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ABSTRACT

The objective of this study is to identify the relationship between employee attitude towards
training (accessibility of training, social support for training and benefits of training) and
employee retention in the telecommunication industry in Kuching. Eighty employees re-
sponded to the self-administered questionnaire. Simple random sampling was used to carry
out the study. Data was analysed using Pearson Correlation Coefficient and Multiple Re-
gression. Only social support for training had a significant and positive relationship to reten-
tion. Thus, it is recommended that managers and supervisors support employees in attending
training as well as provide opportunities for employees to apply what they had learned in
training as it will influence retention in the organization.
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BACKGROUND OF STUDY within two years; now 36% versus 29% in
2012. Essays (2015) stated that the average
voluntary turnover rate for Asia-Pacific
countries is 10% in 2009. Japan reported the
lowest rate with only 5% and India the

highest with 13.8%.

Employee retention remains a key (2015)
reported the rate of employee retention in
Malaysia is still very low; for example, at
40%. Retention keeps on being a key con-
cern for employers in Malaysia due to the
decreasing retention scores, more employ-

i S The expenses for organizations caused by
ees are probably leaving the organization

the employee turnover are increasing, also
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considering advertising, recruitment, selec-
tion, hiring and training. Other than the
expenses, there is also a loss of productivity
and valuable knowledge. Further explained
by Yeong (2005), human resource practices
in Malaysia must change and accept the fact
that the average turnover for any individual
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nowadays and age is two-and-a-half years,
according to one panellist at the Global
Business Services Forum 2017. There is
significant argument among experts and
researchers with regards to the influence
that training has on both employee and or-
ganizational goals. In order to perform well
in such turbulent environment competitive-
ly, organizations need to acquire and utilize
the human resources adequately such as
capital, material, and management infor-
mation systems. For instance, an organiza-
tion usually offers their employees with
effective training and development pro-
grams to enhance employees’ skills, which
in result, empowers them to react to the
rapid changes and growth occurring in the
external environment of the organization
(Edralin, 2011) and retaining important and
potential employees at the same time. These
resources can be used in a very effective and
efficient way to achieve strategic goals.

Slight drop in revenue growth (2017) re-
ported that Malaysia’s telecommunications
industry is among the most developed in
South-East Asia, boasting a mobile penetra-
tion rate of 141.3% in 2016 and slightly
lower than around 149.8% in Singapore.
Ramlan, Yusoff & Pazim (2013) explained
that due to the competition pressure and
inefficient use of resources, there are only
few firms providing cellular phone service
to stay in business, which included Celcom,
Maxis, and Digi. Furthermore, The Statistics
Portal (2018) shows that there were 21.54
million internet users accessing the internet
in Malaysia. This figure is projected to grow
to 23.41 million in year 2022. Whereby, the
number of smartphone users in Malaysia is
estimated to be 19.9 million in 2017.

In addition, telecommunication industry can
be recognized as an industry that offers
sales marketing and quality products and
services to create more value to customer.
Hence, it is implied that employees are in-
deed a telecommunication industry’s valua-
ble assets in terms of soliciting customers
and presentation of the company’s reputa-
tion. Efforts are allocated in shaping and
retaining this human capital but they do not
increase the employee retention. Due to the
loss of knowledge and technical skills, it
impacts on the organization’s productivity,
profitability and quality. For this purpose,
attracting and retaining the potential em-
ployees is on the main tasks of human re-
source department.

Hence, this study is a timely attempt to
study the employees’ view on training as a
means to improve employee retention in the
context of telecommunication industry, one
of the significant contributors to the nation’s
economy.

PROBLEM STATEMENT

The reasons why telecommunication indus-
try is taken into consideration for this study
is that there are very few known studies
done in Kuching. This industry is expanding
rapidly throughout the recent years as cus-
tomer’s demands and expectations are get-
ting higher. Telecommunication is an indus-
try that deliver services and information
most of the time, where it must be profes-
sional and well-prepared so that the em-
ployees are able to entertain or reach the
customers professionally with no doubt.
Hence, training is one of the ways for the
employees to be professional with extra
skill, knowledge and ability in the work-
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place. At the same time, it is essential for
the employer to retain the potential and tal-
ented employees in the organization by
providing them with training and develop-
ment programs as an investment in order to
keep them.

