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Abstract
A strong financial institution plays a significant roles in stimulating the development and economic
growth for a given country. As the economy moves into a new era where industrialization are
accelerated and the privatization initiative are seen moving forward drastically, definitely it gave
influence to the employees’ job satisfaction. Despite the large amount of research that has been
carried out to investigate the relationship between managerial roles and job satisfaction, limited
research has been conducted from the perspective of banking industry in developing countries such
as Malaysia. This present study provides insights on the relationship between managerial roles and
employee job satisfaction. Based on Mintzberg’s managerial roles view, this study posits that
managerial roles (interpersonal, informational and decisional) strongly influenced job satisfaction in
an organization. Using stratified random sampling method, survey questionnaires were used to
collect data from 123 respondents working in the headquarters of a renowned leading local bank in
Kuala Lumpur. Multiple regression analysis was used for hypotheses testing and found that
informational roles and decisional roles indeed showed significant positive relationship towards
employees’ job satisfaction. However, no relationship was found between interpersonal role and
employees’ job satisfaction. Recommendations have been made to encourage managers to play their
role in ensuring employees job satisfaction in banking industry. This paper offers avenue for future
researcher to employ the current research framework but looking into the comparison on level of
satisfaction between gender among the target respondent.
Keyword: Job Satisfaction, Managerial Roles, Interpersonal, Informational, Decisional, Banking, Kuala
Lumpur
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Introduction

Job satisfaction is one of the important factors which have drawn managers attention as the industry
practitioners as well as the academicians. Job satisfaction is one of the psychological inclinations to
positivity in which a person has about his or her activity (Coplan et al., 2018). It is frequently said that
a happy employee is a productive employee. A profoundly fulfilled laborer has better physical and
mental prosperity. In order for an organization to be as effective, it must constantly ensure the
satisfactorily of their employees (Kalluvelil & George, 2011). The more joyful the laborers, the more
fulfilled they are, as a fulfilled specialist is additionally a productive worker. Organization with
increasingly fulfilled representatives will in general be progressively viable as laborers are spurred
and resolved to work for the organization (Al-Sada, Al-Esmael, & Faisal, 2017).

In current global situation, every organization understands in which it is vital in retaining their
respective laborer fulfilled as human asset is significant resources on behalf of institute to ensure
their business are ongoing. The satisfied specialists for the most part convey better quality
administrations to the clients. Consumer loyalty is significant as it is fundamental in building long
haul, productive connections eventually prompting client steadfastness and rehash business
(Kassahun, 2019). According to Smith, Kendall and Hulin (1969) found that as for the personnel, job
satisfaction is essential to the operatives’ psychological well-being.

Managers play multiple roles, specifically at upper levels in their organization (Mintzberg, 1973).
Besides settling exact tasks assigned to them such as those linked to functions like production,
marketing, personal management or financed, the managers also play roles related to operation,
leadership, strategies and others (Annuar, 2011). The performance of a manager depends
significantly on how well he or she plays the multiple roles on the organization (Alatailat, Elrehail &
Emeagwali, 2019). Thus, the performance give impact on how well these roles are played by the
manager in their organization.

Mintzberg (1990) classified a manager’s duties or “roles” into communicating handling information,
communicating with people and making decision. However, it should be bear in mind that roles do
not occur in every manager as they are interrelated and interdependent in such a way that it is
legitimate to describe the nature of managerial actions and responsibilities by taking into account
the levels of management and the specificity of the production processes. Therefore, it is possible to
define different types of manager with the help of widespread roles. For instance, a manager who
rank high on initiating structure but low on consideration are more likely to be engaged in decisional
roles, and less in informational interpersonal roles (Mansor, Mansor & Roslan, 2019).

The key success of a company or an organization in its day-to-day operation and future planning,
regardless of the industry type is managerial roles (Rania, Taghrid & Mohammed, 2018). An employee
who are under good supervision will lead to the successful of the organization and also will increase
the degree of employee satisfaction (Kiarie, Maru & Cheruiyot, 2017).

