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Chapter 1

1.0 Introduction

“In an industry like ours, where there are no production lines, people are our most
important asset and everything depends on how they work as part of a team. This
means that, to get the best results, managers have to care about how they (the
- employees) live and function, not just about how they work and produce (Sir Colin

Marshall, ex-chairman British Airways, quoted in the Financial Times, 1984)".

Today we live in the time of extensina change, wide in scope and dizzying in
speed. Beyond the geopolitics of this era, the major force following this extensive
"transformation is the changing globalization and new technological tsunami
+ brought by human creativity & innovation that shrouds our planet, epitomized by
. the digital revolution known as network economy (Smith, G.P. 2002).

- In other words, today’s Airline companies operate in a demanding environment.
Competition is intensifying with globalization and the deepening of the Global
Single Market, the pace of technological change is fast and consumers are
increasingly demanding. Success in this environment requires a sustained effort by
---.j’.c'hose who work, manage and invest in business to offer consumers value for-
fnoney goods and services. The tools for success are innovation, investment, good
business practices, a skilled and motivated workforce and an ability to draw on a
flexible and fair labor market (Hewitt, 2002).

One way for organizations to become more innovative is to capitalize on their
employees’ ability to innovate. As Katz, (1964) puts it: “an organization that
depends solely upon its biueprints of prescribed behavior is a very fragile social
system”. Work has become more know]edge-based and less rigidly defined. In this
context, employees can help to improve business performance through their ability
to generate ideas and use these as building blocks for new and better products,

services and work processes. Many practitioners and academics now endorse the
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.+ view that individual innovation helps to attain organizational success (Van de Ven,
1986; Amabile, 1988; Axtell et al., 2000; Smith, 2002; Unsworth and Parker, 2003).
In order to realize a continuous flow of innovations, employees need to be both
willing and able to innovate. Individual innovation is central to several well-known
management principles, including total quality management {McLoughlin and
Harris, 1997; Ehigie and Akpan, 2004), continuous improvement schemes (Boer
and Gieskes, 1998), Kaizen (Imai, 1986), corporate venturing (Elfring, 2003), and
“. organizational learning (Senge, 1990).

Finally, we can note that the chapter is designed to provide the reader with
supportive ideas and insight into the research as a whole. It mentions key
objectives of the research and the problem statement in which is the base of this
study, considering that the world is in the midst of a transition from industrial age to

technological age, which is variously heralded as the network economy (Hope &
Hope, 2003).

14 Background of the Study P

-

The background of the research, the scope of study, and significance of the
research is not left out leading to the main objective of this study. To have
foundation knowledge on the topic the researcher equipped himself by reading
various journals and books on issues related to Factors influencing employee

behaviors on organization performance in Malaysia’s Airline industry.

- The reason behind it is that the global airline industry has been affected
' tremendously by competitive pressures that have been drove by sustained drivers
towards liberalization and sectoral deregulation as well as with concurrent
polarization of possession, with big organizations and progressively more big

alliances working alongside as either a host of new firms or as a low-cost (Ehigie,
B.O. and Akpan, R.C. 2004).
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" In this research, | will portray how an organization performance is being influenced
by employee behavior through their attitude, culture, motivation, communication
skills and leadership style. As Malaysia is in a digital swarm era, the dialogue with
“customers is more important than ever. Airlines are in a battle for market share,
and in some cases, survival. The global recession and the weakening demand for
air travel in key economies, particularly in the US, make this the most difficult of
downturns for the airline industry (Ehigie, B.O. and Akpan, R.C. 2004).

In today’'s business environment, customers will choose the carrier that provides
the best overall value. Influence in“the airline industry means constructing
communities around the product, the service and the experiences that lead to a
strong, trusted relationship. Elfring, T. (2003).

As we know, organization performance and productivity depends on its employee’s
'_a_l_bility to stimulate growth and development through effectively utilizing their
a.ttitude, culture, motivation, skills and leadership styles to examine how well they
- will achieve organization performance. In this paper, | will be focusing on the two
'fh_ajor players of the airline industry in Malaysia as; Malaysian Airline (MAS) and Air

Assa However these two players will constitute my units of analysis in terms of

_s‘ul'r"vey and questionnaires as population sample (Hope & Hope, 2003).
1.1.1 Background of the Airlines under survey /
1.1.2 Air Asia

 Asia’s leading airline was established with the dream of making flying possible for
5 everyone. Since 2001, Air Asia has swiftly broken travel norms around the globe
and has risen to become the world’s best. With a route network that spans through
'_}gi more than 20 countries, Air Asia continues to pave the way for low-cost aviation
| through our innovative solutions, efficient processes and a passionate approach to

business. Together with our associate companies, Air Asia X, Thai Air Asia and
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< Indonesia Air Asia, Air Asia is set to take low-cost flying to an all new high with our

believe, "Now Everyone Can Fly”.

