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Abstract

from generation to generation (Henderson and Thompson, 2009; Cennamo

er; 2_008; White, 2006). Playing the major role of the workforce throughout the

© INTI INTERNATIONAL UNIVERSITY 2012



etail industry and its human resource issue. Discussion about generation Y

S:_._'.discussed explained why this particular group of people was chosen,

stions and objectives clearly point out the main focus of this study, followed by

_c'i: of the research. The final section of this chapter sets out the range of the

Yerritory 2008 2008 S0MD 2071 2012 2013 2038 2015
" Australia 0.7 14 02 08 18 1.6 18 23
© China 147 168 190 85 98 N2 04  iip
Hong Kong 0.4 23 8& 45 28 o2 24 32

IRdia 41 -0.6 91 4.4 5.3 5.4 5.4 5.4
Indonasia 8.5 3.8 61 4.5 4.6 4.9 a7 4.7
Japan -0.5 -0.9 2.5 -0.8 1.2 0.2 0.6 01
Malaysia 7.7 0.7 6.1 3.5 5.0 5.3 4.5 4.4
New Zeatand -1.7 -1.3 -1.9 1.4 3.6 286 2.3 3.3
Philippinss 4.1 0.0 6.0 2.5 4.4 4.5 4.8 4.7
Singapore 1.2 -2.0 -3.6 1.4 27 4.3 5.1 4.5
South Karea 05 -02 3.2 1.3 1.8 23 23 2.9
Taiwan 0.3 -14 4.1 2.8 2.5 1.2 1.5 1.4
Thailand -21  -0.8 8.2 3.2 52 5.8 5.8 5.6
Vistnam 8.9 2.9 47 2.2 5.8 B.4 9.8 8.9
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jew of HRM in Malaysia retail industry

.source is the key to success in all businesses. It is especially important in the
s salespeople have great influences in the customers’ purchasing decision,
p!éyee-customer relationship is also essential to retailing company’s success

_mna 2011). According to Nielsen (2006), seventy-f ve percent of customers

decisions are_ mfluenced by the servnce ar mformat:on prowded by the

“his is becasue salespeople mteracts dtrectly with customers, the value of the

ved by the customer depends highly on how much and how well the product
delivered by the salespeople to the customer (Davis, 2008). In addition, an
ales. workforce could lead to high absenteeism, high turnover rates, and

ales force supervision costs (Martin, 2005).

pl ment_:by QOccupation

atistics (2011 }

atistics, 2011).
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s‘ia}:.healthcare equipment retailing industry

fhere are handy numbers of players in the healthcare equipment retailing
ly OSIM, OGAWA, OTO, OMEI, GINTELL, FITNESS CONCEPT, JONHSON
- S-IN:IA'"; The two market leaders in the healthcare equipment retailing industry —
_Ogawa — both showed positive growth of revenue at an average 5.5% in the past
"'pét:tzdix 2). This is mainly due to increasingly fast-paced lifestyle and the rise in
a ch' nlc diseases, which are hard to treat with conventional allopathic therapies
ahya 2008). As a result, there is a shift of lifestyle from ‘sick care’ to ‘health

ia as people start looking for substitute therapies to maintain health and

nesses.

income and education level have resulted in the Malaysian consumer's
o} _:nd-ubgrading. Malaysian consumers have also become more prosperous,
ated an ﬁﬁulticultural due to the global mass media as more and more high profile
tailers enter the market. As a result, they have shifted from the simple need

t to concerns of leisure such as beauty, health, fitness, and lifestyle (Lim,

ealthcare equment retailing industry has been shown to have a growing
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Diagram 1.2: Malaysia's populatien in year 2000 und 2023
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__en"Mé, Nexters, irggr?et (or dot.com) generation, echo boomers, and
o et G
adbridge, /2007). Numerous researches have been done on the

n 2006; Cennamo and Gardner, 2008; Chen and Choi, 2008: Kerslake,
on, 2002; Tan and Amna, 2011). Gen Ys have been described as passionate,
el eduéated, socially conscious, and upbeat and as having integrity (Retail
dise 2003) They are also independent, technologically savvy, self-reliant and
al thinkers (Martin, 2005).it is noteworthy, Gen Y adds up to 62% of the
orkforce (PWC, 2009). According to the U.S. Census Bureau (2009), it is
:'hat__there will be a massive growth in the amount of Gen Y entering the labour
year 2025 in Malaysia (Figure 3). This is also why this generation of people
elected for this study.
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m definition

acancies reported by occupation

iling industry has been facing an industry-wide labour shortage for many
__.__usi?hess Group, 2012). According to American Malaysian Chamber of
residéh_t Datuk Nicholas S. Zefferys (2010), ‘Malaysia shows cleatly a
anpower in all sectors’. Evidence for this is that from 2006 to 2011, vacancies

A —— e

d sales workers in Malaysia had almost tnpled from 76 557 to 200,839 (Figure

atch with the mdustry growth of 3. 5% (PWC 2012) |nd|cat|ng a manpower

igh turnover rate in the Malaysian retailing industry.
t at retailing companies struggled to recruit qualified staff; research has
1y-tdljé to the traditionally held negative impressions of the work as offering

.ent-_condmons (Hurst 2009). In Malaysia, sales jobs are far from exciting; a
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