In recent years, employee job satisfaction has transformed into an imperative corporate target.
Associations can arrive at target when their workers are submitted, and difficult work can be possible
just when they are content with their employments. Job satisfaction is a strategy to draw in and hold
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the top social orders in the association. Job satisfaction can be very much characterized as a
productive energetic response from the assessment of a livelihood on how much an individual likes
their action (Hugnes, 2006). Employee job satisfaction is a key for association since it in the long run
consequences for its turn of events. Workers are progressively stressed with their employments now
and think to get more fulfillment contrast with past. Job satisfaction is presently a hotspot for them
to remain in the ongoing association or leave it for another (Febres, 2017). Job satisfaction has
fundamental impact on employees' profitability and associations that have extraordinary workers
superior than other organizations (Shehawy, 2018).

There are many different styles in the relationship of managerial roles and employee satisfaction that
are based on different theories and assumptions. The style that an individual uses will be based on a
combination of his or her values, beliefs, and preferences, as well as the organizational norms and
culture which will encourage some styles and discourage others. Based on study by Abdullah, Musa,
Zahari, Rahman and Khalid (2011), 87.4% and 86.1% of employees’ satisfaction in terms of supervisor
treat them with respect and fairly and 81.6% and 80.4% of employee satisfaction for opportunity to
learn and grow and feel like one family that shared goal, factor highly contribute to employee
satisfaction. According to Annuar (2011), employees will have high job satisfaction if they believe that
the organization they are working for, give credit to the quality of their work and this employee will
be more committed to the organization.

This study seeks to look at the relationship between managerial roles and employees’ job satisfaction,
in order to identify the best element that need to be implemented and used in the day to day working
environment in an organization.

Literature Review

Managerial Roles

The managerial roles are the main part in the success of the organization as it leads its employees
towards the organization’s objective, vision and mission. Employees will be satisfied and achieve
success when the right management can lead and guide them throughout their working career.

Managers have to undertake several sorts of activities in order to accomplish the objective of the
organization and to ensure their roles are successful. The theory of management roles introduced by
Mintzberg (1990) will be used in this research. These roles are common in all managerial job
regardless of the functional of hierarchical level. A manager’s job consists of several parallel roles.
But, at a certain point in time, the manager may perceive one role as more essential than the others.

However, decades of research have failed to not only establish a strong link, in terms of affecting size
between job satisfaction and performance, but also to find a clear connection within the body of
evidence between employee job satisfaction and performance (Mariya & Svetlana, 2000). Although
thereis support in the literature to recommend that a relationship does exist between job satisfaction
and employee performance, the empirical evidence, the notion that happy workers are more
productive is formally entrenched in the management ideology (Wright & Cropanzo, 2000).
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In understanding the activities of the manager, it is necessary to develop beyond function to
determine how it is expressed. For this, the work of Mintzberg (1973) can be applied to illuminate
how a manager performs this function. Mintzberg (1973) proposed a combination of ten different
roles utilized by a manager to accomplish their objectives. These roles can be gathered into three
broader groups based on how well the information is handled.

Figure 1: Mintzberg’s Managerial Roles

Interpersonal role
Figurehead

Leader Provide information
Liaison

Informational role
o Monitor
o Disseminator
Feedback + Spokesperson

Bl Process information

Decisional role
Entrepreneur
Distwbance handler
Fesource allocator
MNegotiator

Uze information

The interpersonal role recommended by Mintzberg (1990) imply the managers make contacts with
various individuals, both internal and external, in the unit they lead. Although such contacts have
been fundamentally connected with formal position, it distinguishes that initiative will likewise
characterize the degree to which directors is such a wellspring of intensity (Mintzberg, 1990). In a
research done by McConkey (2002) using the managerial roles theory by Mintzberg (1973), the result
showed that interpersonal role is the highest significant factor in the relationship between
managerial roles and employees’ job satisfaction. According to McConkey (2002), a manager who
spends more time performing these roles lead to better employee job satisfaction than managers
that do not spend more time adopting these roles.

