CHAPTER |

INTRODUCTION

Background

In today's inereasingly: global'and competitive econamy, accessing the same
resources as competitors has become relatively straightforward, particularly
regarding technology and products. However, what completely distinguishes one
firm from another is its human resources (Aguinis, 2019). A company’s growth
mainly depends on how well its employees perform (Nayem & Uddin, 2024).
Organizations with engaged, motivated, and skilled employees who give
outstanding service and generate unique ideas will surpass their competition, even
if their products are comparable. Hence, the employee's performance must be
managedwelltomaintainandimprovehumanresourcesdevelopmentandretention
rates. It ensures that employee performance is aligned with the organization's
expectations and meets the resources required by employees to accomplish
previously set performance targets.

Employee performance in the public sector is crucial, as civil servants
significantly impact societal well-being. Strong employee performance enhances
the effectiveness and efficiency! of the public’sector, ensuring that government
policies are implemented and organizational performance targets are achieved
successfully. The success of public organizations and, consequently, a nation's
economic development heavily relies on the performance of its human resources

(Afrasiabietal.,2022).Employeeperformanceinthepublicsectorsignificantly



affects the quality of services provided to the community. When employees
underperform, the public experiences delays, low-quality service, and widespread
dissatisfaction, which can erode trust in government institutions (Wright & Grant,
2010).

Public sector. employée performance faces unique challenges such as
bureaucracy, political pressures, and complex stakeholder relationships, making
employee performance critical for enhancing service efficiency and citizen
satisfaction (Amha & Brhane, 2020).Thedemand for high-performing employees
in the public sector is even more pressing due to the global shift toward
accountability and transparency, where public institutions are consistently
scrutinized for efficiency (Kaleem, 2019). Public sector workers must navigate
complex systems, ensuring.not only compliance but also high standards of service
delivery, which directly influence public trust and organizational effectiveness.

Additionally, employee performance in the public sector is influenced by
several factors, including leadership, organizational support, employee behavior,
motivation,andtheworkenvironment.Aperformancemanagementsystem(PMS), for
instance, plays a crucial role in promoting effective implementation (C.
Ezenwakwelu&Etukokwu,2021).Moreover,researchhasshownthatprovidinga
supportive environment, 1 offering’ training, and .implementing clear. PMS can
significantly improve employee productivity, ultimately enhancing public service
institutions' overall efficiency (Amha & Brhane, 2020).

Awell-designedPMSiscriticaltoaddressingthesechallenges.Performance

managementidentifies,measures,anddevelopsemployeeperformance,



individually or in teams, and aligns it with the organization's strategic goals
(Aguinis, 2019). It is a continuous, ongoing, never-ending process of goal and
objective setting, observing, and coaching (Dessler, 2020). Moreover, Dessler
(2020) explained that performance management necessitates managers to align
employees'activitiesandoutcomeswiththeorganization'sobjectives.Establishing this
connection enables the organization to achieve a competitive edge, as
performance management directly ties individual and team performance to
organizational goals, thereby clarifying the employees' contributions to the
organization. Managers would have a major role in this process to ensure the
alignment of employee activities and outcomes with the organization's strategic
objectives. This alignment is necessary to maintain competitive performance; it
directly correlates each employee's performance with the achievement of broader
organizational goals, and it is clear that every employee contributes to
organizational success.
However,despiteitsimportance,thereremainsacommonmisconception
withinmanyorganizationsinusingthetermperformancemanagement,even though
they only implement an appraisal system (Aguinis, 2019; Denisi & Smith, 2014;
Sharma et al., 2016). Performance management is not just about appraising
employeeswhoproduceinformationabouttheirstrengthsandweaknesses.
Performancemanagementisdrivenbythelinemanagerforstrategicbusiness
purposesandprovidesongoingfeedback,emphasizingthepast,present,andfuture.
Inreality,performancemanagementoftendevolvesinto disjointedphasesor

ismistakenlyconsideredastand-inforperformanceappraisal. However,



organizationsmusttapintotheirpotentialbydevelopingrobustsystems,tools,and
technologies to formalize and standardize these practices (Aguinis, 2019).PMS is
asetoforganizationalactivities,tools,regulations,orproceduresdesignedtoalign
employeebehaviorwiththecompany’sstrategicgoalsbyfocusingattentiononand
motivating actions».The priméry objective of these 'systems!is to €nsure that both
employeesandmanagementactinthecompany'shestinterests,therebyenhancing
decision-making and increasing the likelihood of achieving organizational goals
(Sales,2019).ThedatagatheredfromPMScanpotentiallybeusedbymanagersas
thefoundationformakingdecisionstoenhancetheemployee’sachievement,decent and
fair compensation, competency-based placement, training programs, career
development programs, and future performance design.

