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Abstract: The purpose of this study is to explore and examine employees’ perceptions of recognition and appreciation among
Telekom Malaysia (TM) employees in Melaka and the psychological influence it has on their job satisfaction, performance,
productivity, and commitment towards the organizational goals. According to one of the laws of psychology which “says if you want
someone to repeat a behavior, you should positively recognize the behavior immediately”. Thus, it has been positively affirmed that
every human being like to be recognized and appreciated because it is an innate aspiration. Conversely, even though there is nothing
complex about recognition and appreciation, studies has found that these items consistently receive the lowest ratings from
employees. Furthermore, research conducted over so many eras constantly and consistently discovered that people care about fair
treatment, thus, recognition and appreciation of employees must be done appropriately and timely in order for the program to be
effective and efficient and achieve its full objective and set goal of motivation. The constructs that will be used in this study will be
operationalized using previously-validated and originally developed measures with little or no modifications where necessary to suit
the present research context while the primary data of this research will be analyzed using AMOS software.
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energy they will need to succeed in challenging times.
Those companies that use relevant compensation and
rewards as strategic resource tools will be able to
realize the tremendous potential of their employees,
working together.

This purpose of this study is to explore employees’

1. Introduction

In one of recognition study by Nghi and Yecenia [1]
on the IT employees, the study discovered that
successful practices, where providing a persistent and
accurate feedback to IT staff, recognition and
noticeable rewards develops the teamwork spirit, and

makes an achievement of balance between an
individual’s professional and personal identity.
Recognition and appreciation systems are an
important part of the change that is necessary for any
transformation to be effective. A thorough rethinking
and restructuring of recognition and appreciation
practices which are aligned with new organizational
goals and culture will give companies the focused
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perceptions of recognition and appreciation among IT
employees in Melaka and the psychological influence
it has on their job satisfaction, performance, productivity,
and commitment towards the organizational goals.
Research consistently finds that people care about fair
treatment. When individuals perceive that they are
treated fairly, they express greater satisfaction with
social relationships [2]. This is suggests that
organizations and their systems and processes are
vulnerable to the power of human perceptions.
Considering that human wants and needs are unlimited
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and insatiable and also putting into consideration that
employee motivation is a basic psychological process.

Limaye and Sharma [3] exploration on employees
motivation, stated that today’s workforce is much
more articulate about their needs and wants as well as
desiring the best of everything; competitive salaries,
comfortable lifestyles, job  security, career
enhancement options, work-life balance. As human,
our wants and need are unlimited and can never be
satisfied, acknowledging this fact, this is why
organizations need to have well-defined philosophies
and strategies which will help them develop
innovative, intrinsic ways of motivating and engaging
with their employees. While many are struggling to
make the difference, some organizations have
institutionalized robust practices and effective
processes that go a long way in impacting employee
perception. Agreeing on Manoko [2]; Cokins [4]; the
writer states that if organization make use of the
wrong key performance indicators, then the behavior,
priorities and decisions of employees and their
organization as a whole will not be well aligned with
the direction of the executive team.

It is noteworthy to know that an organization can
use recognition as a strategic measure to show
employees that their contribution to the organization is
recognized, and in so doing, influence their motivation
and job performance. Manoko [2] the study revealed
that organization could improve and encourage the use
of effective recognition in the feedback process of the
performance management system. The study findings
stated further that recognition program could also
influence the company to consider a more structured
approach to recognition that would enable the high
performance culture it strives to attain. Hence, this
present research will examine the psychological role
recognition and appreciation plays in motivating
employees and the moderating role of self-esteem.
The study will explore which of these factors,
recognition or appreciation, has a greater influence on
employee job satisfaction and performance.

2. Review of the Literature

One of the reason to motivate an employee through
recognition in an organization is to increase the
existence of the both the employee and the organization.
It was revealed that workplaces are suffering with
employees who are unmotivated and overall job
satisfaction and work performance is failing [5]. Thus,
if the organizations were well educated on how to
motivate their employees would be happier and the
company as a whole would be more advantageous and
valued. Employee recognition can go a long way, and
it doesn’t need to be costly, or timely. In times when
organizations are closely watching expenses, rewards
and recognition are a low-cost, effective way of
encouraging employees to perform at higher levels [6].

Recognition is said to be an important key to the
success of an organization because it helps people
understand how their behaviour makes a difference to
both their personal and the organization’s goals.
Recognition, properly communicated, employees feel
a greater sense of ownership, accountability, and pride
[7]. There is not a more effective way to motivate
employees than to achieve the desired goals of the
organization. These means should include creating a
strong, respectful and supportive relationship between
the organization’s managers and employees, including
a focus on genuine expressions of appreciation for
specific employee achievements, service milestones,
and day-to-day acknowledgement of performance
excellence. Overall, recognition can be summed up by
the following: nothing is better than a sincere “thank
you for a job well done” [8].