On the other hand, Mintzberg (1973) stated that the information role captures the managers’ activity
in acquiring and disseminating information and will thus vary with the need for information. Bakers
(2001) stated that in playing informational roles, managers communicate and receive information.
By obtaining relevant and important information from the networks, managers are able to implement
their agendas. According to McGinn (2003), a manager must assist as the key informational link
between the organization and the employees. A manager who does not adopt informational role
makes employees dissatisfied with the manager. McGinn (2003) found a significant positive
relationship between managers and employees. As Mace (2013) points out that managers are turns
who possess the central situation and, in this manner, have rights to all data regarding their
foundations. Robbins and Judge (2013) sustain that in this category of managerial roles, managers’
act as monitors, disseminators and spokespersons of their organizations.

The last four managerial sub-roles in Mintzberg’s model: entrepreneur, disturbance handler,
resource allocator, and negotiator, are categorized as decisional roles. Mintzberg (1973) describes
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the undertakings in such fragment of role as likely the most dynamic piece of the supervisors. These
roles setting tactics and making choices at all levels of the organization. They can be connected to
the instructive jobs, for it is with assembled and shared data that the manager decides (Tovmasyan,
2017). The decisional roles categories are closely linked with the organization processes in the level
of analysis. Decisional roles are needed in the organization processes in the organization especially
for managers to resolve issues related to employees, places, policies, programs and processes
(Rahman, 2019). A test done by Welch (2002) showed that when a manager makes a good and
relevant decisions regarding and employees, it will benefit the two parties. He found a strong
relationship between all the categories of decisional roles and managers, employees and the
organization. Robbins and Judge (2013) agree with Mintzberg’s and include that the decisional role
of managers is those that settling on decisions for the association such as entrepreneurial,
disturbance handlers, resource allocation and negotiating roles.

Employees’ Job Satisfaction

Existing literature reveals that employee job satisfaction is the most crucial and necessities for an
employee to be successful, productive and happy, and of course, have a wonderful inclination, which
is a result of the impression of what the activity accommodates individual employee (Ming-Chun,
Ching-Chan and Ya-Yuan, 2015). These authors came up with a definition of difference, which also
refers to the degree of satisfaction and the difference between individual actual returns and the
required one. Employee job satisfaction has been underlining on how employee think, observe feel
their given task.

Considered the most significant resource since it assumes a significant job in the advancement of an
association and society in general. Despite the fact that fund is viewed as the existence blood for an
association, yet the best possible administration of these budgetary assets relies on its Human
Resource. So, every organization needs to have the best Human Resource to accomplish its targets,
yet this must be conceivable when it has a satisfied workforce on the grounds that a satisfied
workforce applies more endeavors and strives to achieve organizational objectives (Dormann & Zapf,
2001). The more the workers are happy with their occupations, the more endeavors they will apply
to accomplish organizational objectives (Blakely et al., 2003), and satisfaction of employees with their
jobs has direct affects the achievement of the association (Shaukat et al., 2016).

Organizations can make progress when its representatives are submitted, and difficult work can be
conceivable just when they are content with their employments. Employees’ job satisfaction is very
important for organization because it ultimately impacts on its development. Compare to past,
employees are increasingly worried about their employments now and hope to get more satisfaction.
Employee job satisfaction has become a significant corporate in recent years. Manager personality
traits might be a deciding variable in the achievement of an association in satisfying employees.
Manager personality traits have a significant influence on the way managers relate, think, feel, see,
and even respond to other people (Alkahtani, Abu-Jarad, Sulaiman, and Nikbin, 2016). Job satisfaction
alludes to the earnest sentiments of a worker towards his work execution. Among all the various
elements that have an effect on employee job satisfaction, managerial role has been viewed as one
of the most significant and urgent in every organization. Several different studies which have been
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carried out in various countries concluded that there is a positive correlation between managerial
and employee job satisfaction (Mosadegh Rad & Yarmohammadian, 2006).