Past studies were limited and focused to-
wards examining the impact of training on
both turnover intention and organizational
commitment and far fewer studies have
investigated those employees who remain in
the organization after they have been given
training (Newman, Thanacoody, & Huli,
2011; Jehanzeb, Rasheed & Rasheed, 2013).
Several studies related to the effect of train-
ing on employees were conducted in the
hotel industry to study whether the employ-
ee is going to leave or stay at the same com-
pany after they have been given training
programs (Alhassan, 2012; Mapelu & Ju-
mah, 2013). There are also a number of
researchers who are more concerned about
the relationship between training and organ-
izational commitment as they believed that
training has a great impact specifically on
organizational commitment (Bartlett, 2001;
Bashir & Choi, 2015; Ismail, 2016; Dias &
Silva, 2016) and job performance (Nassazi,
2013 & Angela, 2014) after the employees
had received the training provided.

Furthermore, the impact of training on em-
ployee retention has not been widely re-
searched in Malaysian context as the studies
are mostly derived from South Asia and
East Asia (Anis, Rehman, Nasir & Safwan,
2011; Sinha & Sinha, 2012; & Chen, 2014).
Hence, this research tries to bridge the gap
to determine whether training is a signifi-
cant variable in influencing intention to stay
among employees in the telecommunication

industry in Kuching, Sarawak. Past research
had been conducted in other industries such
as hospitality industry (Alhassan, 2012;
Mapelu et al., 2013), heavy engineering
industry (Sinha et al., 2012), green industry
(Bitsch & Hogberg, 2004), academic sector
(Salau, Falola & Akinbode, 2014; Terera &
Ngirande, 2014; Bashir & Choi, 2015), and
employment agency (Beth, Hamman,
Piszczek & Ruhm, 2015). Thus, this study
aims to identify relationship between acces-
sibility of training, social support for train-
ing, benefits of training and retention in
telecommunication industry in Kuching.

LITERATURE REVIEW

Irshad (2011) described the support from
family members and flex time culture as a
significant factor towards employee reten-
tion. Compensation, reward and recognition
play an important role in employee’s moti-
vation which leads to employee’s retention
in the organization. Hence, training and
development were found as motivating fac-
tors which lead to employee retention in the
organization. Support and motivation are the
factors among training to retain the employ-
ee in a long run. In addition, it was found in
the study that recognition plays an important
role for the employees as it enables them to
listen that their work is being recognized
and appreciated (Das & Baruah, 2013).
Therefore, it gives the employees an im-
pression that their employers value them in
the organization and this is the reason why
the employees would decide to remain in
the organization.

Past researches show that trends redefining
current retention strategies that go beyond
the salary and benefits package and com-
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pensation (Feldman, 2000) and embracing
employee motivation (Thomas, 2000), as
one of the key factors to oblige the diversity
and long stay of the workforce in the organ-
ization. Employee retention factors consoli-
dating the necessities and desires of em-
ployees at any age enhance levels of indi-
vidual job satisfaction, loyalty, and com-
mitment (Bommer Authority, 2009). Em-
ployees would remain in the organization
due to several factors such as employee
recognition, flexibility and training as top
priorities for prolonging individual em-
ployment. However, Walker (2001) argued
that setting up a supportive learning and
working climate is essential for employee
retention.

Employee Retention

Retention means keeping the potential em-
ployees in the organization and to appreciate
their contributions towards the organization
with a sense of pride and value. Sinha et al.
(2012; p.146) defined retention as “a com-
plex concept and there is no single recipe
for keeping employees with a company.”
From the employee’s perspective, employee
retention refers to the satisfaction of the
employees where they are content with their
jobs and they are more devoted to perform
well and anticipate to enhance their organi-
zational clients’ satisfaction (Denton as
cited in Sinha et al., 2012). Retaining po-
tential and talented employees is critical to
the telecommunication industry as they need
to keep the good employees in the organiza-
tion in order to stay competitive in the mar-
ket.

There are different factors which affects
employee retention but the most common

one is organizational commitment as the
employee values the sense of belonging
within it, agree with its objectives, and are
most probably to remain in the same organi-
zation (Curtis & Wright, 2001). Several
researchers pointed out that human resource
management practices in compensation and
benefits, job security, training and develop-
ment, organizational support, work envi-
ronment and organization justice are able to
reduce the absenteeism rate, enhance em-
ployee retention and better quality work
(Alnagbi, 2011; Haimi, Ahmad, Abdullah
Bandar, Abdullah, Sumilan & Shminan,
2016; and Nabi, Syduzzaman & Munir,
2016).

One of the mechanisms of employee reten-
tion is the use of training programs for the
existing employees (Mulder, 2001). Arthur
as cited in Mapelu et al. (2013) also agreed
that the importance of ensuring employee
retention following training may lie in the
strategic approach used. Therefore, it can be
concluded that one way to retain employee
is through training.

