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ABSTRACT

RISK FACTORS OF WORKPLACE VIOLENCE AMONG OFFICERS IN THE
DEPARTMENT OF IMMIGRATION MALAYSIA

NUR SURIANA ZAINAL

Introduction: Nowadays workplace violence becomes an important safety issue in the
workplace. It may give major threats to workers that negatively affect the overall
capacity of organizations in workplace. Objective: This study aims to determine the risk
factors of workplace violence among officers in the Department of Immigration
Malaysia. Method: This is a cross-sectional study, which included officers of
Immigration Department Malaysia that selected by using convenient sampling in
Putrajaya, Selangor, Kuala Lumpur and KLIA. Study locations were selected by using
purposive sampling method. Data was gathered by using self-administered
questionnaire; comprised of four parts that include socio-demographic & work
characteristics, organizational support, emotional management and workplace violence.
Results: A total of 283 immigration officers completed the survey with response rate of
95%. The prevalence of reported WPV was 23.0%. Of the 83 cases, 54 had experienced
verbal abuse (70.6%), followed by bullying/mobbing (5.3%), physical violence (3.9%),
and sexual harassment (1.8%). The perpetrators were mostly among general public
(58.8%) and their colleagues (45.9%). Ceonclusion: This study reveals that workplace
violence as an important issue for officers in Department of Immigration Malaysia.
Hence, further assessment should be carmied out to reduce the identified risk factors and
to find ways of solving this issue.

Keywords: workplace violence, organizational support, emotional management
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ABSTRAK

FAKTOR RISIKO KEGANASAN TEMPAT KERJA DALAM KALANGAN
PEGAWAI DI JABATAN IMIGRESEN MALAYSIA

NUR SURIANA ZAINAL

Pengenalan: Pada masa kini, keganasan di tempat kerja menjadi isu keselamatan
penting yang boleh memberi ancaman besar kepada pekerja dan memberi kesan negatif
terhadap keupayaan keseluruhan organisasi di tempat kerja. Objektif: Kajian ini
bertujuan untuk menentukan faktor risiko keganasan tempat kerja dalam kalangan
pegawai di Jabatan Imigresen Malaysia. Metodologi: Ini adalah kajian rentas keratan,
melibatkan pegawai Jabatan Imigresen Malaysia yang dipilih menggunakan kaedah
persampelan yang mudah di Putrajaya, Selangor, Kuala Lumpur dan KLIA. Lokasi
kajian telah dipilih dengan menggunakan kaedah pensampelan purposive. Data
dikumpul dengan menggunakan borang soal selidik; terdiri daripada empat bahagian
yang merangkumi sosio-demografi & ciri-ciri pekerjaan, sokongan organisasi,
pengurusan emosi dan keganasan tempat kerja. Keputusan: Keseluruhannya, seramai
283 pegawail imigresen telah terlibat dalam kajian ini, dengan kadar tindak balas
sebanyak 95%. Kelaziman WPV yang dilaporkan adalah 23.0%. Daripada 83 kes, 54
mengalami penderaan lisan (70.6%), diikuti dengan buli (5.3%), keganasan fizikal
(3.9%), dan gangguan seksual (1.8%). Pelaku keganasan kebanyakannya adalah
daripada kalangan orang awam (58.8%) dan rakan sekerja mereka (45.9%).
Konklusi: Kajian ini mendedahkan bahawa keganasan tempat kerja merupakan satu isu
penting terhadap pegawai di Jabatan Imigresen Malaysia. Justeru itu, penilaian lanjut
perlu dilakukan untuk mengurangkan faktor risiko yang dikenalpasti dan mencari cara
menyelesaikan isu ini.

Kata kunci: keganasan tempat kerja, sokongan organisasi, pengurusan emosi
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CHAPTER 1

Introduction

1.1 Research Background

Most people think workplace violence (WPV) merely refers to physical assault.
However, workplace violence has a much more broad definition to emphasize its
meaning as in real situations these behaviors often overlap and make attempt to
categorize its different forms of violence very difficult. World Health Organization
(WHO, 2002) defines workplace violence as “incidents where staff are abused,
threatened or assaulted in circumstances related to their work, including commuting to
and from work, involving an explicit or implicit challenge to their safety, well-being or
health". Besides, according to U.S Department of Labor (2002), workplace violence is
“any act or threat of physical violence, harassment, intimidation, or other threatening
disruptive behavior that occurs at the work site. It ranges from threats and verbal abuse
to physical assaults and even homicide. It can affect and involve employees, clients,

customers and visitors”.



Basically, workplace violence can be categorized into physical violence and
psychological violence. Physical violence results in physical, sexual or psychological
harm. It includes beating, kicking, slapping, stabbing, shooting, pushing, biting and
pinching, whereas psychological violence involve intentional use of power, including
threat of physical force, against another person or group, that can result in harm to
physical, mental, spiritual, moral or social development. It includes verbal abuse,

bullying/mobbing, and sexual harassment (ILO/ICN/WHO/PSI 2003).

National Institute for Occupational Safety and Health has categorized workplace
violence into four levels to define the threat types and its perpetrators (UIIPRC, 2001).
First, criminal-intent type; the perpetrator has no legitimate relationship to the business
or its employee, and is usually committing a crime in conjunction with the violence.
Second, customer / client; the perpetrator has a legitimate relationship with the business
and becomes violent while being served by the business. For this recent study, general
public is client for Department of Immigration Malaysia. Third, worker-on-worker; the
perpetrator is an employee or past employee of the business who attacks or threatens
another employee(s) or past employee(s) in the workplace. Fourth, personal relationship;
the perpetrator usually does not have a relationship with the business but has a personal

relationship with the intended victim.



In Malaysia, Guidance on the Prevention of Stress and Violence at Work (DOSH,
2001) has been prepared as a result of a collaborative effort between the Department
Programme Safety and Health Malaysia and the United Nation Development Programme
that offer an integrated workplace response to the problems of violence and stress, as
well as introduce an innovative approach whereby workers’ health, safety and well-
being become integral parts of the economic sustainability and organizational
development of enterprises. Employers, employees and the respective organizations are
encourage to use this guidance, implement and continually refine their actions and
programmes to eliminate and control the problems of stress and violence at work. Most
of workplace violence studies conducted have focused in healthcare setting between
doctors and nurses. It cannot be denied that workers in healthcare setting are occupations
at greatest risk of workplace violence as many studies have provided many evidences of
its prevalence. However, studies related to workplace violence should not merely
focused in healthcare setting as there are many other occupations at risk to workplace

violence that might represents a routine hazard.

Furthermore, workplace violence may result in negative organizational outcomes
such as low employees morale, increased employee turnover and a reduction in trust
between management and employees (DHHS/NIOSH 2002). Workplace violence also
gives major threats to societies and enterprises. Their cost in terms of disruption, bad
image, absenteeism, turns over, accidents at work, burnout and compensation are
increasingly becoming apparent. Most important, these threats negatively affect the

overall capacity of organizations to perform and be competitive. The problem affects
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practically all sectors and all categories of workers. Eliminating the above threats in is
therefore a priority target for entrepreneurs, managers, employees and policy makers.
Several empirical studies have shown that many victims of workplace psychological
violence suffer from post-traumatic stress disordér (PTSD) (Caldwell 1992, Mikkelsen
& Einarsen 2002, Hansen et al. 2006, Bigony et al. 2009). The effects of workplace
violence can include physical injuries, temporary or permanent physical disability and

psychological trauma (Pai & Lee 2010).