Pandey (2024) mentioned that PMS enhances employee performance and
organizational effectiveness. He emphasized that effective PMS significantly
contributes to organizational effectiveness, agility, and high-value innovation by
aligning individual performance with organizational goals, providing regular
feedback, fair appraisals, and opportunities for skill development. Well-designed
PMS positively correlates with improved employee performance, ultimately
enhancing organizational efficacy. Clear goal setting, transparent feedback
mechanisms, and employee engagement drive'organizational success. Effective
PMS can significantly improve employee motivation and engagement, especially
by incorporating managerial values and clear communication. When employees

perceivethatperformanceevaluationsarefairandalignedwiththeirpersonaland



professional goals, they are more likelytobe motivatedandengagedintheir work
(Awan et al., 2020; Neher & Maley, 2019; Sharma et al., 2022)

The effectiveness of PMS is linked to its ability to achieve established goals
and influence employee performance while distinguishing levels of employee
performance. In'this context, researchers have found that employee acceptance of
the PMS is a crucial factor, as an effectivePMS is one that employees perceive as
accurateandfair. ThishighlightsthatthesuccessofaPMSdependsnotonlyonits
designandimplementationbutalsoonhowemployeesviewthesystemasjustand
trustworthy(Denisi&Smith,2014;Lawler,2003;Sharmaetal.,2016).Hence,the
effectivenessofPMSshouldbetheconcernofallstakeholders,especiallyregarding
employees' perceptions of the accuracy and fairness of the system.

The PMS in organizations has distinctive elements based on the
organizationalculture. In the public sector, civil servants' performance is essential
because it indirectly influences the quality of public satisfaction through public
service (Handayani et al., 2019), building trust in government, encouraging
excellent service (Hayat & Artisa, 2019) to meet public expectations, ensuring
effectiveservicedelivery,andenhancingoverallorganizationalproductivity(Thusi et
al., 2023).

Mareover,byimplementingstructuredperformanceevaluations,civilservice
can better assess employee effectiveness and identify areas for improvement,
helpingtounderstandpublicneedsandexpectationsandleadingtomoreresponsive and
effective civil service practices. Monitoring and analyzing the process is

essentialtoensurecomplianceisconsistentlyupheldatappropriatelevels.



Additionally, suppose PMS is considered a communication tool between the
managerandtheemployeeregardingtheobjectivestobeachieved,themethodsfor
achieving them, and the progress of the work. In that case, it becomes clear that
PMS involves both the supervisor and the employee (Thusi et al., 2023)

Despite the recognized importance of PMS, their effectiveness has been
debatedamongscholars(Brownetal.,2019;Schleicheretal.,2019).Ensuringthat a
PMS is effective is critical because it is key in driving and enhancing employee
improvement (Razack & Upadhyay, 2017). A key focus of effective PMS is the
development of work systems, the working environment, and individual growth.
Theunderlyingstrategymustbewellunderstoodforthesesystemstobedeveloped  and
function effectively (Amstrong, 2009).

WhilenumerousstudiesoneffectivePMShavebeenconductedindeveloped
countries, research in developing countries remains limited, particularly in the
publicsector(Brownetal.,2019).Thepublicsectorpresentsuniquechallengesdue to its
distinctive characteristics and cultures (Teeroovengadum et al., 2019). Research
findings on the effectiveness of PMS in the public sector vary widely. Some
studies have found PMS to be ineffective (Selepe, 2022), while others describe
them as effective but inaccurate (Modipane et al., 2019) or moderately effective
(Kang * & Choi, 2019;Teeroovengadum: et al,, '2019).Additional -research
suggeststhatPMSinthepublicsectorrequiresadjustments(Hayat& Artisa,2019),
delivers lower satisfaction levels compared to the private sector (Rodrigues et al.,

2023), and struggles with effective implementation (Nigam & Mishra, 2018).



