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Abstract of thesis presented to the Senate of Universiti Putra Malaysia in the fulfillment of the 

requirements for the degree of Doctor of Philosophy. 

 

RELATIONSHIPS BETWEEN INDIVIDUAL ATTRIBUTES, EMOTIONAL 

EXHAUSTION AND COUNTER PRODUCTIVE WORK BEHAVIOR AMONG 

PUBLIC SECTOR EMPLOYEES IN MALAYSIA 

   

By 

 

PONNIAH RAMAN  

 

December 2013 

 

 

Chairperson  : Professor Dr. Naresh Kumar 

Faculty  : Graduate School of Management, Universiti Putra Malaysia 
 

 

The Malaysian Government has recognized Human Capital Development (HCD) as a vital thrust 

for public sector innovation in this dynamic working world led by advanced globalization. The 

Public Sector in Malaysia is constantly looking forward to renew and improve public services and 

the quality of workforce with many plans, programs and strategies. To fulfill this aspiration, it is 

important to gain an understanding of the frontline staffs in public sector because they have 

extensive interaction with public and create the first impression towards Government efforts. The 

main objective of this research is to study the effect of personality, emotional intelligence, 

affectivity, emotional labor and emotional exhaustion on counterproductive work behaviour of 

frontline staffs in the public sector. Up to now the literature shows that very little academic 

research had been carried out in this area among frontline staff especially in Malaysian Public 

Sector. A survey (self-rated by the respondents) with established constructs was carried out to 625 

frontline staffs working in 25 ministries in Malaysia. The data analysis was carried out using 

IBM-SPSS/PC V20.0 for descriptive and inferential statistics. The descriptive analysis shows the 
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profile of respondents and perceptions of the variables. Whereas, the inferential statistics 

(Hierarchical Regression) was used to compute difference of mean, relationship and the mediation 

effect of emotional labor. The findings of this study provided a better understanding of the 

predictors of emotional labor and subsequently its impact to the emotional exhaustion and 

counterproductive work behavior among the frontline staff. Besides that, through the integrated 

model the study identified the mediating roles (partial mediator) of emotional labor between 

emotional intelligence and emotional exhaustion and also between personality and 

counterproductive work behavior. This exploratory study provides theoretical basis, empirical 

evidence and a data-base to develop new strategies, further research and review of the policy 

involving frontline staffs in public sector to have right skills and appropriate training to manage 

their emotion.   
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Oleh 

 

PONNIAH RAMAN  

 

Disember 2013 

 

 

Pengerusi  : Professor Dr. Naresh Kumar 

Fakulti   : Graduate School of Management, Universiti Putra Malaysia 

 

  

 

Kerajaan Malaysia mengiktiraf Pembangunan Modal Insan (HCD) sebagai teras penting dalam 

menginovasi sektor awam di dunia pembangunan globalisasi yang dinamik. Sektor Awam di 

Malaysia sentiasa melaksanakan pelbagai program dan strategi yang positif dalam meningkatkan 

serta menyampaikan perkhidmatan yang cekap dan berkesan kepada orang ramai. Untuk 

memenuhi hasrat ini, pemahaman terhadap kakitangan barisan hadapan yang bertugas dalam 

Sektor Awam adalah penting kerana mereka mempunyai tahap interaksi yang luas dalam 

berurusan dengan pelanggan atau orang awam dan membawa mesej utama usaha-usaha kerajaan. 

Tujuan kajian ini dijalankan adalah untuk mengkaji hubungan antara ciri-ciri individu (kepintaran 

emosi, personaliti dan affektiviti), emosi kerja dan kesannya terhadap keletihan emosi dan 

kelakuan kerja tidak produktif di kalangan kakitangan barisan hadapan di Sektor Awam. Kajian 

literature menunjukkan, tiada banyak kajian yang dijalankan berkaitan dengan ciri-ciri individu di 

kalangan kakitangan barisan hadapan terutamanya di Sektor Awam Malaysia. Kajian soalselidik 

(penilaian diri) dengan element pengukuran yang diiktiraf telah dijalankan ke atas 625 kakitangan 

barisan hadapan yang bekerja di 25 buah kementerian di Malaysia. Analisis data telah dijalankan 
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dengan menggunakan perisian SPSS-IBM/PC V20.0 bagi statistik deskriptif dan inferensi. 

