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Abstract. This study is aimed at analyzing the influence of personality towards
performance, organizational support towards performance, as well as organizational
support as a moderator of the relationship between personality and employers’
performance in the banking industry in Kupang City, East Nusa Tenggara Province,
Indonesia. The research sample was 92 respondents from a total of 124 customer service
(CS). The analysis was conducted using moderation regression (MRA) with SPSS Version
20. The results showed that (1) personality has got a significant effect on performance, (2)
organizational support has got a positive and significant effect on performance, and (3)
organizational support has got a significant positive effect in moderating the relationship
between personality and employers performance

Keywords: Personality, Organization Support, Employers Performance, Customer,
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Introduction

Background

Many factors have influenced individual performance and organizational performance.
These factors come from the availability of resources in an organization. The availability of
Human Resource (HR) and the behaviours exhibited by each individual or group in the
organization, theoretically, impact the performance. Personality factor is also one of the factors
that influences employers’ performance. [1] states that a person's personality can be seen from
how he reacts with people. Personality itself is formed from heredity, environment and the
situation in which he is located. In the other side, McCrae, et al. [2] state that personality is
influenced by biological factors.

[3], [4], [5], and [6] have conducted researches and concluded that personality
influences performance. In contrast, [7], [8], [9], and [10] have shown the different results, and
thus, presented different statement.

Referring to the inconsistency of the results of the previous study, the improvement in
employers’ performance needs to be further considered. Another factor that is also thought to
influence employers’ performance is organizational support. Organizational support theory
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places every value and support of employers as well as employers trust in the performance of
an organization. According to [11], the relationship of the employers’ performance and the
organization occur since the beginning of the recruitment/employers selection process [12]. The
importance of POS on employers’ performance as a moderating variable has been conducted by
[13] & [14].

On the other hand, personality problems of every Customer Service (CS) are a feeling of
disappointment, anger and stress when facing each bank customer. With various Bank
customer's characters, CS is difficult to establish relationships. Moreover, CS is unable to
control emotions in carrying out tasks, work stress due to high workload, environmental changes
work and the existence of competition between the banking industries. The situation pushes CS
to improve their ability that is to anticipate the fast-paced changes in the banking industry. The
phenomena, undeniably, has also occurred in Kupang City, East Nusa Tenggara- Indonesia. The
problems above must be immediately managed by each employer and organizational support.
The attention and concern of the organization become important to improve the performance of
employers and the performance of the bank itself. In some presence issues, attention and concern
of the organization for every work carried out by CS, is not given serious attention. It is
unsuitable since the condition will give negative impacts on other aspects. Related to the
thoughts, issues, and phenomena, this research was conducted in order to examine the roles of
organizational support as a moderator relationship between personality and employers’
performance. It is important to be conducted in order to, as hoped, increase the performance of
employers in an organization, in this case banks' employers of Kupang city, NTT- Indonesia.

Review Literature And Hypothesis Development

Personality

Personality is the dynamics of the organization in the psychophysical system between
individuals who determine changes in their environment [15]. Related to the thoughts, it is found
that some people are psychologically called closed (introverted) and open (extroverted), or a
combination of both. [16] state that personality is a dynamic organization in an individual's
psychophysiological system that determines how to adapt to its environment.

There are 2 models of personality theory instrument that are generally used in personality
measurement. According to Trait theory, the models are (1) the Myers-Briggs Type Indicator /
MBTI Model and (2) Big Five Personality. [16] asserted that the MBTI Model classifies
individuals in 4 characters namely; 1) extraverts versus introverts, 2) sensitive or intuitive, 3)
thoughts and feelings and, 4) understanding or judgment. In the other hands, The Big Five /
Five-Factor Model (FFM) proposed by [2] divides individuals into 5 dimensions, including 1)
Nerostism, 2) extraverted, 3) openness to experience, 4) approval, and 5) sincerity.