In Indonesia, the performance of public sector employees faces several
challenges.First,theProfessionalismindexofCivilServants(abbreviatedasASN)
remainslow. TheASNProfessionalismIndexisastatisticalmeasureconductedby  the
National Civil ServiceAgency (abbreviated as BKN), which has the authority to
oversee ASN1 management. ‘This index assesses ' the prafessionalism of civil
servants based on four indicators: competence, qualifications, performance, and
discipline (Badan Kepegawaian Negara, 2019b). The first measurement was
conducted in 2019, with an average employee professionalism index of 65.95 out
of 8% of the total ASN (Badan Kepegawaian Negara, 2019a).In 2023, BKN
measured the professionalism index of 100% of civil servants in Indonesia by
utilizing employee self-assessment, with results indicating a low index, as shown
in the table. This suggests that, from various perspectives, including performance,
the professionalism of civil servants remains inadequate.

Tablel.1IndonesianASNProfesionalismindex2023

Agency Respondents o) CDlmensFl)on D Vzllllaue Category
CentralAgencies 856.560 21,30 | 21,83 | 23,70 | 5,00 | 71,82 | Moderate
Ministries 683.185 21,32 | 21,51 | 23,73 | 5,00 | 71,56 | Moderate
Institutes 173.375 21,29 | 22,04 | 23,68 | 500 | 72,00 | Moderate
RegionalAgencies | 2.720.335 21,07 | 12,93 | 18,67 | 5,00 | 57,67 | Low
Provincial 470.521 21,48 | 12,69 | 20,19 | 5,00 | 59,36 | Low
District 2.249.814 21,03 | 12,95 | 18,56 | 5,00 | 57,54 | Low
All 3.576.895 21,10 | 14,09 | 19,33 | 5,00 | 59,52 | Low

Source:BadanKepegawaianNegara, 2023

The data above shows that the average ASN professionalism index at the
centrallevelismoderate,whileattheregionallevel,thescoreis59.52,categorized as
low. Despite the decrease in the average index from 2019, the quantity of
measured employees has increased significantly, reaching 100%. The aspects

measuredinclude25%alignmentbetweenqualificationsandthepositionheld(Q),



40% competency (C), 30% performance (P), and 5% discipline (D). Performance,
evaluatedbasedonworkoutputandbehavior,scoredonly19.33outofamaximum of 30.
This calls for special attention to improve ASN professionalism.

Interestingly, unlike the national average performance scores in the IPASN,
BKNemployeesin2023mostlyfeceivedratingsof“Good,”with1 ,830employees,
and“VeryGood,”with519employees.Onlythreeemployeeswereratedas'"Needs
Improvement."Thisreflectsthatperformanceaccountsfor25outofatotalweight
of30inthescoringsystem,indicatingthatBKNemployees'performanceishigher  than
the national average for central agencies.

In this context, BKN Regional Office XII in Pekanbaru, which represents
BKN at the regional level, oversees 41 local governments across three major
provinces in Indonesia, namely West Sumatra, Riau, and the Riau Islands, along
with several vertical agencies. The employee performance ratings in this BKN
representative office are also largely “Good,” with 91 out of 100 employees
receivingthisrating,asshowninthetablebelow.Unfortunately,thepercentageof
employees rated “Very Good” at Regional Office XII BKN Pekanbaru, only 9%,
falls short of the overall BKN total, where over 22% of employees achieved this
higher rating.

Tablel.2EmployeePerformanceinBKN2023

Total Very Need

No. R Employee | Good — Improvement Others
1 BadanKepegawaian 2354 519 1830 |3 2
Negara (Nationally)
2 RegionalOfficeBKN | 100 9 91
Pekanbaru

Source:BadanKepegawaianNegara, 2023



Furthermore, the changes to theASN performance evaluation methods have
impacted employee performance outcomes. Before 2019, ASN performance
assessmentswerebasedonthe46thGovernmentRegulationin2011.Performance
evaluations prior to 2019 were quantitative, based-on the actual achievements of
individual employees! performance. Additionally, assessments were aligned with
predefined tasks set for each position, which resulted in individual performance
often exceeding organizational performance (Taufig, 2022).

Therefore, aligning individual and organizational performance remains
crucial in improving civil servant professionalism since the 5th law of 2014
regarding Civil Servants emphasizes organizational goal achievement (Taufiq,
2022). Nevertheless, approximately three steps have been taken to reform public
serviceperformancemanagement:(1)the46thGovernmentRegulationin2011,(2) the
28th in 2018, and (3) the 30th Regulation in 2019. Afterward, the 6th
MenpanRBRegulationof2022  revokedthat regulationbyregulatingperformance
management for the Indonesian state civil apparatus. The long journey has finally
resulted in a new PMS for the state civil apparatus in Indonesia.