Analisis deskriptif menunjukkan profil dan persepsi pembolehubah. Manakala, statistik inferensi 

(Kaedah Regresi Hierarki) telah digunakan untuk mengira perbezaan min, hubungan dan kesan 

pengantaraan emosi kerja. Hasil kajian ini menunjukkan kaitan yang signifikan di antara peramal 

(predictors) bagi emosi kerja  dan kesannya kepada keletihan emosi dan tingkah laku kerja yang 

tidak produktif di kalangan kakitangan barisan hadapan. Disamping itu, model gabungan 

mengenalpasti emosi kerja sebagai pengantara separuh (partiall mediator) di antara kecerdasan 

emosi dan keletihan emosi serta di antara personaliti dan tingkah laku kerja yang tidak produktif. 

Kajian ‘exploratory’ ini menyediakan teori, bukti empirik dan data-asas untuk  membangunkan 

strategi baru, penyelidikan masa hadapan dan kajian semula dasar yang melibatkan kakitangan 

barisan hadapan dalam Sektor Awam supaya mereka mempunyai kemahiran dan latihan yang 

sesuai dalam mengurus emosi. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



© C
OPYRIG

HT U
PM

 

viii 

 

ACKNOWLEDGEMENTS 

 

I am proud to acknowledge and express my sincere appreciation and millions of thanks to those 

who have significantly contributed to the completion of this thesis. First, I wish to thank my thesis 

Supervisory Committee chaired by Professor. Dr. Naresh Kumar from Faculty of Economics and 

Management, Universiti Putra Malaysia (currently seconded to Global Entrepreneurship Research 

and Innovation Centre, Universiti Malaysia Kelantan, Professor. Dr. Murali Sambasivam, Faculty 

of Entrepreneurship and Business, Universiti Malaysia Kelantan and Dr. Lailawati Mohd Salleh 

from Faculty of Economics and Management, Universiti Putra Malaysia for their kind and 

valuable advice, guidance, and continuous encouragement which enable me to complete this 

thesis.  

 

I also want to thank to the Proposal Defence Examination Committee, Assoc. Prof. Dr. Ho Jo Ann 

and Assoc. Prof. Dr. Balan Rathakrishnan. I would like to extend my sincere thanks to the thesis 

examiners, Prof. Dr Foong Soon Yau, Prof. Dr. Pawan Budhwar, Assoc. Prof. Dr. Khairuddin 

Idris and Assoc. Prof. Dr. Haslinda Abdullah for devoting their time and providing valuable 

feedback in my thesis presentation.  

 

Many thanks are also due to Prof. Dr. Arfah Salleh, Dean of Putra Business School (formely 

known as Graduate School of Management), and all Professors for their kind advice, assistance 

and co-operation during my course work for this PhD program. 

 

 



© C
OPYRIG

HT U
PM

 

ix 

 

 

My appreciation also goes to all the sample participants (respondents) for their noteworthy 

contribution for this thesis.  Many thanks go to my friends, Dr. Chanthiran Veerasamy, Prof. Dr. 

Balakrishnan Parasuraman and to my course colleagues for their warm and sincere friendship, 

moral support and encouragement for me to pursue this doctoral program. 

 

Last but not least, I would like to express my sincere gratitude and affection to my beloved wife, 

my lovely daughters, sons and my nephew Ruvern Siddarth R.G., I thank them for the support 

and understanding and for giving me the  inspiration to successfully complete this study. Without 

all of them I never would have made it this far. 

 

 

 

 

 

 

 

 

 

 

 

 

 



© C
OPYRIG

HT U
PM

 

x 

 

I certify that an Examination Committee met on 20 Disember 2013 to conduct the final 

examination of Ponniah Raman on his Doctor of Philosophy thesis entitled “Relationships 

between individual attributes, emotional exhaustion and counterproductive work behaviour 

among Public sector employees in Malaysia” in accordance with the Universities and University 

Colleges Act 1971 and the Constitution of the Universiti Putra Malaysia [P.U.(A)106] 15 March 

1988. The Committee recommends that the student be awarded the Doctor of Philosophy degree.  

Members of Examination Committee are as follows: 

 

Professor Dr. Foong Soon Yau 

Director, Thesis Based Programme, 

Putra Business School,  

Universiti Putra Malayisa. 

(Chairman) 

 

Professor Dr. Pawan Budhwar 

Associates Dean Research, 

Aston Business School, 

Aston University, Birmingham, United Kingdom 

(External Examiner) 

 

Associate Professor Dr. Khairuddin Idris 

Dept. of Professional Development and Continuing Education, 

Faculty of Educational Studies, 

Universiti Putra Malaysia. 

(Internal Examiner) 

 

Associate Professor Dr. Haslinda Abdullah 
Dept. of Social Sciences and Development, 

Faculty of Human Ecology, 

Universiti Putra Malaysia. 