Personality and Job Performance

[31, [4], & [5] conclude that there are some differences in the five (5) personality traits.
According to them, caution and extraverted behaviour influence employers’ performance,
emotional stability has the most important influence while approval and openness do not make
a difference to employers’ performance. [6]; assert that personality influences teacher
performance in China. Based on the thoughts, we declare H1: Personality positively influences
CsS.

Job performance



Performance is what employers do and do not do [15]. The elements, based on their
statement, include 1) the quantity of work, 2) the quality of work, 3) the timeliness of work, 4)
attendance at work, and 5) the ability to work together.

Organizational Support

[17] state that Perceived Organizational Support (POS) is defined as employers’
perceptions about the extent to which the organization can provide support to employers and the
extent to which the organization's readiness to assist. They also state that employers consider
their work as a reciprocal relationship that reflects the relative dependence that exceeds formal
contracts with their organizations. It means that employers and organizations are involved in
reciprocal relationships.

Next, [17] indicate that three main categories of treatment perceived by employers have
a relationship with POS include: 1) Justice, 2) supervisor support, 3) Organizational
Appreciation, and 4) Working Conditions.

Organizational Support and Job Performance

[11] state that employers' views of POS are strongly influenced by their perceptions of
organizational commitment that is shown to them. [18] argue that POS is positively related to
employers’ orientation towards the organization, subjective well-being, and has important
implications for improving welfare. Cullen, et al (2014) assert that POS mediates a positive and
significant relationship between adaptability and employers’ perceptions of uncertainty about
performance and job satisfaction. POS has got a positive influence on employers’ performance
[17]. [20] & [21] argue that POS improves employers’ performance. Based on the statements
above, we declare our hypotheses, H2: Organizational support has got a positive effect on the
performance of CS.

Organizational Support as a Moderator

Some previous studies which underlie this research, include the studies of [13] and [14]
have driven to the next hypothesis, H3: Organizational support moderates the relationship
between personality influences and CS performance.

Based on theoretical studies and previous research, a conceptual framework model can
be presented in the following Figure.

Figure 1. Conceptual Model Scheme of This Study
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Sampling and Research Procedures

The research was conducted on employers of Customer Service of government and private
banks in Kupang City, NTT- Indonesia. The total population is 120 CS. With the sampling
techniques of Slovin 5%, 92 respondents were selected. The selection was based on proportional
random sampling technique from each bank.

Measurement of Variables

Personality
Personality instruments adopted 5 indicators of Big Five Personality proposed by [2],
among others; neuroticism, openness to experience, extrusion, approval and awareness.

The performance.
The customer service performance instrument adopted [22] and [23]. They are quality of
work, the quantity of work, and overall work.

Organizational Support.

The POS instrument adopted [11] and [24] which include: concern, leadership support
and appreciation and working conditions. All statement items use a 5-point Likert Scale. The
indication is started by 'strongly agree' (5) to 'strongly disagree' (1).

Data Analysis
This study used an analysis tool of multivariate analysis, namely Moderated Regression
Analysis (MRA) using SPSS Version 20.

Results

Statistics Analysis
1) Descriptive Statistics
Based on the analysis results, it is found that the average respondents' answer towards the
personality variable is 3.71; organizational support is 3.78, and employers’ performance is
3.72). Overall, they are categorized as agreed / good.
2) Measurement Instrument
Measurement instruments applied validity and reliability tests. The validity test results refer
to the Pearson Correlation VValue. Each item of personality variables is between scores (r =
0.624-r = 0.825); POS variable is at score (r = 0,692—r = 0,841) and employers’ performance
variable is between score (r = 0,603 — r = 0,850). The reliability test results applied the
Cronbach Alpha Value. The reliability value of personality using Cronbach Alpha Value (a
= 0.77); organizational support (o = 0.70) and employers’ performance (a = 0.78).
3) Moderation Regression Analysis
Moderation Regression Analysis (MRA) is different from subgroup analysis since it used
an analytical approach that maintained sample integrity and provides a basis for controlling the
influence of moderator variables (Ghozali, 2016). The following is a summary of the output of
MRA as seen in the following Table.