No occupation can be said to be entirely immune from some form of workplace
violence, it is widely acknowledged that workers performing certain tasks are at special
risk. For this recent study, the respondents were among officers in Department of
Immigration Malaysia, which is under the Ministry of Home Affairs. Based on job
descriptions provided from Official Portal of Immigration Department of Malaysia, the
officers are responsible for issuing of passports and travel documents to Malaysian
Citizens and Permanent Residents, issuing of visas, passes and permits to Foreign
Nationals entering Malaysia and managing the movement of people at authorized entry
and exit points, and enforcing the Immigration Act 1959/63, Immigration Regulations
1963, Passport Act 1966, Anti-Trafficking in Persons and Anti-Smuggling of Migrants

Act 2007 (Amendment 2010).



Apart from that, interventions focused on improving organizational factors may
help to reduce violence cases towards employees (Ametz, Hamblin, & Ametz, 2018).
Nielson et al. (2012) proposed that workplace aggression was primarily caused by
factors related to deficiencies in work design and organizations. Organizational support
refers to general belief held by an employee that the organization values his or her
continued membership and is generally concerned about his or her well-being
(Eisenberger et al., 1986). Little attention has been directed towards understanding the
place of organizational support in assisting individuals to adapt or respond to stressful or
hostile workplace environments that may reduce the likelihood of workplace violence.
At the same time, it is also important to have emotional intelligence in balancing one’s
work-life because it enables one’s to timely and appropriately responding feelings
through empathic actions (Rani & Yadapadithaya, 2018). Emotional management means
people can accept responsibilities, set goals, be patient in accepting critical comments,
and managing stressful situations (Mohapel, 2015). In the context of WPV, emotional
management is crucially important in establishing a sustained perception of harmonious
work environment which in turn, can make sense in handling WPV. Past research has
found emotional intelligence enhances attachment in the form of job satisfaction and

performance (Law et al., 2004).



1.2 Problem Statement

Nowadays, workplace violence becomes an alarming phenomenon worldwide
that continues to become an ongoing issue that affecting the field of occupational health
and everyday life of workplaces around the world especially. There is no doubt that it is
not a new issue but until today, it still becoming a major global problem as
approximately 2 million employees reported experiencing workplace violence in each
year (BLS, 2006). According to the U.S. Bureau of Labor Statistics, WPV has major
impacts on the workplace, accounting for about 9% of workplace fatalities in 2015, and
the National Safety Council reported in 2016, 17% of workplace deaths were results of
violence. In Malaysia, previous study in 2009 revealed that 3.7% of staff nurses in the
Universiti Kebangsaan Malaysia Medical Centre had experienced workplace violence
(Ruth et al., 2009). However, based on latest study in 2018, the findings are relatively
higher as 97 out of 136 healthcare workers (71.3%) in Hospital Kuala Lumpur
experienced workplace violence (Zainal et al., 2018). All these statistics clearly showed
that workplace violence problems are becoming more grisly and this cause more

innocent bystanders being affected.

This phenomenon should now begin to change and improve as workplace
violence emerges as an issue of priority and concern in everyday life of workplaces and
all sectors that related to occupational health. While evidence is still limited and

fragmented, and often anecdotal, sufficient evidence is appearing to reveal the



importance of the phenomenon of workplace violence in all countries, both developing
and industrialized (Chappell & Di Martino, 2006). Malaysia should come out with more
specific published data regarding workplace violence in every single sectors of
employment not merely in healthcare setting. Growing attention should be given to those
sectors where workers are exposed to multiple different forms of violence, including
physical, psychological, and all forms of harassment, bullying and mobbing (Chappell &
Di Martino, 2006). Evidence and data available are still limited and fragmented, and
often in Malaysia, the term workplace violence might sound like something new to many
of us, however in different part of the world, particularly in Europe and USA, it has been
perceived as an important safety issue in the workplace, which need to be thoughtfully

addressed (Shamsudin & Abdul Rahman, 2006).

Besides, in the worldwide, there is no even one single study about risk factors of
workplace violence among officers in Department of Immigration. In fact, if we refer to
their job descriptions, they might be exposed to certain circumstances and situations that
increase risk of workplace violence while performing their task and duty. These
“situations at risk” include those associated with working alone, working with the public,
working with valuables, working with people in distress, working in an environment
increasingly open to violence, working in conditions of special vulnerability, working in
military and paramilitary organizations, and working in zones of conflict (Chappell & Di
Martino, 2006). Generally, all those situations might be experienced by immigration

officers in their everyday lives at work. So, this clearly showed that a study on



workplace violence among immigration officers should be conducted to obtain its

prevalence of workplace violence.

Moreover, the costs of workplace violence are borne by the victim, the
employing organization and society as a whole. It is only in recent times that experts
have started quantifying the multiple and massive costs of such violence. On an
individual level, the cost of personal suffering and pain resulting from violence at work
is hard to quantify (WHO, 2004). They usually lead to lack of motivation, loss of
confidence, reduced self-esteem, depression, anger, anxiety and irritability. A 1993
Finnish study on psychological harassment at work indicated that 59 percent of victims
viewed the situation as “unjust”, 47 per cent had thought of leaving their job, and 37 per

cent suffered from depression (Vartia, 1993).



1.3  Study Justification

There are many reasons to undertake research on workplace violence, but a main
priority is to obtain clear understanding of the problem and issue in different contexts so
that appropriate responses can be developed and evaluated. Most of workplace violence
studies conducted have focused in healthcare setting between doctors and nurses. Yes, it
cannot be denied that workers in healthcare setting are occupations at greatest risk of
workplace violence as many studies have provided many evidences of its prevalence.
However, studies related workplace violence should not merely focused in healthcare
setting as there are many other occupation at risk to workplace violence that might
represents a routine hazard. No occupation can be said to be entirely immune from some
form of workplace violence, it is widely acknowledged that workers performing certain
tasks are at special risk. It is now widely acknowledged that the magnitude of exposure
to violence at work depends not only on a person’s occupation, but also upon the
circumstances or situations under which that person is performing a specific task or duty

(Chappell & Di Martino, 2006).



Therefore, first and foremost, this study gathered data on prevalence of
workplace violence among officers in Department of Immigration Malaysia. As there is
no workplace violence study conducted in Department of Immigration setting, it is
required to explore more into detail about the risk factors contributed to the occurrence
of workplace violence among the immigration officers. National level estimates of
violence at work mask variation in risk among workers with different occupational
characteristics. Previous research has shown that not all workers share the same risk of
violence at work (Mayhew et al.,, 1989, Jones et al,, 1997, Budd, 1999 and 2001).
Therefore, by conducting this study, data regarding the prevalence and risk factors
associated with workplace violence in different occupation will be managed to be
produced. This comparison will be able to identify the strength and weakness of work

characteristics for each occupation in influencing the prevalence of violence.

Most studies suggest that the impact of workplace violence, both physical and
psychological, is felt by countless millions of workers around the globe, with some
occupations and settings experiencing significantly higher rates of violence because of
situational factors over which they often have little control (Chappell & Di Martino,
2006). So, it is hoped that this study will become a first step in providing useful data to
prioritize risk factors that contribute to workplace violence. These data are valuable for
stakeholders in determining the most efficient method to minimize such hazardous

violence in the workplace.
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14  Conceptual Framework

Figure 1.1 shows the conceptual framework of this study that highlights the
independent variables and the dependent variable. The study was conducted among
officers in Department of Immigration Malaysia in Putrajaya, Kuala Lumpur and
Selangor. The associated risk factors that can contribute to the occurrence of workplace
violence are socio-demographic factors, job characteristics, organizational support and
emotional management which considered as the independent variables, while the

dependent variable of this study is workplace violence.
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1.5

1.5.1

iv.