(Internal Examiner) 

 

Professor Dr. Naresh Kumar 

Global Entrepreneurship Research & Innovation Centre 

Universiti Malaysia Kelantan.  

(Representative of Supervisory Committee) 

       

      _________________________________________ 

       PROF. DATUK DR. MAD NASIR SHAMSUDIN  

                                                                        Deputy Vice Chancellor (Academic & International) 

                                                                        Universiti Putra Malaysia 

                                                                        Date:  

 

                                                                        On behalf of, 

                                                                        Graduate School of Management 

                                                                        Universiti Putra Malaysia 



© C
OPYRIG

HT U
PM

 

xi 

 

                                

 

This thesis submitted to the Senate of Universiti Putra Malaysia has been accepted as fulfilment 

of the requirement for the degree of Doctor of Philosophy. The members of the Supervisory 

Committee are as follows: 

 

 

 

Professor Dr. Naresh Kumar 

Global Entrepreneurship Research & Innovation Centre 

Universiti Malaysia Kelantan. 

(Chairman) 

 

 

Professor Dr. Murali Sambasivam 

Global Entrepreneurship Research & Innovation Centre 

Universiti Malaysia Kelantan. 

(Member) 

 

 

Dr. Lailawati Mohd Salleh 

Faculty of Economics and Management 

Universiti Putra Malaysia 

(Member) 

 

 

 

 

 

      _________________________________________ 

       PROF. DATUK DR. MAD NASIR SHAMSUDIN  

                                                                        Deputy Vice Chancellor (Academic & International) 

                                                                        Universiti Putra Malaysia 

                                                                        Date:  

 

                                                                        On behalf of, 

                                                                        Graduate School of Management 

                                                                        Universiti Putra Malaysia 

 
 
 
 
 
 
 
 



© C
OPYRIG

HT U
PM

 

xii 

 

DECLARATION 

DECLARATION 

Declaration by Graduate Student  

I hereby confirm that:  

 this thesis is my original work;  

 quotations, illustrations and citations have been duly referenced;  

 this thesis has not been submitted previously or concurrently for any other degree at any other 

institutions;  

 intellectual property from the thesis and copyright of thesis are fully-owned by Universiti Putra 

Malaysia, as according to the Universiti Putra Malaysia (Research) Rules 2012;  

 written permission must be obtained from supervisor and the office of Deputy Vice-Chancellor 

(Research and Innovation) before thesis is published (in the form of written, printed or in 

electronic form) including books, journals, modules, proceedings, popular writings, seminar 

papers, manuscripts, posters, reports, lecture notes, learning modules or any other materials as 

stated in the Universiti Putra Malaysia (Research) Rules 2012;  

 there is no plagiarism or data falsification/fabrication in the thesis, and scholarly integrity is 

upheld as according to the Universiti Putra Malaysia (Graduate Studies) Rules 2003 (Revision 

2012-2013) and the Universiti Putra Malaysia (Research) Rules 2012. The thesis has undergone 

plagiarism detection software.  

 

 

 

 

Signature  : _______________________  

 

Date          :   20 DECEMBER 2013  

 

Name        :   PONNIAH RAMAN 

Matric No.:   GM 04566 

 

 

 

 

 

 

 



© C
OPYRIG

HT U
PM

 

xiii 

 

 

Declaration by Supervisory Committee 

This is to confirm that: 

 the research conducted and the writing of this thesis was under our supervision;  

 supervision responsibilities as stated in the Universiti Putra Malaysia (Graduate Studies) Rules 

2003 (Revision 2012-2013) are adhered to. 

 

 

Chairman of Supervisory Committee 

 

 

 

Signature              : 

Name                    :  PROFESSOR DR. NARESH KUMAR  

Faculty                  : Global Entrepreneurship Research & Innovation Centre 

          Universiti Malaysia Kelantan  
 
 
 

Member of Supervisory Committee 
 
 
 
 

Signature :  

Name :  PROFESSOR DR. MURALI SAMBASIVAM  

Faculty :  Global Entrepreneurship Research & Innovation Centre 

   Universiti Malaysia Kelantan 

 

 

 

Signature  : 

Name  :  DR. LAILAWATI MOHD SALLEH  

Faculty  :  Faculty of Economics and Management 

           Universiti Putra Malaysia 

 
 
 
 

 

 

 


	RELATIONSHIPS BETWEEN INDIVIDUAL ATTRIBUTES, EMOTIONAL EXHAUSTION AND COUNTER PRODUCTIVE WORK BEHAVIOR AMONG PUBLIC SECTOR EMPLOYEES IN MALAYSIA
	ABSTRACT
	TABLE OF CONTENTS
	CHAPTERS
	REFERENCES