There are several aspects can improve job satisfaction of employees' like working conditions, work
itself, management, strategy and organization, headway, remuneration, relational connections,
acknowledgment, and strengthening however pioneer character has a significant relationship to
support representatives' activity fulfillment (Castillo, 2004). The quality of leader-employee
relationship has a critical relatedness with employees’ job satisfaction and workers feel fulfilled and
alright with managers who are supportive (DeCremer, 2003). Employees feel pressure when they
need to work with a manager who is unsupportive and whose behavior is negative. Negative leader-
employee relationship has different unfavorable effects on the workers as it decreases profitability,
expands non-attendance and the turnover to the association can likewise be very high (Ribelin, 2003).

Methodology

This research was conducted for one of the local banks (Headquarters office) in Kuala Lumpur and
the respondents are from selected departments in the company. During the initial investigation, the
researchers distinguished the current practices and issues related to employee job satisfaction in the
bank industry. Among all the local banks, the researcher observed that the chosen Headquarters
office have received many bad reviews towards their managers and job related.

The population for this study is the total number of staffs from departments at the chosen local bank
(Headquarters) in Kuala Lumpur. The total number for five departments selected is 181 persons
(Refer Table 1). The selection of sample is based on stratified random sampling. This technique
requires selecting population of the staff at selected departments in the Headquarters office in Kuala
Lumpur. In this technique, each member of population involves a process of stratification whereby
followed by random selection of subjects from each stratum. Since the Headquarters in Kuala Lumpur
have two office, the researchers decided to pick departments that have many staffs and available in
both Headquarters. Based on Krejcie and Morgan (1970) table for sample size from a population of
181, the sample size for this study is 123 respondents.

Table 1: Populations for Each Department

List of Department Population
Legal Department 23

IT Department 35

Human Resource Department | 38
Helpdesk Department 45

SME Banking Department 40

Total Population 181

The respondents were given two weeks (15 to 30t June 2020) to complete the online survey. After
the data cleaning process for any missing value, straight lining and suspicious responds, it was found
that all 123 questionnaires were completed and usable by the researcher for final analysis. As a result,
all 123 responses (100%) were regarded as valid for further analysis.
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The dual language questionnaire consisted of three sections. Section A looking at the demographic
factors such as age, education level and working experience. Section B consist of several items on
managerial roles. The respondent were asked about three roles that were adapted from Mintzberg
(1973) managerial roles, which are interpersonal role, informational role and decisional role and rate
all the items on a 5-point Likert from “strongly agree” (1) to “strongly disagree" (5). The instrument
was adapted from Chen and Wu (2008) and restructured according to the focus of the study. Section
C consists of items measuring job satisfaction. The items in this section were based on previous work
in this area, which are from (Rahman, Akhter & Khan, 2017).

Results and Discussion

Respondents Profile

The finding shows that out of 123 respondents, 69.9% were female, meanwhile 30.1% were male.
This studied can explained that most of the respondents in this study were dominated by the female.
Most of the respondents aged between 20-30 years old which was 65 (52.8%) of them. This is
followed by those who were 31-40 years old with 40 (32.5%) respondents. Meanwhile, 18 (14.6%) of
the respondents aged between 41-50 years old. There are none of the respondents that age 51 and
above (0%).

Most of the respondents worked in current department less than 3 years which was 56 (45.5%) of
them. This is followed by respondents that worked in current department 7-10 years with 29 (23.6%).
Meanwhile, 21 (17.1%) of the respondent worked in current department more than 10 years. Only
17 (13.8%) of the respondents worked in current department within 3-6 year. From the job position
perspective, majority of the respondents are Junior Executive (44.7%), followed by Senior Executive
(41.5%). Next the respondents with a position clerk/administration (5.7%) and last is supervisor
position with only 10 (8.1%) respondents.