Definition of Terms

Conceptual Definition

Workplace violence: Incidents where staff are abused, threatened or assaulted in
circumstances related to their work, including commuting to and from work,
involving an explicit or implicit challenge to their safety, well-being or health

(WHO, 2002).

Organizational support: Organizational support is a global belief that the
organization recognizes and values employee contribution as reflected in tangible
resources such as pay, rank, job enrichment, rewards or other forms of
compensation and benefits. The second component of organizational support is
the belief that the organization is concerned about the socio-emotional well-being
of employees. (Eisenberger et al., 1986;Levinson, 1965; Sinclair & Tetrick, 1995;

Wayne et al., 1997)

. Emotional Management: Emotional management means people can accept

responsibilities, set goals, be patient in accepting critical comments, and

managing stressful situations (Mohapel, 2015).

Officers in Department of Immigration: Officers in Department of
Immigration are those employees that are working under Department of
Immigration aged of 18 to 58 years old.

13



1.5.2

iv.

Operational Definition

Workplace violence: Physical workplace violence, psychological workplace
violence, verbal abuse, bullying/ mobbing, and sexual harassment experienced by
workers that were assessed by using Workplace Violence in the Health Sector

Country Case Study-Questionnaire adapted from ILO/ICN/WHO/PSI (2003).

Organizational Support: Organizational support factors are quantitatively

assessed by using the 8-item Survey of Perceived Organizational Support.

. Emotional Management: Emotional management factors are quantitatively

assessed by using the Quick Emotional Intelligence Self-Assessment.

Officers in Department of Immigration: Officers in Department of
Immigration in context of this study are respondents that are selected by using
convenient sampling with criteria of Malaysians, working under Department of
Immigration Putrajaya, Kuala Lumpur, KLIA and Selangor, aged of 18 to 58

years old and have been working there for at least one year.
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1.6 Research Questions

1. What are the distributions of (a) socio-demographic factors (b) work characteristics (c)
organizational support factors (d) emotional management factors at work among officers

in Department of Immigration Malaysia?

ii. What is the prevalence of workplace violence among officers in Department of

Immigration Malaysia?

iii. Which type of workplace violence that is most experienced by officers in Department

of Immigration Malaysia?

iv. Who is the most common perpetrator of workplace violence to officers in Department

of Immigration Malaysia?

v. What are the associations between (a) socio-demographic factors (b) work
characteristics (c) organizational support (d) emotional management at work with

workplace violence among officers in Department of Immigration Malaysia?

15



1.7 Objective

1.7.1 General Objective

To determine risk factors of workplace violence among officers in Department of

Immigration Malaysia.

1.7.2 Specific Objective

a)

b)

d)

To determine the distribution of (a) socio-demographic factors (b) work
characteristics (c) organizational support factor (d) emotional management
factors at work among officers in Department of Immigration Malaysia.

To determine the prevalence of workplace violence among officers in
Department of Immigration Malaysia.

To determine type of workplace violence that is most experienced by officers in
Department of Immigration Malaysia.

To determine most common perpetrators of workplace violence to officers in
Department of Immigration Malaysia.

To determine the association between (a) socio-demographic factors (b) work
characteristics (c) organizational support (d) emotional management at work
with workplace violence among officers in Department of Immigration

Malaysia.

16



1.8 Hypothesis

a) There is significant association between (a) socio-demographic factors (b) work
characteristics (c) organizational support (d) emotional management at work with

workplace violence among officers in Department of Immigration Malaysia.
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CHAPTER 2

LITERATURE REVIEW

2.1 Overview of Workplace Violence

Workplace violence or occupational violence is defined by World Health
Organization as "incidents where staff are abused, threatened or assaulted in
circumstances related to their work, including commuting to and from work, involving

an explicit or implicit challenge to their safety, well-being or health".

Basically, workplace violence can be categorized into physical violence and
psychological violence that should be clearly defined with appropriate terms to ensure
specificity of understanding and avoid overlap of its meaning. Some of the most
frequently used terms relating to workplace violence are presented as following

(ILO/ICN/WHO/PSI 2003).
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Lypesof

Detinition Concept Definition

Violencee

Use of physical force , _
Intentional behavior that harms

Physical that results in :
. ] Assault another person physically,
Violence physical, sexual or , )
_ including sexual assault.
psychological harm.

Behaviour that humiliates, degrades

or otherwise indicates a lack of

Abuse N\
respect for the dignity and worth of
Intentional use of Lo
an individual.
power, including : :
. Repeated and over time offensive
threat of physical . o
, behaviour through vindictive, cruel
force, against Bullying/ . -
or malicious attempts to humiliate
Psychological | another person or Mobbing ) o
or undermine an individual or
Violence group, that can result
. . groups of employees
in harm to physical,
. Any unwanted, unreciprocated and
mental, spiritual,
_ unwelcome behaviour of a sexual
moral or social
Sexual nature that is offensive to the

development. .
Harassment | person involved, and causes that

person to feel threatened,

humiliated or embarrassed.

Table 2.1: Summary of definitions of workplace violence

Apart from that, within those definition of workplace violence, it can be
distinguished into internal and external workplace violence. Internal workplace violence
is that which takes place between workers, including managers and supervisors.
Whereas, external workplace violence is that which takes place between workers (and

managers and supervisors) and any other person present at the workplace (ILO, 2004).

19



2.2 Prevalence of Workplace Violence

There is no doubt that workplace violence is a serious global problem as
approximately 2 million employees reported having been victims of workplace violence
in each year (BLS, 2006). According to the U.S. Bureau of Labor Statistics, WPV has
major impacts on the workplace, accounting for about 9% of workplace fatalities in 2015,
and the National Safety Council reported in 2016, 17% of workplace deaths were results
of violence. Additionally, in recent year, 48% of human resource’s professionals in
California said there has been an incident of WPV at their organization (Society of
Human Resource Management, 2019). This phenomenon should now begin to change
and improve as workplace violence emerges an occupational health issue of priority and
concern in all sectors of workplace. However, evidence and data available are still
limited and fragmented, and often in Malaysia, the term workplace violence might sound
like something new to many of us, however in different part of the world, particularly in
Europe and USA, it has been perceived as an important safety issue in the workplace,
which need to be thoughtfully addressed (Shamsudin & Abdul Rahman, 2006). Thus,
this study highlighted that Malaysia should come out with more specific published data
regarding workplace violence in every single sectors of employment, not merely in

healthcare setting.

A cross-sectional study was performed at Queen Mary Hospital over a 1-year
period from April 2003 to April 2004 among nurses with total of participant (N = 420),
(response rate, 25%) and the female to male nurse ratio was 34:3. Findings in this study

suggest that a large proportion nurses which is 320 out of 420 nurses (76%) experienced
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violence in the working environment over the 12-month period. The prevalence of any
kind of violence was 75% and 88% for female and male nurses, respectively with no
significant difference between the two groups (Chi squared test, P=0.084). Subjects were
allowed to identify more than one type of workplace violence. The most prevalent
violence was verbal abuse (73%), followed by bullying, physical abuse, and sexual
harassment. Patients and their relatives were the main perpetrators in all cases. Other
major perpetrators included nursing colleagues, seniors, managers, and doctors.
Although workplace violence is generally confined to verbal abuse, physical abuse and
sexual harassment are not uncommon. Recognition of the severity of the problem is
essential, and further investigation of the impact of such violence can benefit the whole

profession (Kwok et al., 2006).