According to a study on employee’s recognition by
Theresa, it was pointed out that if an organization’s
recognition program is well structured and effective, it
will be a key building block to its human capital
management system. Recognition needs to be
designed to provide feedback to employees about their
strengths and weaknesses, including recommendations
on development opportunities that impact career
progression for both the employee and the
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organization [9]. Recognition can be used as a tool to
identify performance challenges and opportunities and
identifying solutions. However, it was concluded that
options are only limited by the imaginations and
creativity of the individuals who decided to utilize
recognition to enhance employee performance. It is up
to the management of the organization to ensure that it
does not stand in the way of progress.

2.1 Recognition and Appreciation and Its Significant
Outcome

When a person feel appreciated and valued for his
or her contributions in the place of work, it always
leads to more spirited innovative environment,
increased employee engagement, commitment, less
staff turnover, higher customer satisfaction ratings and
the organization grows in its sense of purpose [10]. In
a similar exploration according to Jeff [11] states that
it is everyone aspiration to feel important, yet many
organizations manage to make their people feel quite
the opposite. It could be seen as a lack of simple
appreciation, or a greater focus put on making numbers,
and not valuing employees. Some employees might feel
like a mere number that no one in any kind of position
above them listens to them or even knows they exist,
much less work there. Managers who do show some
appreciation might not show it in a timely manner, or
the rewards given might have little if anything to do
with what the employees truly find valuable.

It was suggested by Ajila [12] that for an individual
to be motivated in a work situation, there must be a
need, which the individual would have to perceive a
possibility of satisfying through some reward. If the
reward is intrinsic to the job, such desire or motivation
is intrinsic. Maheshwari (2011), Seligman and Ajang
(2007), Csikzentmihalyi (2000), Seligman (1998),
Linder (1998), Kreitner (1995), Buford, Bedeian and
Linder (1995), Higgins (1994) [13-18] talked about
motivation as “the psychological process that gives
behavior purpose and direction, a predisposition to
behave in a purposive manner to achieve specific

unmet needs, an unsatisfied need, and the will to
achieve, respectively.

2.2 The Moderating Effects of Self-esteem

Moderator which can also be referred to as
independent factor in this study is to give direction of
the relationship on the relation between recognition or
appreciation and Job Satisfaction and Job Performance.
According to Bennet’s (2000) research on mediator
and moderator variables provide useful information
about how, why, or when a phenomenon occurs. For
example, “mediator” is often used as if it meant
“predictor”. A mediator or moderator is a third
variable that changes the association between an
independent variable and an outcome variable [19].
Thus, consideration of a mediator or moderator allows
a more precise description of the relationship between
independent and outcome variables. If a researcher
fails to consider the possibility of a mediator or
moderator effect in the data, a more exact explanation
for an outcome may be missed.

2.3 Moderator as an Independent Variable

A moderator is an independent variable that affects
the strength and/or direction of the association
between another independent variable and an outcome
variable. The moderator interacts with the independent
variable of interest so that the independent variable’s
association with the outcome variable is stronger or
weaker at different levels of the moderator variable. In
other words, the association of the independent
variable with the outcome variable “depends on” the
value (or level) of the moderator variable [20]. A
researcher who includes a moderator in the model
wants to know “when” the relationship occurs
between the independent and outcome variables.
Therefore, the researcher is usually more interested in
the independent variable than the moderator.

2.4 Content Theories

Content theory which includes the work of Maslow;
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Herzberg, explains why human needs change with
time. Content theories explain the specific factors that
motivate behaviour. However, for this present study,
Herzberg two-factor theory and Abraham Maslow
theory are the main two theories apply, because their
main idea is on non-monetary or rather intrinsic value
and it was affirmed that it can be more important
source of motivation.

2.5 Herzberg’s Two-Factor Theory

Herzberg’s Two-Factor will be used as the main
theory of this study with support of Abraham Maslow
hierarchy of needs. These two theories explain the
effect of employees’ motivation and its psychological
outcome. In his theory findings he bifurcates two
factors; Hygiene factors (basic pay, job security,
friends in the workplace) and Motivational factors
(recognition,  achievement, advancement, and
challenging work) which he says were the key
ingredients for an employee’s satisfaction at the
workplace [21]. Herzberg, suggests that there are
factors in a job, which enhances satisfaction when
available. These are called intrinsic factors
(motivators) but when these factors are absent, no
much demotivation would occur.

2.6 Maslow’s Hierarchy of Needs Theory

Abraham Maslow is considered to be the father of
Human Psychology who designed a pyramid to
understand the different levels of human motivation.
These hierarchical levels from bottom to top were
Physiological needs, Security, Social, Esteem and
Self-actualisation which corresponded different stages
of human motivation [22]. The most important
statement by Maslow linking to this research is that
‘his hierarchical arrangement didn’t actually imply
focusing more on the higher needs because they were
better, rather the lower needs because without the
lower level needs satisfied, the higher level needs
didn’t appear’ [22], meaning that motivation and job
satisfaction levels of employees are not static and does

not come down to one of the hierarchical needs being
either the lowermost (Physiological need) or the
topmost  (Self-actualisation need) but rather a
combination of certain needs depicting certain factors.