In the year 2010 the fleet of Air Asia contained 97 aircrafts Asia and had won an
award as the best low-cost airline worldwide. Air Asia therefore does not serve
_ complimentary services inflight but they do offer drinks and snacks for sell in the
""_c;raft. Economy and Premium Promo are the only classes that are offered by Air
Asia (Air Asia, 2010).

l_'n the past, domestic air routes were, limited to only few players; such as the
'[S_/.E'alaysian Airlines, later on Air Asia was set up by Dato' Tony Fernandes in 2001.
."éii'ng a Malaysian low cost airline grounded in Kuala Lumpur. The schedule
_p"e:rated by Air Asia is both domestically and international. In December 2001,
Fernandes and his partners set up Tune Air Sdn Bhd (Tune Air), an airline holding
"-'-'c'_:o_mpany then bought over Air Asia which has aiready been widely and well

accepted in scores of countries.

Now Air Asia has become one of the most successiul airlines in not only the
Sﬁ_ﬁ_theast Asian region but the world and the pioneer of low cost and no frills travel
n'---'l\)lalaysia (Raze, 2008). The airline now flies to over 40 destinations in Malaysia,
T-h'ailand, indonesia, Macau, China, Philippines, Cambodia, Vietnam and
M@nmar. Starting from 2 aircraft till now Air Asia owns 28 and has carried more
han 223 millions guest through its low fares travel (Air Asia, 2008).

Alr Asia is one of the businesses that have successfully adopted cost leadership
L _t_hrough operational effectiveness and efficiency. The cost advantages have
enabled Air Asia to become the Asia’s leading low fare airline. Established on 12
December 2001, Air Asia has been such a big phenomenon in airline industry
especially in Asia. The airline (Air Asié) is using a simple but strong slogan “Now
Everyone Can Fly” (Charles kho, et al. 2005).
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The Airline’s philosophy is very clear: before a business can grow, it needs to have
its costs under control. It must be cost-efficient and profitable, and it must create
value. Costs that do not add value must be contained, reduced and even be
eliminated. We have been asked by various people, "How much lower can your
cost reduce? You're already the lowest in the world!” Cost-efficiency, low
complexity and profitability are always the cornerstones of building a strong
. business. While a strong foundation does not guarantee a solid house, it is the only
' basis upon which to build. To the consumer, a strong Air Asia brand is a sign of
. dependability and leadership, giving added confidence and assurance. Air Asia will
ot just be number one in size; it will t;e number one in the minds of consumers.
This is the passion of Air Asia; we will never lose sight and passion of being the
best (Air Asia web site, 2010).

'1.1.3 Malaysian Airline (MAS) /

{'_:’Malaysia Airlines had its humble beginning in the golden age of travel. A joint
initiative of the Ocean Steamship Company of Liverpool, the Straits Steamship of
'Si_ngapore and Imperial Airways led to a proposal to the government of the Colonial
S_"t:raits Settlement to run an air service between Penang and Singapore. The result
was the incorporation of Malayan Airways Limited (MAL) on 12 October 1937. On 2
\pril 1947, MAL took to the skies with its first commercial flight as the national

'_'_'i_'r'line. Fuelled by a young and dynamic team of visionaries, the domestic carrier
urned into an international airline in less than a decade (Company website, 2010).

- With the formation of Malaysia in 1963, the airline changed its name to Malaysian
. Airlines Limited and soon after, Borneo Airways was incorporated into MAL. Within
20 years, MAL grew from a single aircraft operator into a company with 2,400
employees and a fleet operator using the then latest Comet [V jet aircraft, 6 F27s,
8 DCs and 2 Pioneers. In 1965, with the separation of Singapore from Malaysia,
MAL became a bi-national airline and was renamed Malaysia-Singapore Airlines

(MSA). A new logo was introduced and the airline grew exponentially with new
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: services to Perth, Taipei, Rome and London. However, in 1973, the partners went
separate ways; Malaysia introduced Malaysian Airline Limited, which was
subsequently renamed Malaysian Airline System, or simply known as Malaysia
Airlines. Today, Malaysia Airlines flies nearly 50,000 passengers daily to some 100
destinations worldwide (MAS, 2010).

- The airline holds a lengthy record of service and best practices excellence, having
3'?; received more than 100 awards in the last 10 years. The most notable ones
~include being the first airline with the "Worid's Best Cabin Crew" by Skytrax UK
consecutively from 2001 until 2004, "5%star Airline” in 2005 and 2006, as well as
No.1 for "Economy Class Onboard Excellence 2006" — also by Skytrax UK (MAS,
2010).