Meanwhile, other study among U.S Workforce shown findings of 41.4% of
respondents that representing nearly 47 million U.S workers reported having
experienced psychological violence at work. These workers represent nearly a third of
all workers reporting exposure to psychological viloence at work during those past 12
months. Turning to the four specific physical aggressive behaviours examined in the
survey, assault with an object was the most common, being reported by 4.2% of
respondents. Being pushed, grabbed or slapped in anger was reported by 3.9% of the
respondents; being kicked, hit or bitten was reported by 3% and being attacked with a

knife, gun or other weapon was reported by 0.7% (Schat et. al,. 2001).
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In order to determine the prevalence of workplace violence, the questionnaire
was adapted from the “Workplace Violence in the Health Sector Country Case Studies
Research Instruments Survey Questionnaire” developed in 2003 by the International
Labour Office (ILO), International Council of Nurses (ICN), World health Organization
(WHO) and Public Services International (PSI) joint program. It consists of several parts
including workplace violence, physical workplace violence, psychosocial workplace
violence that comprised of 3 parts, which are verbal abuse, bullying / mobbing and
sexual harassment (ILO/ICN/WHO/PSI, 2003). There are several previous studies that
used the similar questionnaire to examine workplaces violence. For example, a study
conducted by Cheung et al. (2017) that assess workplace violence toward physicians and
nurses and its correlates in Macau which also used the which covered 5 domains which

were physical assault, verbal abuse, bullying, sexual harassment, and racial harassment.
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2.3 Officers in Department of Immigration Malaysia

Workplace violence can strike anywhere, and no one is immune. Some workers,
however, are at increased risk. Among them are workers who exchange money with the
public; deliver passengers, goods, or services; or work alone or in small groups, during
late night or early moming hours, in high-crime areas, or in community settings and
homes where they have extensive contact with the public (U.S. Department of

Labor,2002).

Based on job’s descriptions of immigration officers, they might be exposed to
certain circumstances and situations that increase risk of workplace violence while
performing their task and duty. These “situations at risk” include those associated with
working alone, working with the public, working with valuables, working with people in
distress, working in an environment increasingly open to violence, working in conditions
of special vulnerability, working in military and paramilitary organizations, and working

in zones of conflict (Chappell & Di Martino, 2006).
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2.4 Risk Factor of WPV: Organizational Support

Work-life balance is not only the responsibility of the employees, but also of the
employers. Organizations also must take care of their employees by helping them
maintaining a healthy balance between their personal and professional life
(Kumarasamy, Pangil, & Isa, 2015). In other words, organizational must provide the
needed support for the employees to maintain work-life balance. Organizational support
is important in maintaining a good work-life balance. Organizations that did not
understand the importance of work-life balance might abuse their employees’ hard work
and effort. On the other hand, organizations that care about the well-being of their
employees would show support by implementing program and policies that emphasize

on work-life balance (McCarthy, Cleveland, Hunter, Darcy, & Grady, 2013).

Kumarasamy, Pangil, & Isa (2015) found that emotional intelligence, job
engagement and organizational support positively related with work life balance and
technology advancement and work overload are negatively related with work life
balance. Work-life balance is very important among employee and employers in
organizations. The absence of work-life balance has been linked to many negative
consequences that could be detrimental to employee performance (Hobson,Delunas, &
Kesic, 2001). Perceived organizational support was measured using the 8 items from
Eisenberger, Cummings, Armeli, and Lynch, (1997.)The original scale was developed to
measure employee perceptions of how much support there is in an organization (Casper

& Buffardi, 2004).
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2.5 Risk Factor of WPV: Emotional Management

One factor that has been discussed to have an effect on work-life balance is an
individual’s emotional intelligence (Goleman, 2001). According to Thorndike (1920),
having emotional intelligence means the ability to understand and manage people and to
act wisely in human relations. In agreement, Mayer and Salovey (1997) indicated that
emotional intelligence is “the ability to perceive emotions, to access and generate
emotions so as to assist thoughts, to understand emotions and emotional knowledge, and

to reflectively regulate emotions so as to promote emotional and intellectual growth”.

It is important to have emotional intelligence in balancing one’s work-life
because it enables one’s thinking and actions deal with anything with a measure of
balance, maturityand also retain a positive viewpoint almost all the time. In general,
employees who possess emotional intelligence would be able to monitor their own
emotions, and thus also effectively manage feeling and emotions of others (Mayer &

Salovey, 1997).
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CHAPTER 3

METHODOLOGY

3.1 Study Design

A cross-sectional study design was used to determine the risk factors associated
with workplace violence among officers in Department of Immigration Malaysia. This
study was conducted within the time frame of 5 months from January 2019 till April

2019.

3.2 Study Location

Study location for this study was at Department of Immigration Malaysia, located in

Putrajaya, Selangor, Kuala Lumpur and KLIA.
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3.3 Sampling Procedure

Ethical approval application from Ethics Committee for
Research Involving Human (Jawatankuasa Etika
Universiti Penyelidikan Melibatkan Manusia, JKEUPM).

Application of permission and obtaining approval
from the management to conduct research at
Department of Immigration Malaysia.

A walkthrough survey conducted to colle
information about the number <
design and the working environi

283 respondents selected by uSi'h}g;.chven;l,enh

sampling.

A set of self-administered questionnaire was distributed for
each of the respondents for data collection and proceed with
data analysis.

Figure 3.1: Flowchart of Research Procedure
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3.3.1 Sample Population

Respondents for this study were recruited from the officers that recently work at

Department of Immigration Malaysia by using convenient sampling.

3.3.2 Sampling Method

a. Department of Immigration Malaysia in Putrajaya, Kuala Lumpur, KLIA

and Selangor

Purposive sampling method was used in the selection of study
location. The approval from Department of Immigration Malaysia has been

provided before this study being conducted.

From previous study, exposure towards workplace violence was
significantly associated with anxiety, stress and depression. Study revealed a
significant inverse relationship between perceived organizational support and
job stress, this implies that an increase in perceived organizational support
will lead to a decrease in the level of job stress and vice versa. Erkutlu and
Chafra (2006) highlighted that stress is one of the factors that can impede
employees' performance at work. As according to the result from National Health
and Morbidity Survey (NHMS) 2017, it showed that prevalence of depression
and stress by state was high in Putrajaya, Selangor and Wilayah Persekutuan.

That was the reason why those locations were selected.
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b. Respondents

Respondents of this study which are the immigration officers were selected
by using convenient sampling. This study involved both male and female
immigration officers aged between 18 to 58 years old and had at least one year of

working experience at Department of Immigration Malaysia.

First, the name list of all immigration officers was obtained from
department administrative based on their respective departments and locations. From
the name list obtained, a total of 283 respondents who fulfilled the inclusion and

exclusion criteria were selected by convenient sampling.

3.3.3 Sampling Frame

The sampling frame of the respondents for this study is the name list obtained from the
management of Department of Immigration Malaysia. The name list consist all the
names of workers who are recently working in Department of Immigration Malaysia in

Putrajaya, Selangor, KLIA and Kuala Lumpur.
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3.3.4 Sampling Unit

The respondents were selected as the sampling unit. Below are the selection criteria:

a) Inclusion criteria:

1. Malaysian

2. Aged of 18 to 58 years old (allowable working age)

3. Have been working for at least one year.

b) Exclusion criteria:

1. Have been medically diagnosed with mental health problem such as depression.
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3.4 Sample Size

The sample size was determined by using the following formula from Lemeshow,

Klar & Lawanga, 1990.

n=2*0,P(1-P)

d?
Where,
n = Sample size
2% «n = Standard errors associated with confidence interval
P = Prevalence of estimated proportion
d? = Desired precision

According to The National Crime Victimization Survey, the percentage of
prevalence of workplace violence for workers in sectors of law enforcement was 18.9%
(Harrel, 2019). The sample size is calculated as below. At 95% of confidence interval
which has 1.96 of standard errors and 5% of desired precision, the sample size is

calculated as below,

n = (1.96)%(0.189) (1 — 0.189)

0.052

n = 235.5 workers

n = 236 workers
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Another 20% of the sample size is added in case of any likelihood of refusal by

respondents.