3. Research Hypothesized Model

Based on previous literatures and content theories,
this present study developed a research hypothesized
model in order to give this study guidance and
direction. As this study aims to survey the
psychological influence of recognition and
appreciation on employees’ job satisfaction and
performance among IT employees of Telekom
Malaysia (TM). Thus, recognition and appreciation
are regarded as endogenous variables; self-esteem as
the moderating variable, while job satisfaction and job
performance are considered as the exogenous
variables for this study. The research model of the
study is given in Figure 1.

In this study, cross-sectional study design with an
exploratory and descriptive design will be used.
According to Sekaran and Bougie [23] and Spector
[24] cross sectional study is a study which data are
gather just once (days, weeks or months) to answer
the research question. However, exploratory and
descriptive designs focus on the occurrence of interest,
which according to this study, is to find out whether
intrinsic motivational package i.e. recognition and
appreciation have any psychological influence on IT
employees job satisfaction and performance and help
in identifying factors that may lead to job satisfaction.

3.1 Population/Sampling

This study population from which the sample will
be drawn for the study will consists IT employees of
Telekom Malaysia. TM is chosen for this study because
it is the best sought after internet service provider in
Malaysia. Telekom Malaysia Berhad DBA (TM) is
Malaysia’s leading telecommunications company, with
a history dating back to 1946. Beginning as the
national telco for fixed line, radio and television
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Fig. 1 Research hypothesized model (source: self-construct based on theories).

broadcasting services, it has evolved to become the
largest broadband services provider
(www.tm.com.my).

3.2 Sampling Procedure

Sampling is the process of selecting a sufficient
number of the right elements from the population as
affirmed by Sekaran and bougie [23] in order to
enable the study select appropriate sample and an
understanding of its properties or characteristics make
it possible for generalization. Sample size should be
appropriate for the analysis that is planned [25, 26].

Nevertheless, neglecting the limitations involved, a
non-probability sampling design, namely, convenience
sampling will be used to obtain require sample size for
this study. This study chose convenience sampling
method because it will enable the researcher to collect
information from members of the population who are
most easily accessible and conveniently available to
provide the required information [27, 28].

3.3 Instrumentation

The constructs that will be used in this study will be

operationalized using  previously-validated and
originally developed measures with little or no
modifications where necessary to suit the present
research context (Table 1). Each of the measures will
consists of multiple items that are evaluated by using
5-point Likert scales to elicit participant perceptions
that will allow frequency, central tendency, and
correlative measures of the responses. The research
will be designed in such a way that information about
a large number of people will be deduced from
responses obtained from a smaller group of subjects.
Furthermore, due to the nature of this study
respondents, the questionnaire will be translated from
English to Bahasa Melayu.

3.4 Data Analysis Tools

The primary data of this research will be analyzed
using AMOS software. The statistical program that
will be used for the analyses and presentation of data
in this existing research is the Structural Equation
Model (SEM-AMOS). The descriptive statistics will
be utilized based on frequency tables and graphical
illustrations to provide information on key biographical
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Table 1 Adapted from Steve Burrel [29].

Scale 'I\IO' of Adapted from Sources
tems

Operational Definition

The measures for recognition
were developed by Brun and
Dugas; Paquet et al. [30, 31].

Recognition 16

The measures for
Appreciation 10
by Eisenberger et al. [32].
The measures for
Self-esteem were developed
by Pierce et al..
Job Satisfaction was
measured using six items
developed by Brayfield &
Rothe [33].
The measures for Job

Self-esteem 10

Job Satisfaction 10

Job Performance 15
by Paterson.

This term is defined as employees’ perceptions of the degree to which their
efforts are acknowledged through a constructive reaction stemming from a
judgment of the employee’s contribution as a matter of work practices, and
of personal investment and mobilization [34].

This phrase is defined as the degree to which employees believe that the
appreciation were developed organization values their contribution and cares about their well-being [32].
Sometimes this can be in form of organizational support.

This is termed as feelings of worth or value employees feel within their
workplace Payne; Pierce et al..

This term is described as the degree of affective attachment to the job [35].

The term Job performance is known as a scalable action, behavior and
Performance were developed outcomes that employees engage in or bring about that are linked with and
contribute to organizational goals, Viswesvaran.

variables in this study. This will followed with
presentation of the inferential statistics based on
examination of each hypothesis formulated for the
research.

4. Conclusions

Based on previous studies exploration, it appears
that many studies have not been done on appreciation
as a motivating factor. Thus, this study anticipate that
combining these two concepts together (Recognition
and Appreciation) will further add to body of
knowledge by providing useful and up to date
literature for future researchers. Study has established
in the past that one of the best ways to gain and infuse
commitment into an employee is through simple
acknowledgement of that effort immediately. This
study also expected that the findings of this present
study could offer guiding principle in developing a
suitable and applicable intrinsic rewards system for
information technology organizations and other
establishments.
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