Accessibility of Training

Accessibility of training also known as
availability of training where the employees
feel that they are capable to access and grab
every opportunity to participate in training
programs which are offered by their organi-
zation. It can also be set through the view of
employees with respect to the likelihood to
participate or not in the training programs
offered by organization. The perception of
accessibility of training can be a type of new
opportunity to enhance knowledge, skills
and abilities which has a very significant
impact on organizational commitment (Dias
et al., 2016).
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A few researches suggest that employees
with positive attitudes and perceptions to-
wards availability of training will be more
committed to the organization (Bartlett,
2001). It was also mentioned that availabil-
ity of training programs are significant fea-
tures of improving job satisfaction and per-
formance, and decreasing turnover inten-
tions among employees (Jehanzeb et al.,
2013). In fact, Logan mentioned that many
companies have found out that one of the
variables that greatly helps to retain em-
ployees is the opportunity to learn and try
new things through participating in training
(as cited in Sinha et al., 2012).

Social Support for Training

Support for training can be vertical through
the chain of command, or level by col-
leagues in supporting and motivation to
implement better approaches for solving
problems in the organization (Dias et al.,
2016). Social support refers to support and
encouragement from people around which
enables the employee to receive positive
vibes and influence them in order to per-
form better. It has vital implications for the
proper functioning of the organizations.
According to Eisenberger, Stinglhamber,
Vandenberghe, Sucharski & Rhoades
(2002), they proposed four main factors of
social support for training: colleagues, man-
ager or supervisor, family, and friends. The
perception of this support may also have a
significant commitment as facilitator for a
positive attitude with respect to employees
in their work, through participation in train-
ing programs (Madera, Seteele & Beier,
2011). The social support that they received
from them is able to influence their attitudes

which keeps them motivated to participate
more in training activities.

From past decades, scholars have constantly
assured that social support is an important
source for encouraging the emotional, phys-
ical and overall prosperity of the employees
(La Rocco et al. as cited in Jehanzeb, 2013).
Furthermore, past research stated that social
support increases job satisfaction and com-
mitment, and hence increases retention rate
(Allen & Meyer, 1990). This clearly shows
that employees feel more associated with
the organization with the level of support
that they receive from colleagues, managers
or supervisors in order to participate in
training activities (Bulut & Culha, 2010).
Many reviews have affirmed that support in
the workplace has significant implications
for the smooth functioning of the organiza-
tion on a global level, and this support de-
pends on a very close and restricted core,
which includes their colleagues and direct
supervisors or managers (Newman et al.,
2011).

Benefits of training

Bartlett (2001) distinguished benefits of
training into three categories, which are
personal benefits, career benefits and job-
related benefits. According to Mathew &
Zacharias (n.d.), personal benefits refer to
employees believing that participation in
training programs enable them to organize,
enhance their job performance and make
progress towards their personal develop-
ment or self-improvement. Career benefits
result from participation in training pro-
grams that prompts distinguishing career
objectives, achieving career goals and creat-
ing chance to pursue new career paths. Job-
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related benefits lead to better relationship
amongst colleagues and managers, and pro-
vide a fundamental break from the job.

There are several studies conducted demon-
strate that there are benefits of training, for
instance, it increased performance, and vari-
ables with directly related which are innova-
tion and tacit skills, technical skills and self-
management skills), and indirectly related
(empowerment, communication and plan-
ning) (Aguinis & Kraiger, 2009). Riaz &
Idrees (2013) mentioned that there is signif-
icant relationship between employee belief
about training benefits and the impact on
organizational commitment. The results
uncovered that the employees who are hav-
ing positive attitude towards training as they
perceive that they will get distinctive bene-
fits from training and who expect that they
will get benefits by participating in training
activities, they are probably going to be
more dedicated than the individuals who
perceive training as a leisure activity.

Herzberg two-factor theory

The theory underpinning this study is Her-
zberg two-factor theory. Frederick Her-
zberg, a psychologist, proposed a two-
dimensional view of factors that will influ-
ence individual’s attitudes towards work
which are hygiene and motivator factors. He
believes that if the needs of the employees
are satisfied and motivated, the employee
will stay in their workplace as long as it
could be. According to Herzberg, Mausner
& Snyderman (1959), the factors of hygiene
are interpersonal relations, supervision,
company policy or administrations, salary
and working conditions. These factors refer
to physiological needs which the employees

wanted and expected to be fulfilled. As in-
dicated by the theory, the absence of hy-
giene factors can lead to job dissatisfaction
and increased turnover, but the presence of
motivators factors often lead to high reten-
tion rate (Coetzee & Schreuder, 2013).