20_ X 236=47
100

Therefore, the total sample size required for this study is 283 respondents.
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3.5 Study Instrumentation

3.5.1 Questionnaire

A self-administered questionnaire in Malay version was used in this study to collect data

which comprised of four (4) parts including:

Part A: Socio-demographic and work characteristics

Socio-demographic & work characteristics elicited information of socio-demographic
characteristics of respondents including: age, gender, marital status, race, highest
educational level and household income. In terms of work characteristics, year of
employment, average working hours per day, average working days per week,

participation in shift work and interaction with public were determined.

Part B: Organizational Support

Organizational support is quantitatively assessed by using the 8-item Survey of
Perceived Organizational Support (Eisenberger, Cummings, Armeli, and Lynch, 1997).
It consisted of 8 items aimed at assessing employee perceptions of how much support
there is in an organization (e.g. “The organization would ignore any complaint from

me”). A 7-point Likert scale was used to measure the responses, ranging from 0

(“strongly disagree”) to 6 (“‘strongly agree”).
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Part C: Emotional Management

Emotional management was measured by using a subscale adapted from the Quick
Emotional Intelligence Self-Assessment (Mohapel, 2015). It contains 10 items aimed at
capturing ability to be aware of, understand and manage emotions (e.g. “I can accept
critical comments from others without becoming angry”). A 5-point Likert scale was

used to measure the responses, ranging from 0 (“never”) to 4 (“always”).

Part D: Workplace Violence (WPYV)

Workplace violence was assessed by questions adapted from the “Workplace Violence
in the Health Sector Country Case Studies Research Instruments Survey Questionnaire”
developed in 2003 by the International Labour Office (ILO), International Council of
Nurses (ICN), World Health Organization (WHO) and Public Services International
(PSI) joint program. It consists of several parts including workplace violence, physical
workplace violence, psychosocial workplace violence (verbal abuse, bullying / mobbing
& sexual harassment) (ILO/ICN/WHO/PSI, 2003). Most of the questions provide

multiple choice answers which may be quickly answered by ticking boxes.
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3.6 Procedure of Data Collection

At first, a walkthrough survey was conducted at Department of Immigration
Malaysia in Putrajaya, Selangor, KLIA and Kuala Lumpur before data collection in
order to collect information about the number of workers, work design and the working
environment. After that, a short briefing was conducted to explain about the research and
a consent form was given to every respondents. Then, a set of self-administered
questionnaire were distributed to each of the respondents selected. A period of one week
was given to the respondents in order for them to complete the questionnaire. On the
next week, all answered questionnaires were collected and a token was given to each of

the respondents that participated. All the data collected remain private and confidential.

3.7 Data Analysis

All data collected was analyzed by using descriptive analysis and Chi-square test
from IBM SPSS Statistic Version 22. Prior to further statistical analyzing the data, the
raw data obtained were checked for completeness and normality test was applied to
all continuous data. Descriptive statistics were carried out to determine the distribution
of socio-demographic and work characteristic, organizational support and emotional
management factors among respondents. The result from normality testing showed that
all variables including age, household income, years of employment, average working
hours per day and average working days per week were not normally distributed. Thus,
median is used to describe central tendency of the data, instead of mean. Frequency and

percentage were calculated for each type of WPV. Then, Chi-square tests were run to
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analyze the associations between socio-demographic & work characteristics of
respondents, and organizational and emotional management factors with WPV,

Significance level was set to be at p <0.05.

1. To determine the distribution of (a) socio-

demographic factors (b) work characteristics (c)
organizational support factor (d) emotional Descriptive Analysis
management factors at work among the officers in

Department of Immigration Malaysia.

2. To determine the prevalence of workplace violence
among officers in Department of Immigration Descriptive Analysis
Malaysia.

3 To determine type of workplace violence that is
most experienced by officers in Department of Descriptive Analysis

Immigration Malaysia.

4, To determine most common perpetrators of
workplace violence to officers in Department of  pegcriptive Analysis

Immigration Malaysia.

5. To determine the association between (a) socio-
demographic factors (b) work characteristics (c)
organizational support factor (d) emotional .

management factors at work with workplace Chu-square test

violence among officers in Department of

Immigration Malaysia.

Table 3.1: Statistical analysis
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3.8 Quality Control

The reliability and consistency of the questionnaire were validated by
conducting pre-testing of questionnaire and content validity prior data collection.
The questionnaires were distributed to 10% of the total number of respondents and
the Cronbach’s Alpha value calculated was 0.842 which is the questions had a good
internal consistency. This is to identify questions that do not make sense to
participants, or problems with the questionnaire that might lead to biased answer.
Apart from that, it is also to ensure the understanding and comprehensiveness of the

questions before it being asked to actual respondents.

3.9 Ethical Consideration

Ethical approval for this study was granted by Ethics Committee for
Research Involving Human Subjects (JKEUPM-2018-362) and written consents
have been obtained from all the respondents prior the study. All information about

the respondents is confidential.
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CHAPTER 4

RESULTS

This study was conducted at the Department of Immigration Malaysia that aimed
to determine the prevalence of workplace violence and its associated risk factors among
the officers in Department of Immigration Malaysia. The respondents were selected
from Department of Immigration Malaysia in Kuala Lumpur, Putrajaya, Selangor and
KLIA. In total, 300 set of questionnaires booklets have been distributed, however 283
questionnaires were completely answered and returned by the respondents which
represented 95% of response rate. All data was analysed by using descriptive analysis

and chi-square test from IBM SPSS Version 22.
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4.1 Distribution of socio-demographic factors, work characteristics, organizational

support factors and emotional management factors among respondents

Analyses began with the distribution of socio-demographic characteristics
among respondents as shown in Table 4.1. The majority of those responded in this study
were female (64.0%), aged 31-40 years old (56.2%), married (76.0%), Malay (89.0%)
and SPM leavers (45.9%). The result from normality testing showed that all socio-
demographic variables were not normally distributed. Thus, median is used to describe
central tendency of the data, instead of mean. Th;: median for household income of the

respondents was RM3000, which ranged from RM 1,300 — RM 30,000.
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Table 4.1: Distribution of socio-demographic characteristics among respondents

(N=283)
Socio-demographic characteristics
Variables
f (%) Median Min - Max

Age
<30 76 (26.9)
31-40 159 (56.2)

35.0 19- 67
41 - 50 S=(11.3)
51-60 16 (5.7)
Sex
Male 102 (36.0)
Female 181 (64.0) ] ]
Marital Status
Single 60 (21.2)
Married 215 (76.0) - -
Divorced 8 (2.8)
Race
Malay 252 (89.0)
Chinese 10 (3.5)
Indian 6 (2.1)
Others 15 (5.3)




Education Level
SPM

Diploma

Degree

Master

PhD

Household Income
Below RM3000
RM 3000 — RM8000

Above 8000

130 (45.9)
114 (40.3)
27 (9.5)
12 (4.2)

0 (0.0)

155 (54.8)
114 (40.3)

14 (4.9)

3000 1300 - 30000
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Meanwhile, data in Table 4.2 shows distribution of work characteristics among
respondents. The median for years of employment of the 283 respondents was 10 years
which ranged from 1 to 39 years. For working hours per day and working days per week,
the median value were 9.0 hours and 5.0 days respectively. Most of them are not

working in shift (97.5%) as well as do not working at time between 7p.m and 7a.m

(84.5%).

