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Abstract: In the context of the local governments, this paper aims to investigate the
relationships among coping, hope, optimism, psychological stress, service performance, and
customer orientation. A questionnaire survey was conducted and 424 questionnaires were
collected and analyzed. The goodness of measures was analyzed using the survey data. The
correlation of the measurement scales and the item's international consistency were found to
be satisfactory.
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1. Introduction

Local governments are regarded as essential agencies that provide services to citizens. A
critical element in this regard will be the quality of the services rendered by these agencies.
Public sector organizations, such as local authorities, encounter specific challenges when
assessing service quality. These challenges arise from their distinct organizational goals and
the characteristics of the services they provide (Wisniewski & Donnelly, 1996). Even if
adequate resources are assigned to deliver services, there will be no guarantee that these
resources will be efficiently employed. It can arise due to insufficient expertise, limited
financial capability, or a lack of openness and responsibility from service providers (Khale &
Worku, 2013). Local government professionalism perceptions may be affected by disciplinary
infractions, lack of integrity, inadequate competence, or performance delays (Dewi et al.,
2020). Local government management must face future problems, such as managers needing a
shifting skill set, varying decision-making processes, and the developing nature of service
delivery (Reilly, 2014). Local governments control public expenditures and provide essential
services (Mu, 2017). Local governments are responsible for providing various services to
residents within their jurisdictional boundaries. As a result, local governments must improve
their responsiveness to community needs and increase their capacity to meet their
responsibilities. In addition, performance reviews are required to ensure constant delivery of
high-quality services. Local governments justify the existence of significant financial
investments by offering cutting-edge services that are rapid, effective, adequate, timely, and
satisfactory.
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2. Literature Review

Assessing the performance of local authorities in delivering services is a crucial focus of study
and implementation in the field of public administration (Li & Dong, 2010). Local authorities
must evaluate their service performance by utilizing a range of performance measures and
considering stakeholders' opinions. The provision of services can vary significantly between
urban and rural areas since authorities encounter difficulties distributing resources to ensure
fair and equal access to services in all communities.

According to Colquitt (2011), service performance refers to how employee behaviours
contribute to achieving favorable or bad organizational goals. Performance is the outcome of
work closely aligned with the objectives of organizational strategy, customer happiness, and
contributing positively to the economy. Performance refers to the execution of tasks and the
outcomes obtained from those tasks (Armstrong, M. and Baron, A., 1998). The quality of
service heavily influences customer happiness and trust. Neely, Adams, and Kenerley (2009)
assert that performance measurement primarily emphasizes efficiency and efficacy. The
evaluation also includes assessing organizational resources' effectiveness in meeting
stakeholders' needs and expectations. Most local government service performance studies
employed statistical methodologies to determine and evaluate consumer satisfaction and
performance.

2.1 The Research Conceptual Framework

The conceptual framework for this research is illustrated in Figure 1. The association between
coping, hope, and optimism, as well as psychological stress in the local governments of
Sarawak employees, are investigated in this study. The method by which customer orientation
modifies the relationship between service performance is also explored in this paper.
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Figure 1: Conceptual Framework
3. Research Methodology

3.1 Research Design

This study employs a quantitative approach to answer the research objectives. Quantitative
research is frequently employed insocial science to examine the associations between
variables, resulting in outcomes that possess prescriptive, explanatory, or confirmatory
qualities (Williams, 2011). It is complemented by recommended practices such as item
reductions and assessment of factor structures (Hair et al., 2010; Kaiser, 1974), followed by
reliability and validation exercises (Tabachick & Fidell, 2007). Survey research is a method in
which researchers send questionnaires to survey respondents. The survey data is then
statistically analyzed to draw meaningful research conclusions. The quantitative survey
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methodology uses questionnaires to collect data from a representative sample of Sarawak's
local authority’s employees. This study uses quota sampling. From an estimated 3,500 Sarawak
local authority personnel, 500 of diverse genders, ages, employment positions, and departments
were sampled. The present study applied the Structural Equation Modelling (SEM) technique
for path modelling and factor analysis of the constructs. SEM is a second-generation
multivariate data analysis technique that allows the simultaneous modelling of relationships
among multiple variables (Hair et al., 2014; 2017). The ability to test the links between multiple
independent and dependent variables resembles the main advantage of the second-generation
statistical analysis method. The researcher personally administered it to the respondents.