In contrast, there are factors that are able to
improve a person’s job or influence an indi-
vidual to remain in the same organization,
which are motivation factors. Those factors
are strong determiners of job satisfaction
which are achievement, recognition, work
itself, responsibility and advancement.
Training can be considered as part of moti-
vation factor. These are the factors that
make an individual happy with their work.
The only differences from motivators are
the fact that they are not related to the con-
tent of the work but to the context of the job
(Armstrong & Taylor, 2014).

The presence of hygiene factors and the
absence of motivators cause employees
turnover intention (Maliku, 2014). It is im-
portant that in order to retain potential em-
ployees, organizations should always find
ways of motivating employees to stay with
the organization. Retaining people is a long-
term relationship between employees and
the organization.

METHOD

Population are all employees in three major
telecommunication companies in Kuching.
Minimum sample size was 73 respondents
identified using formula by Godden (2004).
Simple random sampling was used to carry
out the study. About 120 questionnaires
were distributed through human resource
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manager and 80 questionnaires were col-
lected, resulting in 66.0% response rate.

Instrument

The instrument used in this study is close-
ended questionnaire. It consists of 3 sections
which are demographic factor, employee
attitude towards training and employee re-
tention. Employee attitude towards training
was viewed as the independent variables
and was divided into three sub-variables,
which are accessibility of training, social
support for training and benefits of training.
Accessibility of training and benefits of
training measured using Newman et al.
(2011) consist of 5 items and 8 items re-
spectively. Higher score indicates better
access to training in organization and higher
scores indicated high benefits of training
received by employees. The alpha coeffi-
cient for the scale of accessibility of training
and benefits of training was 0.903 and 0.859
accordingly. Social support for training was
measured by 7 items taken from Maliku
(2014) and Newman et al. (2011). Higher
score indicates high support received from
supervisors and colleagues. The alpha coef-
ficient for the scale of social support for
training was 0.896. To measure employee

retention, the researcher used 10 items taken
from Newman et al. (2014), Kyndt, Dochy,
Michielsen, & Moeyaert (2009), Byrne
(2010), Ng, Lam, Kumar, Ramendran &
Kadiresan (2012). Items included “I see my
future within this company” and “I never
think of quitting my job.” Higher score indi-
cated higher willingness to stay in the or-
ganization. The alpha coefficient for the
scale of employee retention was 0.941. The
guestionnaire was measured using 5-Likert
Scale ranging from 1 to 5, whereas 1 is
strongly disagree, 2 is disagree, 3 is neutral,
4 is agree and 5 is strongly agree.

FINDINGS AND DISCUSSION

Table 1 shows the Pearson Correlation test
to determine the relationship between acces-
sibility of training and intention to stay. The
results show that r = .071 and p = .533
where the p-value, .533; indicated that there
is no significant relationship between acces-
sibility of training and employee retention.

Present study shows distinct results which
are similar to Jiang and Klein which ex-
pressed that accessibility of training does
not enhance employee retention because
employees regard them as hygiene factors

Table 1: Mean, Standard Deviation and Pearson Correlation Test between training related
variables and retention (N=80)

Section Mean SD Level r p
Accessibility for Training 4.14 78 High .071 .533
Social Support for Training 3.79 .85 Moderate 247 .027
Benefits of Training 4.12 .66 High .073 518
Retention 3.81 .93 Moderate
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which are necessary to be available (as cited
in Terera & Ngirande, 2014). From the find-
ings, it can be concluded that most of the
employees received low training opportuni-
ties to expertise in their field career as they
seldom undertake general training programs
and seminars outside of the organization.

In western context, Shelton (2001) found
some of the respondents stated that they had
declined the accessibility of training. Be-
sides that, Mueteswa & Ortlepp (2011) in
their study in South Africa for management-
level employees had found that the lack of
effective training opportunities also contra-
dicted in current study as it has a significant
impact on managerial-level employees’
intention to leave the organization.