Table 4.2: Distribution of work characteristics among respondents (N=283)

Variables f(%) Median Min - Max

Years of employment

< 10 years 142 (50.2)

10.0 1-39
> 10 years 141 (49.8)
Working hours/day - 9.0 8-18
Working days/week - 5.0 5-7
Working Shift
Yes 7 (2.5)
No 276 (97.5)

Working at 7pm — 7am
Yes 44 (15.5)

No 239 (84.5)
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Table 4.3 illustrates the distribution for risk factors of workplace violence which
includes organizational support and emotional management. Organizational support
refers to general belief held by an employee that the organisation values his or her
continued membership and is generally concerned about his or her well-being. Whereas,
emotional management is ability to be aware of, understand and manage emotions.
Based on the findings, organizational support has mean score of 36.5 which is high and
this factor was dichotomized by median cut-off points to determine scores obtained
whether low or high. Majority of the respondents reported high organizational support
(95.4%) which means their organization values their contribution and cares about their
well-being as well as fulfil socioemotional needs of the employees. Besides, emotional
management has a mean score of 29.2 and 92.9% of the respondents have high

emotional management ability.

Table 4.3: Distribution of organizational support and emotional management
factors among respondents (N=283)

Risk Factors
Domains
f (%) Mean (#SD) Median Min - Max
Organizational support
Low 13 (4.6)
36.5 (£6.5) 34.0 18 -56
High 270 (95.4)
Emotional Management
Low 20 (7.1)
29.2 (£6.2) 29.0 13-40
High 263 (92.9)
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4.2 Prevalence of workplace violence among respondents.

Overall, 23.0% of the respondents have experienced to at least one of the four
types of the workplace violence with total of 85 cases; verbal abuse has the highest
prevalence (19.1%), followed by bullying/mobbing (5.3%), physical violence (3.9%)

and the least common which is sexual harassment (1.8%).

Table 4.4 Distribution of WPV among respondents (N = 283)

Yes No
Types of WPV
f (%) f (%)
Workplace violence 65 (23.0) 219 (77.0)
Physical violence 11 (3.9) 272 (96.1)
Verbal abuse 54 (19.1) 229 (80.9)
Bullying / mobbing 15(5.3) 268 (94.7)
Sexual harassment 5(1.8) 278 (98.2)

*Respondents could choose more than one type of workplace violence.



Table 4.5 illustrates interaction of the respondents with the colleagues and
general public. Based on the findings, 75.3 % of the respondents answered that they have
interaction with general public during their work and only about 7.4% of them have
routine direct physical contact with the general public. About more than half of the
respondents reported that the frequency of their interaction with general public is at all
the time (50.5%). Most of the respondents are more frequently work with their
colleagues (70.0%) instead of the general public (30.0%). Majority of them are usually
working indoor (91.9%) and number of colleagues present in the same setting is usually

less than 10 officers (64.3%).

Table 4.5 Respondents’ interaction with perpetrators at work (N = 283).

Variables f(%)

Interaction with general public

Yes 213 (75.3)
No 70 (24.7)
Routine direct physical contact with general public

Yes 21(7.4)
No 262 (92.6)
Persons most frequent work with

Colleagues 198 (70.0)

General Public 85 (30.0)
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Sex that you most frequently work with
Male

Female

How frequent you interact with general public

Never
Sometimes

All the time

Spend most of the time working at

Indoor

Outdoor

Number of colleagues present in the same setting
<10

>10

165 (58.3)

118 (41.7)

13 (4.6)
126 (44.5)

143 (50.5)

260 (91.9)

23 (8.1)

182 (64.3)

101 (35.7)




4.3 Type of workplace violence that is most experienced by the respondents.

Overall, verbal abuse (63.5%) was the most common type of workplace violence
reported and most of the victims experienced it with frequency of “sometimes” (14.1%).
Same goes to bullying / mobbing, more than half of the victims experienced it at

frequency of sometimes. For, physical violence, most of them has only experienced it

once in the past 12-months.

Table 4.6 Distribution of WPV among respondents (N = 283)

Physical Verbal Bullying / Sexual
Variables Violence Abuse mobbing  harassment

f (%) f (%) f (%) f (%)
12-months

11 (12.9) 54 (63.5) 15 (17.6) 5(.9)
prevalence
Frequency of WPV
incident
Once 6 (2.1) 10 (3.5) 3(1.1) 2(0.7)
Sometimes 5(1.8) 40 (14.1) 9@3.2) 2(0.7)
All the time 0 6 (2.5) 3(1.)) 1(0.4)
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4.4 Most common perpetrators of workplace violence among the respondents

Table 4.7 shows distribution for perpetrators for each type of the workplace
violence experienced by the respondents. The most common perpetrators for verbal
abuse is general public (14.5%), as well as physical violence, general public (1.8%) is
the most common perpetrator. However, the situation different for bullying / mobbing
and sexual harassment, which is the source of the violence within workplace is mostly

come from their colleagues.

Table 4.7 Distribution of perpetrators of workplace violence (N = 283)

N =283
Physical Verbal Sexual Bullying /
Variables Violence Abuse harassment mobbing
f (%) f (%) f (%) f (%)
12-months prevalence 11 (12.9) 54 (63.5) 15 (17.6) 5(.9)
The perpetrator
Colleagues 3(1.1) 18 (6.4) 14 (4.9) 4 (1.4)
General Public / Clients 5(1.8)  41(14.5) 3(L.1) 1(0.4)
Relatives 1(0.4) 0 0 0
Criminals 1(0.4) 0 0 0

* Respondents could choose more than one perpetrator.
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4.5 Association between socio-demographic factors, work characteristics,

organizational support factor and emotional management factors with workplace

violence.

Further statistical analysis which was chi-square test was performed to determine
association between socio-demographic characteristics, work characteristics,
organizational support and emotional management with workplace violence and the phi-
value indicated the strength for each association between independent variables and

dependent variable.
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Table 4.8 Association between socio-demographic factors with workplace violence

among respondents (N = 283).

WPV
Risk factors Yes No x? p — value
f(%) f (%)

Age
< 35 years old 42(26.3) 118 (73.8)

2.780 0.095
> 35 years old 22(17.9) 101 (82.1)
Gender
Male 25(24.5) 77 (75.5)

0.327 0.567
Female 39 (21.5) 142 (78.5)
Marital Status
Single 15(2201) 53 (77.9)

0.042 0.838
Married 50 (23.3) 165 (76.7)
Race
Malay 59(23.4) 193 (76.6)

0.837 0.360
Non — Malay 5(16.1) 26(83.9)
Highest Education Level
< SPM 24 (18.5) 106 (81.5)

2.760 0.097
> Diploma 9(26.8) 30(73.2)
Household Income
< RM 3000 36 (23.2) 119(76.8)

0.073 0.626
> RM 3000 28 (21.9) 100 (78.1)

*Significant when p-value < 0.05, X2 = Chi-square test
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Table 4.9 demonstrates the prevalence of workplace violence according to work
characteristics among respondents. Based on the results, presence of interaction of
respondents with general public is significantly associated with workplace violence
(p=0.003). Besides, frequency of interaction between respondents and general public
also have significant association with WPV (p=0.006). Other work characteristic
variables such as years of employment years of employment (p=0.801), working
hours/day (p=0.558), working days/week (p=0.836) and working at non-office hours

(p=0.709), were also not significantly associated with WPV.

Table 4.9 Association between work characteristics with WPV (N = 283).