Through a radical programme of business transformation, Malaysia Airlines went
f_r_om record losses in 2005 to record profits in 2007, and was recently awarded the
2008 ‘Phoenix Award’ by Air Transport World magazine — having already won the
Centre of Asia Pacific Aviation’s ‘Airline Turnaround of the Year' award in 2006. As
one of Asia’s largest carriers, Malaysia Airlines carried more than 14 million
passengers to over 100 destinations across six continents in 2009 (Company
website, 2010).

1.1.4 Differences between Air Asia and Malaysian Airlines

Alr Asia Berhad is a low-cost airline based in Kuala Lumpur, Malaysia. It operates
é'cheduled domestic and international flights and is Asia's largest low fare, no frills
- airline. Air Asia pioneered low cost travelling in Asia. It is also the first airline in the
: region to implement fully ticketless travel and unassigned seats. Its main base is
the Low Cost Carrier Terminal (LCCT) at Kuala Lumpur International Airport (KUL).
Its affiliate airlines Thai Air Asia and-lndonesia Air Asia fly from Suvarnabhumi
Airport, Thailand and Soekarno-Hatta International Airport, Indonesia, respectively
(Mazrifu F., 2008).
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" The history of Air Asia is that of transformation from loss making regional operators
. to profitable low cost airlines. Perhaps this is not surprising, given that Air Asia is
-_-"-"'managed by Conor McCarthy, an ex-Ryanair director. Besides attracting
passengers from buses and ferries, both carriers have experienced a large
| proportion of first time flyers, largely attracted by the low fares on offer (ATI, June
.2004).

:One of the most striking features of aviation industry in the beginning of this
éentury was the availability for consumers of a new concept of flying. LCCs open a
féta[ly new product: no frills, no food! no drinks, no spacious seats, no travel
. :'encies bookings, but a very low price (Barbot, 2004). This “low-cost revolution”
s then forced the traditional network full-services carriers to respond this
ph‘énomenon progressively. Therefore, the competition between LCCs and full-

services carriers has become a significant issue of widespread interest regarding

the airlines industry (Doganis, 2001).

Malaysia Airlines (Malay:Syarikat Penerbangan Malaysia} on the other hand is the

fEé'g carrier of Malaysia. Malaysia Airlines operates flights from its home base,

'Kufal:la Lumpur International Airport, and its secondary hub in Kota Kinabalu.

_D‘éispite a financial restructuring exercise in 2006, Malaysia Airlines maintains a

strong presence in Southeast Asia, East Asia, South Asia, Middle East and on the
Ké:ﬁgaroo Route between Europe and Australasia. Malaysia Airlines also operates
'ﬁéat!antic flights from Kuala Lumpur to Newark, via Stockholm, and transpacific
f _lghts from Kuala Lumpur to Los Angeles, via Taipei. In 1997, the airline flew the
World’s longest non-commercial, non-stop flight from Boeing Field in Seattle to
Kuala Lumpur, flying eastward passing the European and African continents and
breaking the Great Circle Distance Without Landing record for an airfiner on a

Boeing 777-200ER; this record is now held by the Boeing 777-200LR (Mazrifu F.,
2008).
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r.oblem statement

':.iscussed above, this research is basically trying to recognize the factors
'"f:":"'ﬁng employee behaviors on organization performance in Malaysia’s Airline
:"s'iry. Findings of this research will provide an insight to the management of

es in Malaysia to improve on their strategies towards enhancing employee

éurline industry has a long history of developing and applying optimization
__rqiaches to their myriad of scheduling problems, including designing flight
es that maximize profitability while satisfying rules related to aircraft
éﬁ:gnce; generating cost-minimizing, feasible work schedules for pilots and
éﬁéndants; and identifying implementable, low cost changes to aircraft and
chedules as disruptions render the planned schedule inoperable. The
omplexities associated with these problems are immense, including long and
rm planning horizons; and multiple resources including aircraft, crews, and
assengers, all operating over shared airspace and airport capacity. Optimization
-apgpr-_d'_hes have played an important role in overcoming this complexity and
vi‘ding effective aircraft and crew schedules (Ware, 2002).

r Kuala Lumpur International Airport (KLIA) in Malaysia is available to both

vice airlines as well as igg low cost as many people fly to numerous
tmatlons on these flights. However it is noted that leisure travelers traveling with
fow cost are different from those of full service airlines (Gheorghe and Firoiu,
-2005) Thus, though travelers might choose the same destlnatlon but may be
aving different requirements and satisfaction on the }\lrhne that they board.
_Therefore the factor affecting the choice of flying for these two customers may
:_d_l_f'fer. Therefore it is very important to detect the similarities and differences in
fat:tors that influence the choice of flying by those travelling for leisure or business
and their decision on whether to take a low cost airline or a full service airline

- based on the organization performance and productivity.

