impulse buying (r=0.359, 

p>0.05).    

Conclusion 

In this research, situational factors were the strongest driver of impulse buying intentions and 

behaviour. Product characteristics and brand strategy had a positive correlation with impulse 

buying. Therefore, to promote the impulse buying urge of new products, marketing managers 

should emphasize on situation factors followed by product characteristics and brand strategy. 

The paper was among the first to examine the determinants of impulse purchasing by 

generation Y consumers in Brunei. In doing so, this research builds on the substantial body of 

work surrounding impulse purchases. Furthermore, scholars may wish to investigate the non‐

significant relationship between store environment and impulse buying intentions.  
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Factors influencing purchase intention towards dietary supplement products. A 

quantitative study among generation Y in Kuala Lumpur, Malaysia 
Dinna Natasya Binti Azlan Raofuddin 

Supervisor: Jugindar Singh 

Background 

According to the U.S. Dietary Supplement Health and Education Act (1994), dietary 

supplement is defined as a product (other than tobacco) that is ingested and contains a dietary 

ingredient to supplement the diet. Health professionals are recognising the role of dietary 

supplements in preventing diseases and health promotion activities (McGinnis and Ernst, 

2001). Surging numbers of health-conscious Malaysians became a major factor driving them 

to seek preventive measures to various non-communicable diseases (Euromonitor, 2019). 

Increasingly active lifestyles pursued by Malaysians have subsequently led to rising demand 

for dietary supplements such as glucosamine which promotes joint health (Euromonitor, 2019). 

Despite the great impact on health-conscious consumers, there is a dearth of research on this 

subject matter. Therefore, understanding the intention of purchasing dietary supplement 

products can assist healthcare professionals to provide accurate dietary supplement information 

to consumers. The aim of this study was to explore the factors affecting generation Y’s 

purchase intention towards dietary supplement products. The theory of planned behavior (TPB) 

by Ajzen (1991) was used to frame this study The factors include attitude towards consuming 

dietary supplements, subjective norms and perceived behavioral control.  

Methodology 

This was a quantitative study. As stated by Creswell (2013), the aim of this quantitative 

research was to collect, analyse, interpret, and structure a detailed report regarding the data and 

information collected from the study population.  The target population were Generation Y 

consumers of dietary supplements in Kuala Lumpur. Using a survey method, self-administered 

questionnaires were distributed using a convenience sampling method to collect primary data 

from 98 generation Y respondents.  This study used a cross-sectional approach and data was 

collected on a number of demographic factors, including gender, age and marital status. The 

data analysis was done using SPSS statistical tool.  

Results 

Based on gender, there were 48 males (49.0%) and 50 females (51.0%). Based on ethnicity, 

61.2% were Malays, 15.3% were Chinese, 11.2% were Indians and 12.2% were from other 

races. The TPB model was effective in predicting generation Y consumers' intention to 

purchase dietary supplements. This study revealed that attitudes toward consuming dietary 

products, subjective norms, and perceived behavioral control have significant influence on 

purchase intention. Among these variables, perceived behavioral control was the strongest 

predictor of the intention to purchase dietary supplements.  

Conclusion 

The findings strengthened the TPB in predicting purchase intention of dietary supplement 

products among young adults. Perceived behavioral control, being the most significant 

predictor of purchase intention could also be constructive for marketers to effectively publicize 

dietary supplement use. This research further provides information to stakeholders in the 

healthcare and pharmaceutical sectors to improve their understanding of what drives dietary 

supplements consumption by generation Y employees. With this knowledge, marketers and 

health professionals could execute their marketing strategies and health interventions more 

effectively. Considering the growing popularity of dietary supplements, this study is the first 

academic attempt to identify factors that affect purchase intention of dietary products by 

generation Y consumers in Kuala Lumpur.  
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The influence of the task, interpersonal, and process conflicts towards employee 

performance: a quantitative study among generation Y employees in public 

sector in Klang Valley. 
Nurul Syarafana Binti Mohamad Basri 

Supervisor: Jugindar Singh 

Background 

Workplace conflict is defined as incompatible activities or actions of one person that interfere, 

obstruct, or in some way get in the way of the actions of another person (Tjosvold et al., 2014). 

Workplace conflict can have positive and negative outcomes. If conflicts are controlled well 

with the aid of applying the fine path of action, the business enterprise can achieve growth in 

terms of performance and reaching the organisational goals. (Awan and Anjum 2015). 

Conversely, unmanaged conflict negatively impacts each employee pride and performance. 