WPV
Risk factors Yes No x? p — value
f (%) f (%)

Years of employment
<10 years 33(23.2) 109 (76.8)

0.064 0.801
> 10 years 31(22.0) 110(78.0)
Working hours/day
< 9 hours/day 54 (22.0) 191 (78.0)

0.344 0.558
> 9 hours/day 10 (26.3) 28 (73.7)
Working days/week
< S5days/week 57(22.4) 197 (77.6)

0.043 0.836
> 5 days/week 7 (24.1) 22 (75.9)
Working Shift
Yes 0 (0.0) 7 (100.0)

2.098 0.148
No 64 (23.2) 212(76.8)
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Working at 7pm — 7am

Yes 9 (20.5) 35(79.5)
No 55(23.0) 184 (77.0)
Interaction with public

Yes 58 (27.2) 155(72.8)
No 7(16.1) 63 (53.9)
Routine direct physical contact with general public

Yes 6 (28.6) 15 (71.4)
No 53(26.1) 150 (73.9)
Persons most frequent work

Colleagues 29 (20.4) 113 (79.6)
General Public 14 (483)  15(51.7)
Gender of public that most frequently work with

Male 28 (28.3) 71(71.7)
Female 14 (27.5) 37 (72.5)
Frequency of interaction with general public

Never 2(15.4) 11 (84.6)
Sometimes 18 (14.3) 108 (85.7)
All the time 45 (31.5) 98 (68.5)
Most of the time working at

Indoor 60 (23.1) 200 (76.9)
Outdoor 5(21.7) 18 (78.3)
Num. of colleagues in same place

<10 37 (20.3) 145(79.7)
> 10 28 (27.7) 73 (72.3)

0.139

8.884

0.006

10.250

0.756

11.600

0.021

2.007

0.709

0.003*

0.807

0.006*

0.685

0.003*

0.884

0.157

*Significant when p-value < 0.05, X% = Chi-square test
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Findings in Table 4.10 revealed that there is significant association between
organization support with WPV (p=0.038), while emotional management and workplace

violence are not significantly associated with WPV (p=0.072).

Table 4.10 Association between organizational support and emotional management

with workplace violence among respondents (N = 283).

WPV
Risk factors Yes No x? p - value
f(%) f(%)
Organizational support
Low 6 (46.2) 7 (53.8)
4314 0.038*
High 58 (21.5) 212 (78.5)
Emotional Management
Low 4 (20.0) 16(80.0)
0.084 0.072
High 60 (22.8) 203 (77.2)

*Significant when p-value < 0.05, X*= Chi-square test
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CHAPTER §

DISCUSSION

5.1 Distribution of socio-demographic factors, work characteristics, organizational

support and emotional management among respondents.

Based on descriptive analysis carried out, the findings showed that the median
age of the 283 respondents was 35 years old which ranged from 19 to 67 years old. This
range of age represents age group of allowable working age for government’s
employees. More than half of the respondents were between 31 and 40 years old
(56.2%). The youngest age of the respondents is at 19 years old. This age factor can be
related as the minimum academic requirement to become an immigration officer is
having SPM and passed immigration course in Malaysia Immigration Academy (AIMM)

several months and the findings showed 45.9% of them are SPM leavers.

This study found the disproportion of gender between respondents, which is most
of them was female (64.0%) and other 36.0% was male. Likewise, the previous study on
workplace violence in Hospital Kuala Lumpur also indicated that 73.5% of their
respondents were female and other 26.5% was male (Zainal, Rasdi, Saliluddin, 2018).

This previous study also stated that nowadays the number of female students in
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academic institutions of higher leamning Malaysia is high and it is estimated that the
proportion of female employees is also likely to increase in future. Furthermore, most of
the respondents were married (76.0%) and Malay (89.0%). In this study, median of the
household income was RM3000 which ranged from RM1300 to RM30000. This is in
line with information from Public Service Commission (PSC) as the basic income for
government employees (Grade KP19) is RM1360. More than half of the respondents
have income below RM3000 (54.8%). The basic wage structure in public sector is based

largely on the requisite educational qualifications for entry into any particular scheme

(WHO, 2013).

For work characteristics, the median of working hours per day among
respondents was 9 hours which ranged from 8 hours to 18 hours per day. This finding
can be confirmed by circular from Public Service Department of Malaysia which is
government working duration is 9 hours for Monday to Thursday and 7 hours 30
minutes for Friday. Some of the respondents (15.5%) are working after office hours
which are between 7p.m. and 7a.m. This usually involved those immigration officers in
Department of Enforcement as they are on duty at authorized border of the country.
Next, for working days per week, the findings indicated that the median value was 5

days which ranged from 5 days to 7 days per week; this was because some of them were

working in shift on weekend (2.5%).
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5.2 Prevalence of workplace violence among officers in Department of Immigration
Malaysia.

This present study decisively contribute to the current literature by highlighting
the prevalence of workplace violence in Department of Immigration Malaysia; 23.0% of
the respondents experienced of at least one type of workplace violence during the past
12-months, in total there were 85 violence cases. Most importantly, the findings are
relatively higher than percentage of workplace violence among government employees
from law enforcement sector in 2011 (8.9%) (Harrel, 2011). Our findings of prevalence
also were slightly increased with data obtained from the past decade in National Crime
Victimization Survey which is the percentage of workplace violence among law
enforcement officers was 9.1%. Thus, our results further support the idea that persons
working in law enforcement occupations had high annual average rate of workplace
violence among the government employees (Harrel, 2011). Thus, our study suggested
possible reason why number of WPV among respondents are much higher because most
of the immigration officers especially those in Department of Visa, Pass & Passport, as
well as Department of Foreign Worker, Department of Enforcement and Department of
Security & Passport Division, their tasks were mainly at counter and have to deal with
hundreds of public in each single day. Respondents were asked about their experience of

being abused within workplace in the previous 12-months.
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Besides, workplace violence that is most experienced by the respondents is
verbal abuse (63.5%) which is of the 283 respondents that complete the surveys, 54
replied ‘yes’ to the question, ‘In the last 12 months, have you been a victim of verbal
abuse in your workplace?’. . These results matched with those observed in previous
study conducted by Jayaratne et al. (2004) that explored violence from clients in
different social work setting (law enforcement, corrections, protective services) in USA,
and found that verbal abuse was the most common form form of violence across all
settings. Similar results have been reported by Macdonald and Sirotich (2005) in Canada
who found that verbal abuse was most common experienced by social workers. This
study highlighted the possible reason why verbal abuse is common; it might because
disability of general public to cope and this affects their capacity to remain in control of
their emotions, which may increase the employees’ risk of being verbally abused. On the
other hand, 3.9% of the respondents’ experienced physical violence in this recent study,
the findings were slightly increased with data obtained from the past decade in National
Crime Victimization Survey conducted by Bureau of Justice Statistics (Duhart, 2001);

which is the percentage of physical assaults among persons in law enforcement sector

was 2.9%.

57



5.3 Most common perpetrators of workplace violence to officers in Department of

Immigration Malaysia.

This study was also set out to determine the source or perpetrator of the
workplace violence within the previous 12-months. As for verbal abuse and physical
violence, general public is the most common perpetrators of the workplace violence.
Whereas, for bullying / mobbing and sexual harassment mostly come from their
colleagues. It is apparent that general public was the main perpetrators in all cases which
those are the primary people whom immigration officers interact every day. These
results were congruent with previous findings that law enforcement employees were

victimized by stranger more than any other occupation (Harrel, 2011).