Second, implementing these regulations, further supported by Ministerial
Circular No. 3 of 2023 on the procedures for determining employee performance
ratings, specifies that performance’ evaluations 'must align with the. overall
performance of the unit or agency. For example, in a unit with a "Good"
performancerating,nomorethan70%ofemployeesmayreceivea"Good"rating,

andsomeemployeesmustreceiveratingsofNeedsimprovement,""Below



Expectations,” or "Poor."The remaining employees may be rated as "Very Good"
or "Very Poor."

While the regulations do not explicitly state that this is a forced distribution
system, classifying employees based on specific-distribution patterns is a key
characteristic 1 ofthisapproach (Aguinis,2019).AccordingtoAguinis(2019),forced
distributionsystemsareoftenseenasbiasedandunfairbecauseemployeeswhodo  not
fall into the top rankings may feel that the organization does not value their
contributions. In addition, Dessler (2020) also mentioned that this approach might
increase discrimination and employee dissatisfaction, making employees feel that
performance appraisals were dysfunctional.

Third, predefined tasks (credit points) are no longer the primary basis for
determiningemployeeperfarmance.Previously,creditpointsservedasthe primary
referenceforfunctionalofficialsinsettingperformanceplansandtargetsaccording  to
their specific roles and expertise. Moreover, functional positions were more
attractiveduetofastercareeradvancementthanmanagerialroles.Inaddition,most civil
servants occupy functional positions in a total of 2,226,301 (Badan Kepegawaian
Negara, 2023a).

However,withthe implementationofthisnew PMS,employee performance is
now based entirely on the performance targets of direct supervisors. and work
units. Consequently, this shift may lead to a lack of clarity regarding job
responsibilities and the previously established competencies and qualifications.
Furthermore, converting performance evaluations into credit points regulated by

MinisterialRegulationNo.10f2023onFunctionalPositionshascausedemployees

10



torequiretwiceasmuchtimetoachievepromotionsandcareeradvancements. This  will
inevitably affect employee performance.

The ASN PMS is managed with the E-performance application named E-
kinerja,whichisaninformationsystemformanagingASNemployees'performance
integratedwiththeStateCivi|ApparatuslnformationSystem(SIASN).Thissystem
uses the ASN database in the BKN database, facilitates the management of ASN
employee performance, and accelerates personnel services such as promotion and
dismissal services integrated with SIASN.

Moreover, in addition to significant changes in civil servant performance
management regulations, theASN management digitalization program is an issue
that will affect employee performance. Based on Law number 20 of 2023
concerning the State Civil.Apparatus, the digitalization of ASN Management is
carried out to ensure the effectiveness, efficiency, and accuracy of implementing
processes and decision-making in ASN Management. This is done by utilizing
digital technology that is systematically and data-integrated to facilitate the
implementation and service of ASN Management. This digitalization process
provides digital services nationally, transforming ASN organizations and work
systems. ThedigitizationprocessofASNManagementinindonesiadidnotstartin
2023butsincetheimplementationoftheComputerAssistedTest(CAT)application in
2019 for structural and functional position tests (Badan Kepegawaian Negara,
2014).

Furthermore, researchers found that digital transformation significantly

affectsindividualjobperformance,especiallytaskandcontextual performance
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(Guzman-Ortizetal.,2020).Thistransformationhassignificantlychangedtheway
ASN works. Almost all work shifts from paper-based to paperless, which means
increasing the use of technology. For example, BKN, which manages ASN
administration, has various service applications present in every aspect of ASN
management, as' listed inTable"1.3.Atotal of 99 applications are utilized in BKN,
86ofwhichareservicesintheintegratedmanagementASNsystemand13usedfor  daily
administration.