Furthermore, the results show that r = .247
and p = .027, indicated that there is a mod-
erate relationship between social support for
training and intention to stay. Present find-
ing is supported by Eisenberger et al. (2002)
as they found superior support absolutely
influences employee retention. The relation-
ship between superior or manager and em-
ployees play an important role in employ-
ees’ intention to stay. In the context of East
Africa, Greenhaus (as cited in Maliku,
2014) that employees see in regards to or-
ganization are strongly concerned with the
relationship with superior. If superior al-
ways support, open communication and
have strong relationship with employees, the
turnover intention are likely less and they
are more engaged with organization and will
never look for any other new employment
opportunity rather than remain in the same
organization and vice versa (Eketu & Edeh,
2015). This is due to the employees are able
to receive open, honest and constructive

feedback on their performance from their
superior. By doing this, they are able to
come up with new ideas after attending the
training program whereby they are provided
with clear job objectives and instructions.
This situation can be related with Herzberg
Two-Factor Theory where the Herzberg’s
motivation factor (recognition) is often said
to lead to high rate of retention (Coetzee et
al., 2013). Furthermore, Isimoya & Bakarey
(n.d.) affirmed that employees are more
likely to place higher value on training pro-
grams that are highly valued by their man-
agers and supervisors. This clearly shows
that if the superior recognized them, they
feel that they are being valued. Thus, they
are satisfied with their employment as they
received recognition and their responsibility
to contribute to the achievement of work
objectives (Aguenza & Som, 2012).

Silbert (2005) argued that employees re-
spond to support and encouragement regard-
less of the environment is profession or
personal (as cited in Maliku, 2014). Superi-
or can provide valuable or significant feed-
back to employees and make them feel val-
ued by the organization so that they will not
have the intention to leave. The feedback
from superior causes employees to feel
more responsible, confident and empowered
(Bratton & Gold, 2003). Hence, sooner or
later they will feel a lot of loyalty and have
strong sense of belonging to the organiza-
tion.

Table 1 shows no significant relationship
between benefits of training and intention to
stay. Present findings is supported by Tiwari
(2015) where the researcher found that am-
bitious employee start seeking for other job
opportunities due to unclear career path
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within in the organization which cause them
to leave the organization as they feel that
they did not get any benefits from training.
The employee did not receive a better idea
of the career path that they wanted to pursue
and also lack of opportunities to pursue
different career path. Hence, it courses em-
ployees to have difficulties in enhancing
their career development in the organization
in long period of time and intention to turn-
over is their only choice they could make. In
addition, if they are lacking skills and
knowledge, they will not get promotion
from the top management. Since they got
little room for promotion, they start to think

that they do not have the sense of belong-
ingness in the organization anymore be-
cause they are not being valued by the or-
ganization, and hence, they intend to leave
the organization in the end.

Multiple regression analysis was used to test
if the employee attitude towards training
significantly predicted intention to stay.
Table 2.0 shows the results of the regression
indicated the two predictors, explained
27.8% of the variance (R2 = .072, F (1, 76)
= 1.977, p=125). It was found that social
support for training significantly predicted
intention to stay (B = 25, p<.05). Thus, it

Table 2: Model Summary Table (Multiple Regressions)

Model Summary

Model R

R Square

Adjusted R Square Std. Error of the Estimate

1 .269* .072

.036 91948

a. Predictors: (Constant), Accessibility, Social Support, Benefits

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 5.015 1 1.672 1.977 .125°
1 Residual 64.254 76 .845
Total 69.269 79

a. Dependent Variable: Retention

b. Predictors: (Constant), Accessibility, Social Support, Benefits

Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
(Constant) 2.066 0.909 2273  0.026

0.086
Accessibility 0.103 0.136 0.756  0.452

1 0.255
Social_Support 0.278 0.121 2.289  0.025

0.047
Benefits 0.066 0.16 0.41 0.683

a. Dependent Variable: Retention
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can be concluded that social support for
training is the most dominant factor of in-
tention to stay.

Implications of Study

This research helps the organization to un-
derstand the influence of training towards
employee retention which is social support.
Thus, the managers can ensure the employ-
ee retention by providing support for train-
ing. Training is a huge investment for the
organization as they foster employee loyalty
and reduces turnover intention. Hence,
managers or supervisors should always en-
courage the employees to come up with new
ideas which are beneficial to the organiza-
tion so that all the difficulties can be solved
effectively and efficiently. The superior
should give clear job objectives and instruc-
tion to the employees. This enables the em-
ployees to carry out every task with mini-
mum mistakes. Thus, they are able to pro-
duce quality work and increase productivity
in order to achieve the goals of the organiza-
tion. When the employees have the sense of
accomplishment, they intended to stay long-
er in the same organization as they are able
to develop career over a long period of time.

CONCLUSION

The study demonstrated that there is a sig-
nificant relationship between social support
for training and employee retention in tele-
communication industry in Kuching. Thus,
it is imperative for managers to encourage
employees to attend training as well as
providing opportunity to apply what they
have learned in training. The support not
only increase competency of the employees

but it will assist in retaining employees in
the organization.
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