Due to frequent organisational conflict, performance in most organisations has been affected 

(Babin and Boles, 2000). In this study, the various types of workplace conflicts encompass task 

conflict, process conflict, and intergroup conflict. The present study examined the influence of 

task conflict, intergroup conflict, and process conflict towards job performance of generation 

Y employees in the public sector in Klang Valley, Malaysia. Several studies have been carried 

out on the antecedents and consequences of workplace conflict. However, there is a dearth of 

studies that examined the influence of task, intergroup and process conflict on the job 

performance of generation Y employees in the public sector in Klang Valley, Malaysia. 

Methodology 

This was a quantitative research using a survey method. Cross sectional data was collected. 

The target population were generation Y employees in the public sector in Klang Valley. Data 

was collected from a sample of 109 participants. Self-administered questionnaires were 

distributed to gather primary research data. Convenience sampling was used as directory of 

respondents was not readily available. The hypothesis was tested to determine the correlation 

between the independent variables (IV) and the dependent variables (DV). Correlation analysis 

was adopted to confirm or reject the hypothesis in this study. Analysis was done using the SPSS 

statistical tool.  

Results 

There were 58 females (53.2%) and 51 males (46.8%) in this sample. Based on age, there were 

63.3% participants between the age of 20-30 years and 36.7% were between 31-40 years old. 

Based on ethnicity, 52.9% were Malays, 25.7% were Chinese, 19.3% were Indians and only 

2.8% were from other ethnic backgrounds. The findings of this study revealed that process 

conflict had a significant impact on employee performance. However, the results revealed that 

task conflict and relationship conflict had an insignificant relationship towards employee 

performance.  

Conclusion 

The findings revealed the importance of process conflict which further supported the results 

from some earlier studies. The findings have significantly contributed to the advancement of 

knowledge on managing employee conflict and its impact on job performance of public sector 

employees in Klang Valley, Malaysia. The study sheds light on the impact of process conflict 

on performance of employees. More specifically, organizations should manage process conflict 

to increase their performance. Organizations should provide skills to managers for effective 

conflict management through training. Understanding the types of conflict can help people 

involved in workplace conflict understand what they are experiencing. It can also help 

managers intervene effectively to resolve conflicts. The results of this study will add to the 

current body of knowledge and assist in creating foundational solutions.  
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Factors influencing generation Y consumers’ online purchasing intention of 

fashion apparel in Klang Valley, Malaysia 
Lau Hoe Yinn 

Supervisor: Patrick Han Kok Siew 

Background 

The growth of social media and internet technology has significantly contributed to the 

popularity of online shopping. Generation Y has been identified as the age cohort that makes 

up the majority of online shoppers in many developed countries. Generation Y refers to 

individuals born between 1981 and 1999 (Bolton, et al., 2013). Social media is the main 

interaction medium in Malaysia, with 96.5% of individuals using the Internet to access their 

social media websites in year 2018 (The StarOnline, 2018). The internet penetration in 

Malaysia is at 80%, with users spending an average of eight hours and five minutes online each 

day (MSN News, 2019). The SunDaily (2017) reported that the Malaysian consumer is a 

shopaholic, with 7% of online shoppers making a purchase almost daily, 26% once a week, 

54% once a month and the remaining 13% make a purchase once a year. Online shopping in 

Malaysia is poised for significant growth, given its rising popularity and relatively new 

adoption rate among local customers.  Generation Y accounts for 40% of the Malaysia's 

population but according to an AC Nielsen report in 2011, only 21.2% of online shoppers are 

from generation Y. This number is relatively low compared to generation Y shoppers in 

developed countries such as the United Kingdom (Lim, Omar and Thurasamy, 2015). The aim 

of this study was to understand the online purchase behavior of generation Y customers in 

Malaysia. In this study, the four independent variables were convenience, price, brand and 

electronic word of mouth.  

Methodology 

This was a quantitative study and the target population were generation Y consumers in Klang 

Valley. Convenience sampling technique was used to collect data by distributing self-

administered questionnaires.  The target sample size was 100. This study used the survey 

method to collect cross sectional data. The questionnaire contained two parts. Part A was 

designed to collect the respondents' demographic information and Part B was intended to 

measure the respondents' attitude to online shopping. This was a cross sectional study where 

one-snapshot of data was collected.  Around 120 questionnaires were distributed to the 

respondents.  Four variables were used in this study to find out the intention to purchase fashion 

apparels. The task to derive descriptive and inferential statistics was done using the SPSS 

Version 22 tool.  

Results 

All of the respondents were from the age group ranging 20 to 38 years old. Majority of the 

respondents have been shopping online for 3 to 5 years. Based on regression testing, it is found 

that only convenience and price had a significant positive relationship with online shopping 

intention. However, brand and electronic word of mouth had an insignificant relationship with 

intention to purchase.  