Tablel.3ApplicationUsedinBKN

Apps

No System N Description
1 SIASN (Services) 86 IntegratedsystemforASNManagementService
2 Administration 13 Administrativesystemande-office
Total 99

Sources:BadanKepegawaianNegara, 2024

Furthermore, digital transformation requires employees to adapt to the large
amountofdigitalinformationtheyreceive.Inthiscontext,digitalliteracyiscrucial,
asitinvolveshowemployeescomprehendandeffectivelyusethisinformation
(Syah,2021).Digitalliteracyextendsbeyondbasicdigitalskills;italsoencompassesappr
opriatebehaviorinonlinecommunitiesandutilizingsuitable
toolstocompletetasksanddecision-making(Santosoetal.,2019).Moreover, digital
literacy involves various skills, including technical, cognitive, ethical, and social -
emotionalcompetencieswithindigitalenvironments(QOladimejietal .,;2024).
Hence,iftheemployeesdonotpossessproperdigitalliteracy,theorganizationwillhavedi
fficultysurvivingthedigitaltransformation(Kozanoglu& Abedin, 2021). On the
other hand, robust digital literacy will increase
employeeandorganizationalperformancebecauseithasapositivedirectrelationship(A

bas
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et al., 2019) and an indirect impact on employee performance (Moharrami et al.,
2020). Improving digital literacy will increase the organization'slearning capacity
and improve performance.

Moreover, using numerous applications forces ASNs to use computers and
othertechnologytocompleteda'iIytasksandresponsibiIities.Thiscanaffectstress
caused by technology, as known as technostress. Tarafdar et al. (2019) mentioned
thattechnostressisthestressindividualsexperiencefrominformationSystemsuse,
whichcanaffectjobsatisfactionandcommitment(Ragu-Nathanetal.,2008).This stress
arises because of the obligation to use technology, which increases stress
hormones and leads to cognitive symptoms(La Torre et al., 2020). Furthermore,
Golz et al. (2021) emphasized that technostress can also arise from learning and
usingcomputertechnology,thusaffectingphysicalandmentalhealth,workability,
andjobsatisfaction.Asatypeofjobstress(Zhaoetal.,2020),thisinabilitytocope with
technology also manifests as a struggle to accept technology. It negatively affects
the organization(C. A. Ezenwakwelu et al., 2023).

Inthiscase,organizationsarerequiredtosupportemployeesinovercoming
potentialtechnostress. - AneffectivePMSaddressesthesechallengesbyoffering
regularfeedback,performancetracking,anddevelopment opportunities,whichare
crucialforhelpingemployeesnavigatethecomplexitiesofnewtechnologies

(Aguinis,2019).Byaligningemployeeobjectiveswithorganizationalgoalsand

overload and stress caused by rapid digitalization (Sharma et al., 2022). A

supportiveworkenvironmentenhancesemployeewell-beingandpromotesbetter
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performance and retention, making it a vital component of organizational health
(Maipita et al., 2023; Solis et al., 2023).

Hence,thepublicsector,suchasthelndonesianASN,facesuniquechallenges  in
coping with technostress, including stricter regulatory environments and higher
public expectations. In‘this context, an effective PMS-is crugial: for enhancing
individual performance and ensuring that public services meet high standards of
quality and accountability (Hayat & Artisa, 2019). As public sector employees
increasingly rely on digital tools, the role of PMS in mitigating technostress
becomesevenmorecritical ensuringthattheycanbalancetechnologicaldemands with
their service obligations (Rodrigues et al., 2023).

Although civil servants' performance appraisals in Indonesia are mostly as
expected,andonlyatinypercentageareless,the ASNprofessionalismindexisstill ~ low.
In addition, forced distribution and elimination of predefined tasks will potentially
affect employee performance appraisals. So, it is necessary to investigate
employee performance, especially focusing on employee behavior or action rather
than the results of the action with an individual work performance approach
(Koopmans et al., 2014).

Furthermore,despitethepopularityofresearchontheeffectivenessof PMS, there
is-a significant gap relatedto ‘the: public’ sector, focus (Brown et al., 2019),
especially in developing countries such as Indonesia. Moreover, although digital
literacy is important for enhancing public sector performance, Most research

focusesontechnologicalandexternalorganizationalfactorsratherthaninternal
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factors such as employees (Kozanoglu &Abedin, 2021), and there is still limited
research linking it to performance outcomes (Oladimeyji et al., 2024).

To fill the gap, this study will explore the effect of PMS effectiveness and
work-related technostress on employee performance of the Indonesian ASN,
particularly im the ‘Regional Office XII' BKN Pékanbaru, ‘which is moderated by
digitalliteracy.Byfocusingonthisuniquecontext,thestudywillprovidevaluable
insights into how public sector organizations can better support employees In

adapting to digital transformations.