INTI International University (2011) FAHMI SALIM SAID



H wever, the outcome of this study will help the_g’irline companies to utilize their
| .[:Jman resource (employee’s) capabilities to enhance and stimulate organizational
ormance to capture and gain greater market share within the industry. Looking
at the intense competition between the full service airlines and the low cost airlines,

-'a'é.hieving competitive advantage becomes imperative.

iso the result of this research will benefit the passengers and tourism operators
::rﬁestically to work with airlines of different kinds so as to position their choice
'Wards the dealing with the best airline in terms of efficiency, reliability and
erformance. All these can only be achieved through having vibrant employee’s
ho are loyal, devoted and committed to doing their jobs in the right way and at the
t."-..'i_i_me. As such, it is the behaviors of employee's that determine the
anization performance and productivity of not just the airline industry, but any

her organization in existence.

r

3 Research Question yd

esearch questions are mainly used to recognize the area in which the researcher

2 to examine in this study. Three research questions were obtained, which

» How can we recognize the similarities among the factors affecting

| employee behaviors on organization performance in Malaysia’s Airline
industry?

» What are the differences in the factors influencing employee behaviors
on organization performance throughout the airline industry in Malaysia?

» What are the most influential factor affecting employee behaviors on

organization performance in Malaysia’s Airline industry?
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1.4 Research Objectives

This research should fulfill three objectives based on the research questions above

which are as follows:

> To examine the similarities in the factors influencing employee behaviors on

organization performance in Malaysia’'s Airline industry.

» To determine the differences in the factors influencing employee behaviors
on organization performance throughout the airline industry in Malaysia.

- » To determine the most significant factors affecting employee behaviors on

organization performance in Malaysia’s Airline industry.

o L, Wiy W e
5 Significance of the study %{\j ‘fm‘ /
v S ER Y
he research done on employee behaviors in Malaysia’s airline industry is limited.
owever earlier researches are more focused on factors that influence employee
jbehé'viors and performance in organizations generally. Due to the increasingly
tense competition in the airline industry in Malaysia, the researcher found it
Q_l__’_: 1y to attempt an effective and crucial analysis to help business men, domestic
ternational tourist, Airline companies and the Malaysian government to govern
competitive edge of the air travels and the flying routes in order to endure a

t value for the industry.

However, this study also shows how it will benefit and who will benefit from its

outcomes;

v" The study will enable Malaysian government to create innovative policies
and programs guiding Airlines activities within the country.

v This study will enable the Airline companies to improve on their present
state of operations so as to stimulate steady growth and development for
the industry at large.
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v It will help improve on employee performance as a win-win situation for both
employees and their employers in terms of improving on efficiency and
productivity.

The study will create a stable and perfect competitive environment to enable
customers a variety of choices to fly to various destinations across the
world.

This study will create and foster unity among competitors within the Airline
industry, through maintaining cordial relationship between companies as

they are in to the business with common interest of making profit.

s

o
-

S

.6 Scope / Limitations of the study s

basic idea of this research is to examine factors influencing employee
aviours on organization performance in Malaysia’s Airline industry. This will
able us identify and analyse employee behaviours in the Airline industry in terms
their attitudes, culture, motivation, skills and leadership styles towards adopting
' sustaining organizations competitive advantage. Therefore in relation to the
formation the answer to the research questions were found and therefore the
:st'ﬂdy'witl use questionnaires, interview and data from organizational websites and
.in'du__ try such as Malaysia’s Ministry of Aviation and other government sectors
reéfiy involved with the Airlines industry in Malaysia.

hlS study is also limited to Malaysian Market only as it focuses on Malaysia's

rline industry looking at the factors influencing employee behaviours in the Airline
companies.

17 Chapter Outline

» Chapter 1 Introduction: This chapter provides the reader with background
information of the study. Background of study, problems, research

questions, research objectives, nature of the study and significance as well
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as the limitations of the problem that will be faced by the researcher are
clearly stated in the chapter.

Chapter 2 Literature Review: This chapter explores past relevant
literatures. It basically deals with pertinent literature on the factors
influencing employee behaviors on organization performance in Malaysia’s
Airline industry. This section concludes with an overview on how employee
behaviors stimulate organizational performance to reach productivity.
Chapter 3 Methodology and Data Collection: This chapter focuses on the
research design that will be used to conduct this research. It further
discloses the ways used in anglyzing data that will be collected through
primary and secondary form, also limitations of the methods used and how
~the data will be collected.

