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Penyelidikan ini dijalankan bagi mengenal pasti amalan strategi pengurusan konflik
komunikasi antara budaya di kalangan Majikan Malaysia dan pembantu rumah asing
(PRA) Indonesia. Terdapat lima objektif khusus untuk kajian ini iaitu (a) mengenalpasti
amalan pola komunikasi antara majikan Malaysia dan PRA Indonesia, (b)
mengenalpasti amalan strategi pengurusan konflik komunikasi antarabudaya antara
majikan Malaysia dan PRA Indonesia, (c) menentukan perbezaan pola komunikasi
antara majikan Malaysia dan PRA Indonesia, (d) menentukan perbezaan amalan strategi
pengurusan konflik komunikasi antarabudaya antara majikan Malaysia dan PRA
Indonesia, dan (e) menentukan perkaitan amalan strategi pengurusan konflik

komunikasi antarabudaya dengan faktor umur dan pembolehubah pola komunikasi.



Kajian tinjauan deskriptif secara kuantitatif ini menggunakan instrumen soal selidik
yang diadaptasi dan dilaksanakan sekitar Wilayah Persekutuan Kuala Lumpur,
Malaysia. Penyelidik telah mengaplikasikan teknik persampelan mudah dan rantaian
bertujuan dalam proses pengumpulan data dengan berdasarkan kriteria yang telah
ditetapkan. Berdasarkan kaedah ini, seramai 110 pasang responden (110 orang majikan

dan 110 orang PRA\) telah dipilih.

Hasil kajian mendapati, majikan Malaysia lebih mengamalkan komunikasi konteks
rendah, komunikasi dua hala, dan mementingkan air muka diri sendiri, manakala PRA
Indonesia juga menunjukkan amalan pola komunikasi yang serupa dengan majikan
dengan amalan komunikasi konteks rendah, komunikasi dua hala, dan mementingkan
air muka diri sendiri. Berikutnya bagi strategi pengurusan konflik komunikasi antara
budaya, majikan didapati lebih mengamalkan strategi integrasi dan strategi dominasi
dalam mengurus konflik komunikasi dengan PRA. Manakala PRA didapati lebih
mengamalkan strategi integrasi dan strategi mengelak dalam mengurus konflik

komunikasi dengan majikannya.

“Dependent Sample t-test” mendapati hanya pembolehubah mementingkan air muka
orang lain sahaja yang menunjukkan perbezaan yang signifikan antara responden
majikan Malaysia dan PRA Indonesia. Manakala terdapat juga perbezaan yang
signifikan pada strategi dominasi dan strategi mengelak antara responden majikan

Malaysia dan PRA Indonesia.



Penyelidik mencadangkan kepada majikan Malaysia dan PRA Indonesia supaya
berusaha meningkatkan pengetahuan, kefahaman dan kemahiran tentang komunikasi
antara budaya, perbezaan budaya di samping menerapkan nilai-nilai murni dalam
perhubungan interpersonal yang terjalin. Pihak kerajaan dan agensi bagi kedua-dua
negara ini seharusnya perlu lebih kerap berganding bahu dalam memainkan peranan
untuk menambahbaik polisi dan peraturan sedia ada serta memberi pendidikan, latihan
dan maklumat yang sewajarnya bagi mengurangkan konflik komunikasi antarabudaya

yang dilihat menjadi punca kepada konflik yang lebih serius.



Abstract of thesis presented to the Senate of Universiti Putra Malaysia in
fulfilment of the requirement for the degree of Master of Science

COMMUNICATION PATTERN AND INTERCULTURAL COMMUNICATION
CONFLICT MANAGEMENT STRATEGIES ON MALAYSIAN EMPLOYERS
AND INDONESIAN FOREIGN DOMESTIC HELPER (FDH)

By
ABDUL HADI BIN SULAIMAN

January 2011

Chairman : Jamilah Othman, Ph.D

Faculty . Institute for Social Sciences Studies

This research was conducted to identify the practice of intercultural communication
conflict management strategies among Malaysian employers and Indonesian Foreign
Domestic helper (FDH). There were five specific objectives, namely (a) to identify the
practice of communication patterns between Malaysian employers and Indonesian FDH,
(b) to identify the practice of intercultural communication conflict management
strategies between Malaysian employers and Indonesian FDH, (c) to determine the
differences in communication patterns between Malaysian employers and Indonesian
FDH, (d) to determine the differences in the practice of intercultural communication
conflict management strategies between Malaysian employers and Indonesian FDH, and
(e) to examine the relationship between age and communication patterns with
intercultural communication conflict management strategies. Quantitative descriptive
survey using an adapted questionnaire was used to gather data around the Wilayah

Persekutuan Kuala Lumpur, Malaysia. The researcher applied the convenient sampling

Vi



with referral chain sampling techniques for data collection, based on predetermined
criteria. A total of 110 paired respondents (110 employers and 110 Indonesian FDHSs)
were selected.

The findings of the first objective showed that Malaysian employers practiced low-
context communication, two-way communication, and concern for self-face, while
Indonesian FDH also showed same communication pattern practices with low-context
communication, two-way communication, and concern for self- face. Findings for the
intercultural communication conflict management strategies, the employer practiced
more integrating strategy and the dominating strategy to manage the communication
conflict with the FDHs. Whereas, FDHs practiced more integrating strategy and

avoiding strategy to manage communication conflict with their employer.

Dependent Sample T-test showed that only the variable of concerned for other-face has
a significant difference between the Malaysian employers and Indonesian FDHs. while
there were also have significant differences in practices of dominating strategy and
avoiding strategy between the Malaysian employers and the Indonesian FDHs. The
researcher would like to propose to the Malaysian employers and Indonesian FDHSs to
try to improve the knowledge, understanding and skills of intercultural communication,
cultural differences as well as instill good values in interpersonal relationships. The
government and the agencies of both countries should frequently work together to
improve existing policies and regulations and to provide education, training and
necessary information to reduce the intercultural communication conflict which is seen

to be the source of serious conflict.
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