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Abstract 

This quantitative study sought to evaluate the relationship between personality type factors 

and employee performance of contact centre employees at an ICT company in Harare. An 

analysis of the employees’ personality types and their performance scores was conducted. The 

study utilised the Myers Briggs type indicator (MBTI®) and balanced scorecard standardised 

instruments to collect data. A randomly selected sample of 82 contact centre employees 

participated in this study out of a population of 110. The results from the study indicated that 

there was a significant relationship between performance and six out of the eight MBTI® 

personality type factors which are Extraversion (r=0.531)/Introversion (r=-0.531), Intuition 

(r=0.32)/Sensing (r=-0.32) and Judging (r=0.573)/Perceiving r=-0.573) at 0.01 level of testing. 

However, there was no significant relationship between performance and Feeling 

(r=0.088)/Thinking (r=-0.088). Results also provided a personality-based performance 

predictor model of contact centre employees that can be utilised to predict performance amongst 

prospective employees. Findings confirmed that the model can significantly predict employee 

performance, and results suggest that MBTI® personality factors such as Extraversion, 

Sensing, Judging and Feeling were the best predictors of employee performance. Future studies 

on the relationship between personality type factors and employee performance in other 

companies and industries are recommended in order to increase the generalisability of the 

model to other companies and industries. 

Key words: Personality type; employee performance; personality; performance 

indicators; contact centre 
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Introduction 

Globally, the relationship between personality and employee performance is of great 

concern and this increased significantly after Barrick and Mount (1991) conducted a 

meta-analysis study. The study sought to establish how organisations could make a 

distinction between individuals who were highly likely to perform well and those 

who were not, and this prompted several psychologists’ interest in this topic. Studies 

that have been conducted on this topic have proven that the answer relates to some 

extent to the type of personality that one exhibits. Studies in America showed that 

personality remains a vital and supported forecasting construct of performance 

(Klang, 2012). It has been recognised in a number of positive organisational behaviour 

studies (Caldwell, Beverage & Converse, 2018), with some studies emphasising the 

importance of individuals’ personality types and the impact thereof on organisational 

performance (Moscoso, Salgado, & Anderson, 2017). 

Due to the rapid changes in digital technology and communication, business has 

become more competitive (Conversi, 2010). Companies continue to upgrade their 

products whilst, with the use of technology, these products are quickly replicated by 

competitors making it difficult for products to provide companies with the 

competitive edge they need to survive (Polatc & Akdoğan, 2014). As a result, human 

capital has become a key ingredient to differentiate between organisations and 

increase their competitive advantage. It is therefore of paramount importance for 

organisations to hire the right people for the right jobs to achieve competitive 

advantage through optimal results and performance (Moscoso et al., 2017). 

One of the fundamental functions of psychologists is to assist organisations in 

employing the right people through the use of aptitudes psychometric tests during 

the selection process. Unlike other measures such as intellectual ability, personality 

measures do not have negative effects on disadvantaged candidates and, as a result, 

they can improve fairness in recruitment (Caldwell et al., 2018). In their recent 
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research, Youshan, Baiduri and Hassan (2015) echoed these results and exhibited that 

personality type factors are indeed related to employee performance. It is therefore 

important to identify personality types and match employees with the job positions 

that best fit their personalities. This leads to improved productivity and job 

satisfaction, helping organisations to function more effectively (Munroe, 2019). 

In one Malaysian study, Youshan et al. (2015) established that well-constructed 

personality measures have a positive and significant impact on performance and 

therefore are effective predictors of employee performance. The more specific the 

study becomes, the more positive the resulting relationship (ibid). The study further 

concludes that possession of certain characteristics of personality is strongly related 

with the choice of occupation, and individuals that lack certain characteristics are 

likely to perform poorly if placed in occupations that require those characteristics 

(ibid). Duckworth and Yeager (2015) also concur and further suggest that personality 

profiling measures should be used to provide an assessment of an employee’s 

attributes, life skills and values in an effort to maximise their performance and 

contribution to the organisation. 

Regionally, the relationship between personality type factors and employee 

performance has also been studied and published; however, it is not as extensive as in 

the global space. Research has mostly been conducted in the banking and insurance 

industries. In a study in South Africa, Blignaut and Ungerer (2014) focused on the 

relationship between personality and employee performance in the banking industry. 

Their findings indicated that neuroticism, extraversion and conscientiousness from 

the big five personality inventory were associated with employee performance. 

Findings also suggested that when individuals displayed self-discipline, 

assertiveness, warmth, competence and positive emotions, they were likely to exhibit 

better performance in sales related work as compared to those who exhibited lower 

levels of those traits (ibid). In a meta-analysis performance-personality study 
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conducted in South Africa, Van Aarde, Meiring and Wiernik (2017) showed that 

conscientiousness was the best predictor of performance, while other factors showed 

validity for performance specific criteria. 

 In another study in Kenya, Ganu (2014) assessed the impact of the big five personality 

type factors on employee commitment and satisfaction among healthcare personnel. 