Chapter 4 Data analysis and findings: This chapter outlines results of
data analysis, provides discussion of research findings and builds bridges
~between objectives, findings and relevant literature. The result section
summarizes the analysis of the data and present findings of the study with
~ respect to the hypothesis and research questions.

___Chapter 5 Conclusion and Recommendation: Conclusions and
":ecommendations are provided in this chapter together with discussions on
he contribution of the study to the body of knowledge. This chapter
oncludes the research and documents the implications of the study with

ecommendations for future research.
- -
8 Chapter Summary

inally, this chapter delivers all the necessary basic knowledge about the airline
Istry in Malaysia and some general ideas and information’s about the study.
kground of study, problems, research questions, research objectives,

gnificance and nature of research as well as the scope and limitations that the

searcher might face are detailed in this part. %\g@/&
q\(/ (R

\ v aV!
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Chapter 2

Literature reviews

é.ét competition between full service airlines and low cost carriers is intensifying
cross the world. American and European full service airlines have lost a
ificant proportion of their passengers to low cost carriers, the experience now
ng repeated in the domestic markets of Asia, Malaysia in particular (Williams,
2001).

ish Air ways’ Chief Executive Bob Ai/ling was recently asked what he would do
ange the airline industry where he is given the power to do so. His answer
t along these lines: “It is flattering to be asked the question, but my main
_1t_i;6n is to survive until tomorrow”. In saying this, Mr. Ayling was echoing the
ghts of thousands of people in the airline industry, from top executives to
gage handlers (Woolsey J., 1997).

Eress.ure created from this kind of competition can be positive. The rush of
aline which is induced often helps to find creative solutions to problems, and
__q_q_el.ﬁtfy leads to great achievements. But, such pressure also carries danger. It
ad to rushed decision making, corner cutting and low quality work, none of
an be tolerated in a business like air travel where safety is crucial. Also,
rate pressure to cut costs and boost performance makes managers and staff

ward, rather than focusing on customers (Woolsey J., 1997).

1ere are signs that the rush to structure and achieve profitability is leaving behind

_ re component of any business - the customer. Some of the procedures being
ado "'_ed by air lines in their rush to survive are not necessarily in the interest of
e_lr?"customers (Woolsey J., 1997).

Many airlines are being forced into radical restructuring. Robert Crandall, Chairman

_ of American airlines, recently described the airline industry as “one of the most
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able businesses in the world”. Throughout the industry, airlines are being

eezed because costs are rising faster than yields (Festa, 1997, p.40).

s are facing an intensely competitive market place, which is creating a two-
="'"Idustry. On one level are low- cost carriers, such as South west airlines and
1Jet which offer little on board services and can undercut the fares of large
The second tier consists of established carriers such as United Airlines,
j@:an Airlines and Delta Airlines which are seeking to attract the high- vield,

fnargin fares of business and first class passengers (Festa, 1997).
allenges faced by airline industry -

g_rga:.t'est challenges for the airlines are managing its employees, how
__a:_tgé:fs treat employees and the service they provide to customers. Labor
~are major and complex considerations. Issues such as employee behavior
msof attitude, culture, motivation, communication skills and leadership style
B_é"'addressed in order to ensure organization performance within the airline
1y (Festa, 1997).

(
Attitude

_lzat;f:_nal researchers frequently measure attitudes through employee self-
whﬁén evaluating the effects of organizational interventions (e.g., training
___m___s)‘ or practices (e.g., employee benefits) on employees. But studies show
elf-reported attitude measures may be influenced by personality and mood
08 ons of the respondent (Brief et al., 1988; Cacioppo & Berntson, 1994;
Ayne 1988; Watson, 1988; Watson & Clark, 1997). In particular, one stable and
ri disposition, Negative Affectiviiy (NA) has been found to influence self
p éd measures of stress, health, and job satisfaction (Engle & Lord, 1997;
gé, 1991; chaubroeck, Judge & Taylor, 1998). The construct NA as defined
an _'étudied by Watson and Clark (1984) is a mood-dispositional dimension that

reflects pervasive individual differences in negative emotionality and self-concept.
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High-NA individuals tend to accentuate the negatives in most situations and are
ore likely to experience distress than low-NA individuals. Thus observed

relationships between seif-reported scores on stress and strain may be a

8) in a study involving managers and professionals.