Table 1. Summary of MRA Outputs
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Based on Table 1 above, by comparing the results of the three regression models, it can
be concluded that 2 # 0 (significant) and 52 # 0 (also significant) so that it can be stated that
organizational support is a quasi-moderator variable. Sharma, et al (1981) affirmed that quasi
moderator occurs when the moderator variable (Z) is related to criterion (YY) and or predictor
(X) but the moderator variable (Z) does not interact with the predictor (X).

Discussion and Conclusion

The results of this study indicate that H1 is accepted. H1 states that there is a positive
and significant relationship between personality and employers’ performance. Statistically, it is
proven true. This is evidenced by the T value calculation of 90,955 at a significant level of 0,000
(p < 0.05) and an Adjusted R Square value of 0.989. The results of this study support the
assertion of Bhatti, et al [3]; Yang and Hwang (2014); Ayub, et al (2017); [5]; [6]; Bartone et
al (2009); Masood, et al (2017); Cortina, et al (1992); Akca (2017), Garbarino, et al. (2012);
and Garbarino, et al. (2013). Theoretically, Robbins [1], More, et al (2006); claims that FFM
model personality is more appropriate to be used in measuring the performance of employers.
McCrae and Costa [2] argue that FFM personality can improve one's performance in the
organization. Understanding neuroticism, approval, sincerity, openness to experience, and
extraverts should be able to be considered by every individual. They are important to be
understood since organization, especially CS in the banking industry has always faced a high
level of competition in the bank industry.

The second objective of this study is to answer hypothesis 2; organizational support has
a positive and significant effect on CS performance. The results of the analysis showed that the
T-count value was 40,364 at a significant level of 0,000 with an alpha value (p < 0.05) and an
Adjusted R Square value of 0.948. The results of this analysis showed that it was important
since organizational support improved employers’ performance. [11] asserts that it is important
for an organization to be concerned for the needs and welfare of employers. It is a kind of the
organization's efforts to carry out its obligations for members.

The results of this study are in line with several previous studies, namely; [18], [19],
[20], [21]. In order to improve CS performance, organizational support from each bank leader
in Kupang City is needed. This becomes very important considering the competition among
banks in getting customers by improving the quality of banking services in the form of products
(goods) and services.

The third objective is to identify organizational support in moderating the relationship
between personality and CS performance. The results of the analysis showed that organizational
support moderated the positive and significant relationship between personality and CS
performance. These results are shown in Table 1 above. The T-value calculation obtained
12,006 at a significant level of 0,000 (p < 0.005) and an Adjusted R Square value 0.980. It




means that organizational support has a strong influence on the relationship between personality
and CS performance.

The results of this study support [13] & [14]. Improving employers’ performance
requires organizational support. The support is not only from the personality of each individual
but also from the organization itself. Facing the competition in the banking industry, especially
in Kupang City, all factors must be considered. Therefore, it is stated that personality factors
and organizational support are important in improving employers’ performance, in this case, the
performance of CS.

Limitation and Research Implication

Undeniably, the current research is still limited. Some limitations of the research
include; 1) the research focus was only on CS performance; 2) the research was limited to the
institution of commercial banks; 3) the research was focused on personality factors towards
performance. Based on the limitation, we suggest the following points. For the future studies, it
is suggested to 1) review other factors that affect performance in the banking industry; 2) expand
the object of analysis not only in CS but also employers in other work units; 3) direct at a
comparative test on the comparison of employers’ performance in state-owned banks with
private banks.

The results of this study also provide theoretical implications in the development theory
and study of employers’ performance and organizational behaviour. Practically, this research
implied the banking industry in Kupang city to improve its performance by (1) paying attention
to the personality of each employer, and (2) supporting bank leaders for the needs and welfare
of employers. By applying the suggestion, it is believed that the organizational goals can be
achieved.
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