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Profile of respondents

Reliability Statistics

The training programmes provided are relevant to my scope of work

| am given sufficient training programme to attend yearly

Training should be organized continuously to improve skill & knowledge
The management manage to identify the right employees to attend
training that are relevant to their job

Training program provided improve my efficiency in delivering services

| am given opportunity to request training based on my job requirements
Every new staff will be given proper training before starting to perform
work at frontline service

Communication between colleagues and | important in frontline service
The management encourage open communication to gain knowledge
and update information

Employees are encouraged to give feedbacks, suggestions and idea
The availability of variety of channels communication helps the
employee to gain knowledge to fulfill the job requirement

Interaction between upper level and lower level is important to provide
efficient services

We are free to communicate and discuss on any problem and strategy to

improve work process
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ABSTRACT

This study aims to study the reasons for employees’ reluctance to work in the
frontline service, to identify whether there is a significant difference in reluctance
between gender and year of services, and to provide suggestions and
recommenaations to the management ways to improve the employee involvement in
the frontline service. There are four categories that are lack of training, poor
communication, poor leadership and lack of rewards. Most of the respondents
answer is neutral due to scared to disclose the reality that being faced by them.
However respondents disagree whether they received sufficient training programme
needed to work at frontline service. Thus, they are not confident and lack of
knowledge to perform their job. The Chi-Square test result shows that gender and
year of services has significant effect on employees’ reluctance to work at frontline
service.