Descriptive Analysis

This section is to determine the level of managerial roles, whereby the elements of managerial roles
consists of 29 questions and using scale of 1 to 5 (strongly disagree to strongly agree). The
interpretation of the scores for Managerial Roles in the form of high score based on Best’s Principle
(Thaoprom, 2004). Based on the Table 2, the overall result shows that the score of managerial roles
among respondents’ at Headquarters Maybank Kuala Lumpur can be considered as high level that is
3.8217 (Scores between 3.68 — 5.00 = High Scores). In terms of Standard Deviation, the managerial
roles indicates the scores of .67716. The result also shows the score of managerial roles namely
interpersonal role was the highest (M=3.9439, SD=.78272) followed by informational role (M=3.7624,
SD=.97959) and decisional role (M=3.7528, SD=1.01273).
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Table 2: Level of Managerial Roles

Variables N Mean Std. Deviation Lggvel
Interpersonal Fole 123 30430 _TB2T2 High
Informational Role 123 3.7624 27959 High
Decisional Role 123 3.7528 1.01273 High
Orverall Managerial Foles 123 3.8217 67716 High

The reliability analysis was conducted by computing the Cronbach’s alpha for each measure.
Reliability was used to measure the consistency and stability of the instrument which it measures the
concept and evaluate the goodness of a measure (Sekaran & Bougie, 2011). Table 3 shows the result
for Cronbach Alpha for the first dimension of managerial roles that was interpersonal role .845,
informational role .892 and decisional role .907. For dependent variable which is employee job
satisfaction is in the range of .950. The reliability coefficient indicates that all the dimensions and
variables were plotted between ranges of 0.845 to 0.950 which ultimately signify a high degree of
reliability (Very Good to Excellent) (Sekaran & Bougie, 2011).

Table 3: Cronbach’s alpha scores

Section Scales No.of Crombach’s Alpha  Strength of
Items Associations
(n=126)
B Managerial Roles
Interpersonal Fole 10 845 WVery Good
Informational Fole 9 892 Very Good
Decisional Role 10 807 Excellent
C Emplovyee Job Satisfaction 16 830 Excellent

Multiple Regression Analysis

The objective of this study was to investigate which dimensions of managerial roles is the most
influential on job satisfaction among employees’ in the chosen local bank Headquarters in Kuala
Lumpur. In this study, multiple regression was used to explore which variables in the managerial roles
namely interpersonal role, informational role and decisional role is the best predictor of job
satisfaction among employees at the chosen local bank Headquarters in Kuala Lumpur.
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Table 4: Multiple Regression Analysis

Independent Variable Standardized t Sig.  Collinearity Statistics

Coefficient

Beta Tolerance VIF
Interpersonal Role -181 -3422 001 035 1.047
Informational Role -053 -007 366 41 1.349
Decisional Role 867 14313 000 ey 1.367
R? 681
F Change 24306
Significance of F value .00gk

Table 4 above shows the results indicates that there was negative, no significant and no relationship
between interpersonal role and employees’ job satisfaction. This is due to p value was more than
0.01 (r=.-.108, >0.01). Therefore, H1 is not accepted.

For informational role, there was positive, weak and significant relationship with employees’ job
satisfaction. This is due to p value was less than 0.01 (r=.353, <0.01). Therefore, H2 is accepted. In
Bakers (2001), it is stated in playing informational roles, managers communicate and receive
information. By obtaining relevant and important information from the networks, managers are able
to implement their agendas.

According to Hill (2016), whatever issue that are happening within and without organization,
managers always prepared and informed about the issues. They want adequate data consistently
which will empower them to effortlessly manage issues tormenting the organization. Consequently,
managers consistently have timely and adequate data to have the option to react successfully to
occasions in their organizations.

Results for decisional role and employees’ job satisfaction indicates that there was positive, very
strong and significant relationship. This is due to p value was less than 0.01 (r=.803, <0.01). Therefore,
H3 is accepted. A test done by Welch (2002) showed that when a manager makes a good and relevant
decisions regarding and employees, it will benefits the two parties. He found a strong relationship
between all the categories of decisional roles and managers, employees and the organization.