3.2 Instrument Development and Survey

A comprehensive list of items was generated in the literature reviews that would capture each
of the domains of the construct. The purpose was to create item pools from the existing scales
and create new items that appeared to fit the construct definitions. The final eighty-three (83)
out of six (6) variables were identified, and this was initiated. The draft questionnaires included
the introductory letter, demographic profile, coping, hope, optimism, psychological stress,
service performance, customer orientation, and an emphasis on measure. The questionnaire is
written in English and Malay and presented on the same rating scale. The questions were
measured on a seven-point Likert-type scale ranging from 1 (strongly disagree) to 7 (strongly
agree). The draft questionnaire seeks expert advice from those with relevant backgrounds
regarding scale dependability, content, and face validity (Sweeney & Soutar, 2014).

3.3 Sampling method

Quantitative research uses mathematical, computational, and statistical methods to find a
cause-and-effect link between two factors. Ahmad et al. (2019) said the study is also called
empirical research because it can be measured precisely. The researcher can sort the data into
groups, rank it, or use units of measurement to figure out how big or small the data sets are.
Selecting a subset of a population to serve as a representative sample is known as sampling
(Mugo Fridah W., 2002). Thus, the appropriate method was used to select sample sizes to
minimize the possibility of biased results. Therefore, sample size denotes the number of
individuals that ought to be incorporated into the experimental study before initiating the
investigation, as mentioned by Kirch (2008). The questionnaire surveys were distributed
among the Sarawak local authorities employees. The study targeted 500 respondents from local
authorities and employees in Sarawak. However, due to time constraints, the researcher
managed to get 424 respondents for the questionnaire. The distribution of the questionnaire
began on 6 February until 20 February 2024. The dependent variables were service
performance. The respondents' coping, hope, optimism and psychological stress characteristics
were considered independent variables.

4. Research Findings and Discussion

A total of four hundred twenty-four (424) respondents returned the survey. The researcher used
Cronbach's Alpha measurement to indicate the level of correlation of each item or section in
the questionnaires. Cronbach’s alpha coefficient quantifies the degree of internal consistency
and reliability of a set of survey items. A value of more than 0.7 indicates the questionnaire is
reliable and based on the reliability analysis done, the Cronbach’s Alpha value is 0.897. Thus,
the results indicated all items measured were reliable for this study. The questionnaire’s
reliability was high, indicating strong internal consistency (Bujang et al, 2018).
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The respondent profile was showed in Table 1. The majority were male respondents, which
consists of 222 (52.4%), and female respondents were 200 (47.6%). For respondents, the
majority age range of 36 — 35 years old is 23.6% (100) of the total number of respondents. For
the length of work experience, majority respondent’s was age of 1 - 3 years indicates 20.5%
(87). For the job category, most of the respondents’ jobs are from support group 2, which
indicates 49.1% (208). For marital status, most of the respondents are married, which indicates
56.1% (238). For the respondents' education level, the highest is Degree, which indicates 34.4%
(146).

Table 1: Respondent's Profile

Item Frequency Percentage (%)
Male 222 52.4
Gender
Female 202 47.6
25 years and below 76 17.9
26 - 30 years 59 13.9
31 - 35 years 66 15.6
36 - 40 years 100 23.6
Age
41 - 45 years 17 4.0
46 — 50 years 59 13.9
51 — 55 years 45 10.6
56 years and above 2 0.5
1—3years 87 20.5
4 — 6 years 81 19.1
7—9years 67 15.8
Length of work 10 - 12 years 82 19.3
13 — 15 years 43 10.1
16 — 18 years 28 6.6
More than 18 years 36 8.5
Professional and Management 76 17.9
Job Category Support Group 1 140 33.0
Support Group 2 208 49.1
Single 140 33.0
Marital Status Married 238 56.1
Divorced/Separate 46 10.8
SPM 112 26.4
STPM 34 8.0
Highest Education Diploma 90 21.2
Degree 146 34.4
Master 42 9.9

The correlation coefficient shows that the strength of the linear relationship and the directions
between variables. If the correlation coefficient is positive, then the two variables have a
unidirectional relationship (Purwanto et al, 20200. This means that if the value of the variable
is high, then the value of the variable Y will be high as well. Conversely, if the correlation
coefficient is negative, then the two variables have a inverse relationship. This means that if
the value of the variable X is high, then the value of the variable Y will be low and vice versa.
According to Hair et al (2017) to make it easier to interpret the strength of the relationship
between two variables, the following criteria are provided:
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» 0 means There is no correlation between two variables.
* >0.00 — 0.25 means the correlation is very weak.