ere is now growing e\}idence that a positive anaiog to NA, called Positive
| vity (PA) might also exist in individuals (Russell & Carroll, 1999). Positive
ivity is strongly associated with trait measures extraversion and well-being
ta & McCrae, 1980), and includes temperamental characteristics conducive to
3éxCitement, and other states of positive feelings. At present, it is not clear

hé_'r NA and PA reflect two ends of a single bipolar dimension, or whether they

réfz!'e”c't"hNo independent unipolar dimensions. Some researchers assume that
sitive and negative affect are the opposite of each other (Cuthbert, Bradley &
,°1996; Feldman, 1995; Reisenzein, 1994; Russell & Carroli, 1999; Russell,
eiss, & Mendelsohn, 1989). Others assume that positive and negative affect are
lependent (Mayer & Gaschke, 1988; Morris, 1989; Tellegen, 1985, Watson &
1997, Watson, Clark, & Tellegen, 1988). The National Advisory Mental
th Council (1995) also advocates this view, indicating that “while one would
y think that positive and negative emotions are opposites, apparently this is

ne case . . . This finding is one of the most interesting results of emotion
earch” (p. 839).

ore, a general recommendation for researchers is that they take note of this
d'u’a_l_l_' nature characterizing affective responses when measuring employee attitudes
'c:f:_"Brief & Roberson, 1989; Burke & Perlman, 1988; Watson et al., 1986). For
xar ple, high-NA employees are likely to express dissatisfaction with their
workplace despite actual improvement in the working conditions, whereas high-PA

mployees are likely to exaggerate their satisfaction.

e

e
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he term “culture” refers broadly to a relatively stable set of beliefs, values and
.”:éviors commonly held by a society. Although it is derived from social
: hropology as a framework for understanding “primitive” societies {Kotter and
eskett, 1992), the concept of culture has recently been widely used in the context
rganizations.

particular, “corporate” or “organizational culture” was used to explain the
ﬁpmic successes of Malaysiang over Indonesian firms, through the
cp_ment of a highly motivated workforce, committed to a common set of core
. .'_beliefs and assumptions (Denison, 1984; Furnham and Gunter, 1993).
.has been suggested that culture accounts for the economic performance of
6L|s countries (Hofstede, 1980; Hofstede and Bond, 1988), the idea of
orate culture also serves to provide a basis for understanding the differences
y exist between successful companies operating in the same national
(Schein, 1990). Peters and Waterman (1982), for example, held that
ce ful organizations possess certain cultural traits of “excellence”. Quchi
3 'bresented a similar relationship between corporate culture and increased
cti\)ity, while Deal and Kennedy (1982) argued for the importance of a

g’ culture in contributing towards successful organizational performance.

pite the claims for a link between culture and organizational performance, few
udies appear to have actually examined the existence as well as the nature of
relationship. In this study, the relationship between organizational culture and
"'rforhiance is examined. In order to do this, approaches used to study
ga_ _iZational culture will be presented as a basis for examining existing empirical

se arch on the relationship between culture and performance.

.G____ups develop and exist in organizations and are as important a factor to
consider, with respect to helping the organization achieve its objectives, as the

i’h’dividuai employee. Teams have a major influence on individuals in terms of their

INT international University (2011) FAHMI SALIM SAID



17

atisfaction and performance. It benefits the manager, the individual and the
fganization to have properly functioning groups with goals in positive correlation

ith the organizations.

':._'51989 KLM (Royal Dutch Air lines) Cargo was experiencing various financial
ficulties. It had been losing money for several years and, despite a $12 million
’:v'.estment in facilities, had been unable to reach profitability. The operation ran
tinuously, but work patterns were such that employees did not work with the
ame colleagues or supervisors for more than three or four consecutive shifts.
here was an implicit “do not care” attitude, and the staff did not feel as part of the
anization and had no goal to work towards. The management had heard about

Japanese concept of team working and visited Nissan to see it in action.

he crucial part of the whole process was selecting the composition of the teams.
o this effectively a working party of staff, employee representatives and
)anagement was set up. Eventually, teams were formed. Each team had its own
erformance targets to aim at, and the team leaders reported on the teams’

chievements at a monthly meeting with production management.

m working helped KLM Cargo achieve a 22 percent increase in productivity
| 30 percent decrease in over time (Eaton, 1996). This example demonstrateg,.«*"
importance of teams and their impact on organizations culture. /f

Motivation

otivation is central to the study of organizational performance. From
nagement’s point of view, motivation is concerned with getting things done in

managerial interest of the organization (Eaton, 1996).

an airline this involves rules that tell people what to do and what not to do. It

Iincludes verbal and written instructions, temporary and standing orders. It includes