ResearchQuestions
Basedontheissuesmentionedabove,thefollowingareconsideredasresearch
questions:

1. HowdoesthePMSeffectivenessaffectemployeeperformanceinthe Regional
Office XII BKN Pekanbaru?

2. HowdoesWork-relatedTechnostressaffectemployeeperformanceinthe
Regional Office XII BKN Pekanbaru?

3. HowdoesDigitalLiteracyaffectemployeeperformanceintheRegional Office
X1l BKN Pekanbaru?

4. How does digital literacy moderate the effect of the PMS effectiveness on
employee performance in the Regional Office XII BKN Pekanbaru?

5. How does digital literacy moderate the effect of the Work-related
Technostress on employee performance in the Regional Office XII BKN

Pekanbaru?
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ResearchPurposes

This research aims to identify the PMS effectiveness within the Indonesian

ASN, its role in mitigating technostress, and its relationship with employee

performance. In detail, this study aims to:

1

1.

Investigate the PMS's effectiveness affecting empleyee perfarmance in the
Regional Office XII BKN Pekanbaru.
InvestigatetheeffectofWork-relatedTechnostressonemployeeperformance in
the Regional Office XII BKN Pekanbaru.
InvestigatetheDigitalLiteracyeffectonemployeeperformanceintheRegional
Office XI1 BKN Pekanbaru
Investigatethemoderateeffectofdigitalliteracyontherelationship between the
PMS's effectiveness and employee performance in the Regional Office XlI
BKN Pekanbaru.

Investigate the moderating effect of digital literacy on the relationship
between Work-related Technostress and employee performance in the

Regional Office XII BKN Pekanbaru.

Benefitsofthe Research

Theoretical Contribution

Aspartafresearchonperformancemanagementinthepublicservicesector,  this

research proposes new concepts and theoretical hypotheses concerning the PMS

effectiveness and work-related technostress and how it will affect employee

performance, moderated by digital literacy in the Indonesian public sector.

2. PracticalContribution
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Practically,thisresearchprovidesseveralcontributionsasfollows:

a. ForWriters: By applying knowledge in presenting ideas andconcepts to
explore and analyze problems, the outcomes can be implemented in
carrying out tasks and responsibilities in the workplace.

b. For Researchers: Prbviding insight and knowledge. for @academics, both
directly and indirectly, and reference material for conducting more in-
depth future research.

c. ForGovernmentandstakeholders:Thegovernmentandstakeholderscan use
the results of this study to decide how to improve their officer

performance to increase public satisfaction and trust.

ScopeofDiscussion
1. ConceptualScope

Thisresearchisrelatedto PMSeffectivenessinfairnessandaccuracy,work-
related technostress, the moderating role of digital literacy, and their influence on
employee performance in the Regional Office XII BKN Pekanbaru.

This study distinguishes the employee perception of PMS in the Indonesian
publicsector. ItsscopeislimitedtoRegional Office X1IBKNPekanbaruemployees as
representatives of Indonesian civil servants.

2. ContextualScope

This research is conducted at the Regional Office XII BKN Pekanbaru,
Indonesia. The data collection and questionnaires were distributed in November
2024. This locus was selected to represent BKN in three major provinces, namely

WestSumatera,Riau,andRiaulslands,andforty-onelocalgovernmentinstitutions
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to represent the Indonesian public sector as their authority, particularly in
public human resources management technical supervisor. The extensive
use of technology and a well-implemented PMS in this office certainly can

support this research in obtaining samples that meet the criteria.

WritiﬁgFormat
The structureof the writingisdividedintoseveralchaptersas follows:
CHAPTERIINTRODUCTION
The introductory chapter is the opening section of the thesis, designed
to guide the reader in understanding what was studied, the rationale,
and the methodology behind the research.
CHAPTERIILITERATUREREVIEW
Explainsthetheoriesused, previousresearch,thedevelopmentofhypothese
s, and the conceptual framework.
CHAPTERIIIRESEARCHMETHODS
Describes the research design, population and sample, data sources,
data collection techniques, research variables, operational
definitions, variable measurements, and analysis methods.
CHAPTERIVRESULTSANDDISCUSSION
Explains the -respondent profile, descriptive analysis of research
variables, the results of hypothesis testing,and a discussion of the
findings obtained.
CHAPTERVCONCLUSION
Explains the conclusions, implications, limitations, and
recommendations of the research relevant to the findings obtained

from the study.