« >0.25 - 0.50 means enough correlation.

»  >0.50 — 0.75 means strong correlation.

« >0.75-0.99 means the correlation is very strong.

» 1.00 means perfect correlation.

Correlation analysis shows in Table 2 revealed significant relationships among key variables,
particularly between Optimism and Customer Orientation (r=0.785, p <0.01) and Coping and
Optimism (r=0.828 p <0.01). These findings underscore the critical role of coping, hope,
optimism and psychological stress in promoting service performance through customer
orientation. Employees who use positive coping strategies, such as problem-focused coping or
emotional regulation, are more resilient and can maintain high performance even in challenging
situations. This connection is well-supported by research in organizational behaviour and
psychology, highlighting the importance of coping for sustained job performance in service
roles. According to Luthans et al. (2006) state that hope, which is a component of psychological
capital, makes a significant contribution to job performance by virtue of its ability to generate
resilience and motivation. There is a correlation between employees who have high levels of
hope, improved service quality and customer happiness. Employees who have high levels of
hope are better equipped to face problems and remain focused on reaching their goals.

Optimism is strongly linked to improved service performance. Optimistic employees approach
challenges positively, enhancing their ability to cope with stress and maintain motivation. This
positivity helps them engage better with customers, recover quickly from setbacks, and
consistently deliver high-quality service. Research supports that optimism, as a component of
psychological capital, is associated with higher job performance and satisfaction, particularly
in service-oriented roles (Luthans, Youssef, & Avolio, 2007). Psychological stress negatively
impacts service performance by impairing cognitive functions, leading to emotional
exhaustion, increasing absenteeism, and damaging customer interactions. Managing stress is
essential to ensure that employees remain effective, engaged, and capable of delivering high-
quality service. Highlight the connection between occupational stress and job performance,
emphasizing the challenges employees face in service roles where emotional labour is critical
(Sonnentag & Frese (2003)). Customer orientation with a customer-oriented culture often has
more engaged employees motivated to deliver high-quality service. The employee commitment
can positively influence service performance metrics such as response times, accuracy, and
customer satisfaction. Customer orientation fosters a culture of innovation and adaptation.
Companies prioritizing customer needs are more likely to develop new services or modify
existing ones to meet better-evolving customer expectations, thereby boosting service
performance.
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Table 2: Correlation Analysis

co | HO | opT PS sp | coxc CHOOX %gTX CO X PS
c | 0780 | 0863 | ogngunn | OOI7 | 0802 | 0455 | 0376 | 0375 | ga10me
co 0787 | o7g5wen | 0016 | 0313 | 0434 | 0483 | 045 1 g.a040x
HO 0.8g7xex | 0200 | 0797 | 0354 | 0360 1 0361 T 0 24gmen
OPT 0078 | 0794 | 0379 | 0388 1 09 1 0280wk
PS O 0T | %P 028 | s
sP 080 1085 | O] 03seme
cox Ot 1 9338 | 050w
cHoox 0.900 | 5y gwn
%OP'I)'( -0.526***

5. Recommendations

Promote cooperation among government agencies, non-profit organizations, and private sector
partners to exchange resources, knowledge, and proven methods to enhance service delivery.
Strengthen worker satisfaction and public service motivation by fostering a robust public
interest culture and promoting a sense of civic duty among personnel. It can result in enhanced
organizational performance and increased job satisfaction. Execute strategic initiatives to
improve internal management practices to promote citizen happiness and optimize service
delivery. Strategic methods may involve reorganizing, streamlining processes, and fostering a
culture focused on achieving high organizational performance. It benefits future academics
who want to investigate more service performance and customer orientation in local
governments. A local government that is more customer-oriented is receiving more attention.
There is a growing focus on local government prioritizing client satisfaction. In addition, this
paper will facilitate the transformation of current local authority services into globally
recognized services that prioritize effective and efficient service delivery.

6. Conclusion

Considering stakeholder viewpoints is essential for evaluating service performance. Service
performance improvement requires systematic and trustworthy feedback collection. The
empirical results, and analysis findings using the responses from 424 respondents, suggested
that the internal consistency of the variables is satisfactory. Hence, the variables are reliable.
The findings indicate that coping, hope, optimism and psychological stress are the potential to
leverage service performance.
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