INTI International University (2011) FAHMI SALIM SAID
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Chmg people to do what is right and even persuading them by precept and

entive; it includes inspiring them by tradition and example (Barry, 1965).

jation is the internal drive to satisfy an unsatisfied need. The level of an
dual's motivation is a critical factor in performance. There wards available to

ot employee needs are both intrinsic and extrinsic.

ay to stimulate employees’ motivation is by pushing the decision making
ss down to the employees and getting them involved. One example is South
irlines which does not have a rigid corporate hierarchy, job specialization
flexible work rules. The employees are asked to get involved in day- to- day
s and are concerned with getting the job done regardless of whose
'é'l’-"’ responsibility it is. This gives employees the motivation and flexibility to
p each other when needed. As a resuit, the whole operation becomes more
ive (Eaton, 1996).

_-__t__"”west has learned that when employees are trusted to apply common sense
ingenuity to a problem, they come up with far better solutions than the
r_iy could have managed. They can quickly respond to customers’ demands
n direct their energies toward seizing unique market opportunities when time
g__cal (Freiberg, 1996).

demonstrates that people become motivated, act responsibly and do more
1an expected when they are given the freedom to think on their own.

4 Communication Skills /

Mmunication is the transfer of information from one communicator to another.
Ne process includes a sender, a receiver and a method of transmitting the
éssage in the most effective way. For communication to be effective, the
essage must be similarly understood by both sender and receiver (Capelli, 1995).

ccess to information is essential in the operation of any airline. Poor
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nunication creates complexity and the organization becomes sluggish while
| ees sort things out. Access to information also means access to key people.
role of executives and managers in the corporate office is to organize
"_I'o:yees and to serve others. This means giving people the tools and information

/ need to do their jobs quickly and efficiently (Capelli, 1995).

1 easy access to key) people, employees develop the confidence to make
.' 6ns, an important factor in the ability of any airline to change direction quickly
d"d:ress the challenges of an industry that is constantly shifting (Capelli, 1995).
'. orld Air lines (TWA) recognizes their commitment to communicate with

yees. Carl lcahn, the former Chief Executive Officer of TWA stated:

. can never have been an industry in which information passes so quickly,
it in accurate. The only way to ensure that everybody is on board is to
ake sure that correct and timely information is shared, even if the more cautious
ant to with hold it to avoid aiding competitors, or to prevent embarrassment
o Whatever other reasons seem relevant. The usual panoply of activities - road
ws news groups, letters, 800 numbers, employee news papers and the like, all
‘fole. No news letter can réplace the daily impact of personal contact
'._eje'_‘_ri the management of the company and those on the line. Communication
1e union leaders is a singularly important ingredient of this process, so that

are no surprises in what management is saying” (Capelli, 1995, p.228).
5 Leadership Style -

izations accomplish their mission and achieve thelr goals through the efforts
employees As a resource, employees must be managed to achieve efficiency
and- 'effectiveness in the performance of their tasks. More important, they must be
uenced to achieve the objectives considered most important to the organization
(Ott 1995). Leadership is the process of making choices about how to treat
ople in order to influence them and then translating those choices into actions. it

- Is not a way of getting employees to do what, the executives want to do.
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getting people to want to do what the executives or the leaders want them to
o because they share the same purpose, vision and values (Ott, 1995). Herb
. leher, the Chairman of South west airfines states: “Leadership is not determined
'bsition or title to any extent, shape or form. Our people have determined not to
ard title or position as especially important because they would not be as free to
e things happen’. Leadership is based on mutual influence. Leaders both
pe and are shaped. Leadership is inherently oriented toward servant hood
iberg, 1996, p.303).

South west airlines, leaders raise “people to higher levels of motivation by
ho hg them how their individual contributions are linked to the major purposes of
organization performance. This is done by acknowledging peoples’
t’rib’dtions by celebrations, stories in the company news letter and by verbal

ppreciations.

earch Model / Framework

Organization
Performance
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‘Research Hypothesis model

pothesis model formulated displays the relationship between Organization
serformances as dependent variable with Atftitude, Culture, Motivation,
nunication skills and Leadership style as independent variables which hinders

r‘ga_h'ization performances in Malaysia’s airline industry has been clearly

of the study discover past literatures with relevance to the topic which is

nfluencing employee behaviors on organization performance in Malaysia’s
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Chapter 3
earch Design and Methodology

nted in this chapter is the research methodology of which is inclusive of the

o_f-' search, approach, sirategy used, population as well as sampling size and

_étive research is the form of words, pictures or objects (Miles, and

man 1994). Generally, the methods of collecting data include participant

_._faﬁd Huberman, 1994). The data of quantitative research is numbers and
ics which are collected by the methods of questionnaires or equipments
iles, ‘and Huberman, 1994). Quantitative researchl is more efficient than
él’it’a'ti_ve research since the results are able to be used to test hypothesis (Miles,
Huberman, 1994).