Conclusion 

This study revealed that convenience had the strongest and significant relationship with 

purchase intention by generation Y consumers.  This indicates that majority of generation Y 

consumers still prefer convenience followed by price. Therefore, online sellers in Malaysia and 

the authorities should come up with some concrete measures to improve convenience related 

to online shopping in order to further accelerate the growth of Malaysia’s online shopping of 

fashion apparels. This study focussed on a sample of 100 generation Y consumers and their 

intention to purchase fashion apparels in Klang Valley of Malaysia. As such, the results of the 

study are not able to completely reflect the attitudes of all generation Y online shoppers. Future 

studies could expand the sample size and include different areas in Malaysia.  
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 Study on leadership styles and educators’ commitment in private universities in 

Malaysia  
Simran Kaur 

Supervisor: Jasminder Kaur 

Background 

Recently, there has been focus among researchers on leadership styles because it is vital for 

organisational success (Kumar and Kaptan, 2007). Without effective leadership, it is difficult 

for organisations to sustain profitability, productivity, and competitive advantage (Lussier and 

Achua, 2007). Higher education institutions namely private universities are required to 

consider the best leadership style to develop leaders and adapt to continuous changes (Black, 

2015). Past research further suggest that commitment has an impact on several work-related 

outcomes such as job satisfaction (Chughtai and Zafar, 2006). Committed employees are more 

likely to have higher work motivation, as well as higher job performance (Abdul Rashid et al., 

2003; Chen et al., 2006). Similarly, the commitment of lecturers plays a crucial role for the 

development of student’s achievements (Mart, 2013). Previous studies have highlighted that 

leadership styles and organisational commitment are closely related (Bajunid, 2014; Leng, et 

al., 2014). The present study focused on the influence of leadership styles towards educators’ 

commitment in private universities in Malaysia. The three dimensions of organisational 

commitments are affective, continuance and normative commitment (Clinebell, et al., 2013).  

The leadership styles in this study are democratic leadership, autocratic leadership and laissez-

faire leadership.   

Methodology 

This study was a quantitative research based on deductive approach. The research was based 

on a survey strategy where primary data was collected by the researcher. The target population 

were educators in private universities in Kuala Lumpur. Convenience sampling was used. The 

data was collected through the distribution of self-administered questionnaires where 127 

responses were collected from six different universities. Statistical Package for the Social 

Sciences (SPSS) was used as a tool for data analysis. The testing conducted include reliability 

test and Pearson Correlation.  

Results 

In this study, there were 77 female (60.6%) respondents and 50 (39.4%) male respondents.  A 

positive correlation was found between democratic leadership and both affective and normative 

commitment. However, there was an inverse correlation between democratic leadership and 

continuance commitment. The correlation between autocratic leadership and both affective and 

normative commitment was not significant. Autocratic leadership had a positive correlation 

with only continuance commitment. They study concluded that there was a positive correlation 

between laissez-faire leadership with both affective and normative commitment.  

Conclusion 

The findings obtained in this study would hopefully contribute to the field of knowledge to 

better understand the leadership styles and organisational commitments. From the managerial 

perspective, this study provides invaluable inputs to leaders and policy makers of private 

universities in Malaysia. By applying the results in practice, leaders and managers of higher 

learning institutions can adjust their leadership style to support higher levels of commitment 

among educators. The findings of this present study will contribute to existing literature 

regarding leadership style and employee commitment.  
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A study on organisational commitment, culture and climate in retaining public 

sector employees in Brunei Darussalam 

Hazirah Ismail  

Supervisor: Shamini Arumugam 

R e s e a r c h  O b j e c t i v e s  

The general business problem is that public organisations are incurring costs and losing 

institutional knowledge from seasoned employees because of high employee turnover. The 

specific business problem is that some public-sector leaders lack strategies to improve 

employee retention (Bindu, 2017). Employee turnover can be caused by many factors, and past 

research findings revealed that compensation and benefits are not always the main cause of 

turnover (Kumar and Santhosh, 2014).  Turnover among staff can be costly to an organisation. 

Organisations incur direct and indirect costs arising from turnover of employees (Choi et. al, 

2012). Direct costs incurred include recruitment, training and orientation of new employees in 

replace of the ones that left (Sellgren, 2007). The purpose of the study is to investigate the 

factors influencing employee retention among the public-sector employees in Brunei 

Darussalam.  