Possible reason for this, it is because the fundamental cause of the violence
between the respondents and general public in some cases might due to the public cannot
bear to be patient as they have waited too long for their turn numbers to be called. Long
queue in Department of Immigration Malaysia is normal there from 8.a.m to 5.p.m as
there are too many people come for issuing passports, visa, passes or travel documents
either Malaysian citizens, permanent residents or foreign visitors. We proposed the
management should develop some idea to improve the system and service for the public
and provision of improved security is also necessary in these high-risk areas as general
public are also prominent to do physical violence. Seen from this perspective, the

respondents are at risk of workplace violence as their business involves dealing with
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large number of public and those who are under stress situation. Additionally, other
perpetrators included criminals and relatives, which were seemed uncommon in this
study. For criminal-intent workplace violence, the perpetrator has no legitimate
relationship with the business and respondents. This criminal intent type is generally a
robbery or trespassing incident that turns violent. Workplace violence by relatives is
usually occurred when there is personal relationship issue between the employees and
their family members that erupts at work. This recent research revealed only one case of
workplace violence occurred from criminals (1.2%) and relatives (1.2%) in the past 12
months. On contrary with previous survey, average annual rate of robbery in government

workplace for sector of law enforcement was 0.08% (Harrel, 2011).

Other perpetrators included relatives and criminals, which were seemed
uncommon in this study. Workplace violence by relatives is usually occurred when there
is personal relationship issue between the employees and their family members that
erupts at work. As for criminal, the perpetrator has no legitimate relationship with the
business and respondents. This criminal intent type is generally a robbery or trespassing

incident that turns violent.
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5.4 Association between socio-demographic factors, work characteristics,

organizational support factors and emotional management factors with workplace
violence.

Furthermore, one of the main objectives of this study is to determine the risk
factors associated with the workplace violence in Department of Immigration Malaysia.
Therefore, this study was hypothesized to have significant association between socio-
demographic & work characteristics, organizational support and emotional management
with WPV. To definitively prove this hypothesis, Chi-square test was performed to

determine the association between the variables.

Based on the results, this study found no significant association between age of
the respondents with workplace violence (p=0.095). However, it shown respondents
below 35 years old (65.6%) are prominent of experiencing the workplace violence
compared to those above 35 years old (34.4%). This result further support idea of Upson,
2003, that threats at work were most likely to involve younger workers aged 25 to 39.
This present study was also seemed to be consistent with finding data from National
Crime Victimization Survey (NCVS) conducted by Bureau of Justice Statistics (Duhart,
2001) that the workers aged 20 — 34 years old experienced the highest rate of workplace
violence compared to those aged between 12 to 19 and 35 to 49 years old. Younger age
may be a reflection of lack of job experience, resulting in an employees’ inability to
identify or prevent potentially abusive situations (Lawoko et al. 2004, Kamchuchat et al.

2008). This finding indirectly corroborates Privitera et al.’s (2005) finding that job

duration is a protective factor against violence.
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In terms of workplace violence based on gender, this study showed female
(60.5%) had slightly higher prevalence of workplace violence as compared to male
(39.1%); however the chi-square test showed there is no significant association between
gender of respondents with workplace violence (p=0.567). This result further support

idea of Kwok et al., 2006, which is gender is not significantly associated with WPV.

This study also reported single respondents reported higher prevalence of
workplace violence as compared to those who are married and divorced, and yet the chi-
square test proved that there is no significant association were found between marital
status with workplace violence (p= 0.783). This results consistent with previous study
which stated that workplace violence is more common among unmarried workers and
marital status have not shown significant association with WPV (Zainal, Rasdi, &
Saliluddin 2018). In all, Chi-square test carried out from this study did not show any
significant association between workplace violence with all socio-demographic variables
such age (p=0.095), gender (p=0.567), marital status (p=0.838), race (p=0.360), highest

educational level (p=0.941) and household income (p=0.626).

Moreover, based on the results obtained from Chi-square test, presence of
interaction of respondents with general public is significantly associated with workplace
violence (x2=8.884, p=0.003). Frequency of interaction between respondents and general
public is also have significant association with WPV (x?=11.600, p=0.006). This showed

those respondents that deal with general public are exposed to circumstances and
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situations that increase risk of workplace violence while performing their task and duty.
Chappell & Di Martino (2006) have mentioned that working with general public is one
of the “situations at risk” that significantly associated with WPV. However, other
variables for work characteristics that have no significant association with the workplace
violence such as years of employment (p=0.801), working hours/day (p=0.558), working
days/week (p=0.836) and working at non-office hours (p=0.709). This findings differ
from previous study on workplace violence in Hospital Kuala Lumpur that reported
years of employment was significantly associated with WPV which those who have less
than 10 years of working experience have higher prevalence of workplace violence that
indicates less experience workers incurred violence more often than more experienced
workers. This present study showed percentage of respondents with years of
employment less than 10 years and more than 10 years are not much difference which

are 23.2% and 22.0% respectively with (x> = 0.064, p=0.801).

Interestingly, regarding workplace violence based on organizational support, the
findings supported the hypothesis, there is a significant association between
organizational support and workplace violence (x2 = 4.314, p=0.038). This study
revealed that respondents who feel they gained low organizational support (46.2%) are
more prominently to experience workplace violence compared to those that feel they
gained high organizational support. Perceived organizational support is defined as an
impression of employees hold that an organization values them and cares about their
well-being (Eisenberger, Fasolo, & Davis LaMastro, 1990). This demonstrates

organizational supports and efforts play an important role to protect its employees from
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exposure to violence by reducing conflict and incivility among staff, improving work
process and work flow, and enhancing management encouragement of reporting any
violent events (Ametz et al, 2018). However, association between emotional
management and workplace violence was found to be not significant, (x2 =0.084,

p=0.072).

63



CHAPTER 6

CONCLUSION & RECOMMENDATIONS

Overall, this study revealed that officers in Department of Immigration Malaysia
are at a risk of verbal abuse and bullying / mobbing more than physical violence and
sexual harassment. The most common perpetrators of verbal abuse and physical violence
were general public, while colleagues are prominent perpetrators for bullying / mobbing
and sexual harassment. This study suggest that, employees that frequently working with
general public and having poor organizational support are main risk factors that
significantly associated with an increased cases of workplace violence. Thus, increasing
organizational support may reduce workplace violence. This study also confirms that
workplace violence as an important issue for officers in Department of Immigration

Malaysia, which require for more effective measures to overcome this issue.

Hence, it is recommended that further assessment should be carried out to reduce
the identified risk factors and to find ways of solving this issue by conducting violence
audit which is an assessment or diagnosis of the relevant hazards and situations at risk
for work-related violence (DOSH, 2001). One of the best protections employers can
offer their workers is to establish a zero-tolerance policy toward workplace violence.

This policy should cover all workers, patients, clients, visitors, contractors, and anyone
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else who may come in contact with company personnel. Organizational supports play an
important role to protect its employees from exposure towards violence by reducing
conflict and incivility among staff, improving work process and work flow, and
enhancing management encouragement of reporting any violent events. As most of the
violence cases were come from general public, we suggested the employer to provide

speedy and efficient service and rostering more staff at peak periods of operation.

This study also has several limitations. One major limitation was the self-report
design, which holds the possibility of recall bias. Respondents were asked about their
experience of being abused within workplace in the previous 12-months, thus the
estimated prevalence would subjected to recall bias as they might forget on what they
have experienced previously. A second limitation was non-response bias, which may
have resulted in an underestimation of respondents’ exposure to workplace violence.
This was likely because the survey was rather lengthy, as it took 5 minutes or longer for
completing the questionnaires. Thus, some respondents may have failed to complete the
survey or decided not to complete it because they felt it was too long. Another related
limitation was the cross-sectional design, which is unable to determine causality. The
cross-sectional nature of the study design precludes our ability to make statements of
cause and effect regarding our findings (Pedhazur and Schmelkin, 1991), therefore the

results must be interpreted with caution. Thus, follow-up research is needed.
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