Besides, Paul (2017) mentioned that managers are principal decision-makers in organizations since
they are constantly gone up against with surprising issues to fight with and even plan for actions to
undertake in order to embrace so as to conquer such issues. For example, a conflict of interests
between divisions or offices or between subordinates or an unforeseen interference to the
conveyance of significant assets, will warrant managers to take quick choices that will settle such
issues. When gone up against with such issues, managers at first actualize quick transient estimates
that will quiet the circumstance so as to permit workers continue their obligations at the earliest
opportunity. Over the long haul, they survey and look at issues profoundly to make basic changes and
plan decides and approaches that will keep comparative issues from happening again in the future.
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Table 4 also indicates the multiple regression analysis between managerial roles and employee job
satisfaction. The result indicates that R? is .681, which are all independent variables such as
interpersonal role, informational role and decisional role explained 68.1% of the variance (R square)
in managerial roles, with Sig. of F value was .000. From the result of this analysis, the researcher
found that decisional role was the most influential dimension of the managerial roles on employee
job satisfaction (p<0.05, B =.867) and followed by interpersonal role (p<0.05, B -.181). However,
informational role did not show significant influence on employees’ job satisfaction as p value was
more than 0.05 for significance. Therefore, the result from this analysis indicates that decisional role
was significantly contributed to the job satisfaction among employees at the chosen local bank
Headquarters in Kuala Lumpur followed by the interpersonal role.

Discussion

This study shows the importance of relationship between the dimensions of managerial roles and
employee job satisfaction at the chosen local bank Headquarters in Kuala Lumpur. The finding of this
study may contribute to a better understanding of the relationship between two variables and also
define the level of relationship. With this finding, managers can improve their weak role area to
endure employees are satisfied and also to achieve organizational success.

Based on the findings, interpersonal role did not have significant relationship. Apart of that, it is the
obligation of all levels of management to encourage a positive working environment condition.
Managers must esteem the qualities of reliability and trust, strengthening and assignment,
consistency and mentorship. These are the structure squares of any prospering association. It is well
known that the banking environment has both dynamic and competitive nature, so managers should
be focusing on providing employees with new and diverse skills and cognition, ensuring their
flexibility to be able to respond to change. For managers, they have to learn how to provide the
information in a good way. According to McConkey (2002), a manager who spends more time
performing these roles lead to better employee job satisfaction than managers who do not spend
more time adopting these roles.

However, there are two roles that have positive relationship with employees’ job satisfaction which
are informational role and decisional role. From here, it can be suggested that managers at the
chosen local bank Headquarters in Kuala Lumpur know how to link the information between
organization and employees. They know how to manage and handle the jobs with outsiders very well.
Hence, they also do open sharing information and solution with employees whenever they have
problem regarding the project.

Decisional role is another role that decide how good the managers handle the situation. From the
results, employees satisfied with their managers in terms of problem solutions. It was shown clearly
that employees are satisfied with their job according to their manager’s treat. A good managerial
practice will produce good managers who will lend the employees in the organization towards
satisfaction. When manager can successfully approach their employees in a good way, the employees
will feel appreciated and stay long in the organization. This will benefit the organization because the
level of employee job satisfaction will affect performance and productivity.
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Conclusion

This research study was conducted to determine the relationship between the dimensions of
managerial roles and job satisfaction among employees at the chosen local bank Headquarters in
Kuala Lumpur. There are three primary findings from the research in this study. Firstly, there are two
(2) significant variables, namely informational role and decisional role, but one of the variables which
interpersonal role are not significant to employees’ job satisfaction. In this research, the researcher
can conclude that, hypotheses 2 and 3 accepted but hypotheses 1 was not accepted.

The second conclusion is that informational role and decisional role and employees’ job satisfaction
results are linked. The correlation analysis (refer Table 4) shows that the relationship between two
elements under dimensions of managerial roles (informational role and decisional role) are significant
and have a relationship with dependent variables. This shows that informational role and decisional
role has an important role to play in affecting employee job satisfaction at HQ Maybank Kuala
Lumpur. Other than that, interpersonal role showed that results have no relationship with employee
job satisfaction.

Finally, the highest t-value is decisional role, as indicated in Table 5 in previous section. This shows
that managers at the chosen local bank Headquarters in Kuala Lumpur are able to make a right
decision in any situation.
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