M e t h o d o l o g y  

This is an explanatory research that examined the cause and effect relationship between the 

independent variables and the dependent variable. This  quantitative research design included 

procedures for collecting, analyzing, and reporting numeric data to answer research questions 

and test hypotheses. A cross-sectional study was undertaken where a sample of 106 

respondents represented the population. This survey research design used quantitative method 

to collect primary data. Probability sampling was used to create a sampling frame and identify 

the sampling elements. Self-administered questionnaires were used to collect numerical data 

from public-sector employees in Brunei Darussalam. The SPSS statistical tool was used to 

analyse the data and present the findings.   

R e s u l t s   

The researcher distributed 106 questionnaires. A total of 47 (44.3%) respondents were male 

and 59 (55.7 %) respondents were females. Majority of the respondents, 33% (n=35) were 

between the age of 30 to 39 years. Majority of the respondents (30.19%) served as government 

employees in Brunei for about 11 to 20 years. The second major group were employees 

employed between 21 to 30 years in public sector and this accounts for 25.47 percent of the 

total respondents.  There was a moderate positive correlation between organisation 

commitment and retention of employees (r=0.456; p ≤ 0.05). There is a weak and negative 

relationship between organisational culture and employee retention (r=-0.17). Finally, there is 

a moderate positive correlation between organisational climate and employee retention among 

the public-sector employees in Brunei (r=0.424; p≤ 0.05). Therefore, the analysis shows that 

there is an impact of organisational commitment and climate towards employee retention in 

public-sector.  

C o n c l u s i o n  

This study revealed that two of the independent variables namely organisational commitment 

and organisational climate had a positive impact towards employee retention in the public-

sector. Organisational culture did not have any significant impact upon retention of the 

employees, thus the hypothesis was rejected. Overall, the results from the study can be used to 

assist human resource managers to improve the retention rate of the public-sector employees 

in Brunei Darussalam. The implication is that human resource managers need to focus more 

on the management of HR policies to achieve higher employee retention. Public-sector 

organisations in Brunei should implement policies and practices to increase their employee 

retention strategy and reduce the turnover intention. This paper presents new results that 

confirm the importance of employee commitment in retention of public sector employees in 

Brunei.  
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B a c k g r o u n d   
Due to intense competition, customer’s loyalty is receiving greater marketing attention (Wu 

and Ai, 2016). As stated by Jiang and Zhang (2016), customer’s loyalty is considered a 

significant intangible asset for business organizations. The main purpose of this study was to 

determine customer loyalty in the 5-star hotel industry of Pakistan. Browning (2013) stated that 

the growing level of competition in the industry makes it more challenging for organisations 

to sustain customer loyalty. This explanatory study examined the influence of brand awareness, 

loyalty programs and service quality on customer loyalty among guests of 5-star hotels in 

Pakistan. Despite the relatively large amount of literature describing customer loyalty, there is 

a dearth of studies that empirically tested the influence of brand awareness, loyalty programs 

and service quality on customer loyalty among guests of 5-star hotels in Pakistan.   

Methodology 

This explanatory study adopted a quantitative method to collect primary data by using a survey 

strategy. Self-administered questionnaires were distributed to gather primary research data. 

The time horizon was a cross sectional and a survey strategy was used to collect primary data 

and test the hypothesis. The target study population were customers of 5-star hotels in Pakistan. 

The target sample size was 100 respondents and data was collected by manually distributing 

the questionnaires. Convenience sampling technique was used. The data was edited, coded and 

transferred to the SPSS system for analysis.  

Results 

There were a total of 134 respondents in this study of which 83 were males (61.9%) and 51 

were females (38.1%). Based on marital status, a total, 75 respondents (56.0%) were single and 

59 respondents (44.0%) are married. The R Square value of 0.712 shows that around 71% of 

the total adjustment in the (DV) dependent variable (customer loyalty) was predicted by the 

independent variables (brand awareness, loyalty program and service quality). This study 

showed that brand awareness, loyalty program and service quality were positively and 

significantly related to customer loyalty. The results also showed that brand awareness had the 

highest impact on customer loyalty followed by service quality. 

Conclusion 

The results revealed the importance of managing brand awareness, loyalty programs and 

service quality to sustain customer loyalty in 5-star hotels. The results also demonstrate that 

companies should not just limit to investment in brand awareness. Maintaining and enhancing 

brand awareness, service quality and loyalty programs can have a stronger impact on customer 

loyalty, and can create differential competitive advantage. However, the results of this research 

were limited to the respondents to the area and time allocated for the successful completion of 

the research. Besides, the researcher hopes that this study is a starting point for other 

researchers in the future who are interested in the similar problem and are able to develop this 

topic further. 

 

 