Therefore the key objective for this research is to be able to identify the factors that

nfluence employee behaviors on organization performance in Malaysia’s airline
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ustry. Thus the five key factors brought forward and a questionnaire is used to
antify the resuits. However the research design formulated in relation to the

y used the research is considered to be qualitative.

ypes of Research

nerally, there are three (3) types of research, which are exploratory research,
riptive research and casual research. Each type of research is discussed in

otlowing paragraphs.

atory research is designed to exi)lore the nature of problems and generate
cnowledge (Zikmund, 2000). The findings of exploratory research are general
'dge that contributes to further research to obtain more accurate and precise
' (Du 2006). The purpose of exploratory research is to do diagnostic and

/ze situation, provide option, as well as discover new idea.

scriptive research is intended to provide further insight into the research
ems by different variables, and utilize to profile, define, segment and estimate,
nd examine associative relationship (Du, 2006). This type of research
to 'describe what already existed in a group or population: it does not pursue
e'a_fsu?re the effect of a variable.

ééearch is conducted to provide information in order to identify the cause-
fationship between different variables (Du, 2006). It means that causal

arch investigate the effect of one or more independent variables on one
ndent variable.

e topic of this study is to identify factors influencing employee behaviors on
anlzétion performance in Malaysia’s Airline industry. This research is a
Criptive  research because ‘identifying the factors influencing employee

-_awors on organization performance" is providing further insight into the

£
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eS': "arch problems by different variables, and utilizes to profile, define, segment

| estimate, predict and examine associative relationship (Du, 20086).
Research Approach

research is largely influenced by some quantitative view and approach and
ative as well. Scholz & Tietje (2002} and Bryman & Bell (2007) found out that
ombination of both qualitative and quantitative approach helps to improve on

knowledge and enhance the knowledge that may be gained.

literature review used indicates that the five factors influencing employee
rs on organization performance in Malaysia’s airline industry. This study
 identifying precisely among the factors that affect employee behaviors on
tization performance in Malaysia’s airline industry. This process is logical and

the study is considered as an approach on inferential reasoning.

ata Collection

urpose of data collection is to test hypothesis, as well as to fulfill the research

tives. There are two types of data, primary data and secondary data (Du,

rimary Data

ary: data is the original data that researchers collect from their own
bs r_vétions or experiences (Du, 2006). In other words, primary data is data
ec d by researchers for the first time, and there has been no similar data
__sl_é'”'l'e before the researchers started their investigation (Zikmund, 2000). Based
primary data collected, hypothesis can be tested and conclusion can be
n.f'rom the data analysis (Zikmund, 2000).

'_._it___ regard to this research, primary data is data collected with the use of

questionnaires. The questionnaires will be filled by employees working in the airline
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ustry in Malaysia especially those in Malaysian airlines (MAS) and Air Asia. The
gg_fionnaires are distributed face-to-face to the respondents. By distributing the
s nnaire face-to-face, directly to the respondents, the researcher can answer
espondents’ queries immediately to reduce response error. The advantage of
éry data is that the degree of accuracy is quite high, and it describes the data
tails. The questions in the guestionnaires are designed based on the literature
N and relevant to the research objectives of this study. Primary data collection
med relevant to this study as there is limited research done carried out to
the similarities or differences between the factors influencing employee
ors on organization performanceﬂjin Malaysia’s airline industry. On the other
_. lecting primary data requires a lot of time and financial support (Zikmund,
nce this research focuses on employees working in the airfine industry in
i.a especially those in Malaysian airlines (MAS) and Air Asia to collect the
nary data. Hence, a high amount of financial resources required in carrying out

llection for this research.
‘Secondary Data

ndary data is the accessible data that prior scholars and researchers collect to
previous research objectives (Du, 2006). Secondary data can be
e'g_OEiZed as quantitative data (numbers, statistics or financial) and qualitative
(words or text) (Du, 2006). For this research, the secondary data is collected
academicjournals, conference papers, reference books and information in the
ir’n_et. Journals, conference papers and reference books contribute to the
te}d of literature review, while information in the Internet provides data such as
ata of airlines statiéﬁcs and notion-to the background of this study and research
'ethddology. Secondary data can be easily accessible in a short period of time
ith | ow financial and labor costs as well. However, one of the common problems
;_Wl_th"secondary data is that the secondary data available does not exactly fit the
search objectives, or the target population of the research is different from the

_tafget population of the secondary data. Only relevant information from the
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