The study found a positive relationship between employee commitment and 

satisfaction and performance. The findings suggested that employees who display 

traits of conscientiousness, extraversion, openness and neuroticism tend to find a 

greater sense of satisfaction and commitment in the healthcare industry (ibid). The 

same study, however, indicated that the results could only be generalised to the 

healthcare industry and might not be as useful to other industries. The general 

limitations from the above studies was the ability for the results to be generalised for 

use in companies that are in different industries as the one under study. Thus, this 

calls for further studies in industries that have not yet been studied including the 

information communication and technology industry. 

Research on personality and performance gets even scantier as we get closer home. In 

Zimbabwe, the practical relevance of this research stems from the high demand for 

jobs in the labour market emanating from economic recessions (Nguwi, 2014). 

Organisations are faced with the complex task of finding capable employees who can 

meet the expected organisational performance goals (ibid). In addition to the above, 

the problems of employee selection in Zimbabwe range from the inability to find 

suitable employees for jobs, to issues related to recruitment malpractices in 

organisations (Dumbu & Chadamoyo, 2012). Zinyemba (2014) mentions other 

challenges such as unemployment, scarcity of skills and expertise resulting from the 

brain drain and high employee turnover. Nguwi (2014) points out that Zimbabwean 

organisations should utilise scientific employee selection models in line with 

international best practice. This research therefore aims to bridge this gap by 
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recommending a personality-based performance predictor model for contact centre 

employees in the organisation under study. 

Conceptual framework  

 

Figure 1: Personality-based performance framework 

The above framework was applied to the study as it outlines firstly, the relationship 

between personality factors and overall performance, giving a holistic view of the 

criterion under study. 

Objectives of the study 

The study was guided by the following objectives: 

• To assess the relationship between employee performance ratings and 

personality type factors. 

• To determine whether personality type factors can significantly predict job 

performance. 

• To recommend a performance predictor model based on the personality 

predictors of employee performance. 

*Personality type factors are MBTI®’s four Dichotomous Factors: Extraversion/Introversion, 

Thinking/Feeling, Intuition/Sensing and Judging/Perceiving.  

*Employee performance rating is an average of the four Key Performance Indicators used to measure 

employee performance in the contact centre i.e. (Call Quality, Call Handling Time, Call Volume and 

Adherence). 
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Hypotheses 

H0: There is no significant relationship between overall employee performance ratings 

and personality type factors. 

H1:  There is a significant relationship between overall employee performance ratings 

and personality type factors. 

H0:  Personality type factors are not statistically significant predictors of job 

performance. 

H1:  Personality type factors are statistically significant predictors of job performance. 

H0:  The recommended performance predictor model is not a valid predictor of 

employee performance. 

H1:  The recommended performance predictor model is a valid predictor of employee 

performance. 

Method 

Design 

The correlational study design was used in order to assess the relationship between 

two variables which are personality type factors (independent variable) and employee 

performance (dependent variable). The correlational research design was appropriate 

in scientifically measuring the two variables, and understanding and assessing the 

statistical relationship between them (Bhat, 2020). Thus, the research assessed the 

relationship between the variables by means of correlational statistical analysis as it 

sought to determine the association of the two variables under study.  

Population and sampling 

Random sampling was used in order to establish a representative sample of 90 

participants from a base of 110 employees. The research participants for the study 

were contact centre employees whose main duties were to assist customers via the 



 

 

 

143 

Zimbabwe Journal of Health Sciences (ZJHS), Volume 2, Issue 1, September 2022        ISSN: 2791-0148 

telephone. Participants were drawn from the ICT organisation under study. Only 82 

completed MBTI® questionnaire responses were obtained from the sample as well as 

completed balanced scorecard reports for each employee. The random sampling 

technique involved drawing a sample that formed a good representation of the 

population without manipulating it in any way that would compromise the 

representation (Lim & Ting, 2012). The sample size of 82 was suitable as it exceeded 

the minimum required sample size for this type of study as proposed by Creswell 

(2014). The researcher ensured that the sample chosen was reasonably representative 

by checking the sample characteristics for inclusion of participants from different 

ages, job tenures, and gender in order to avoid the pitfalls of the random sampling 

method.  

Composition of participants 

These statistics were derived from the performance data received from the company 

under study. The composition of participants aged below 30 years was 29%, those 

aged between 30 and 34 years made up 40% of the sample, and 31% were aged 35 

years and older. With regards to gender, the composition of participants was 

marginally skewed towards females who had a participation rate of 52% against that 

of males who made up 48% of the sample. In terms of tenure, the composition of 

participants with tenure below 3 years was 32%, those with tenure between 3 and 3.9 

years made up 28% of the participants, and 40% had 4 years and above. In terms of 

the composition of participants by performance, 13.6% of the participants were bottom 

performers with scores ranging from 1.55 to 3.04. The average performers made up 

77.3% (3.05 to 4.53) and high performers made up 9.1% (4.54 to 5) of the sample. These 

statistics were derived from the performance data received from the company under 

study. The distribution indicates that the performance data for the sample 

approximated normal distribution as highlighted in Figure 2 below: 
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Figure 2: Composition of participants by performance 

 

Data collection instruments 

The Myers Briggs personality inventory (MBTI®) was used to measure personality. 

The MBTI® Form M consists of 93 items (Cherry, 2019). The main drive for the use of 

the MBTI® is its significance in organisational and industrial interventions, which 

include group functioning, education, career development, team development and 

organisational behaviour (Burger, 2014). In addition, the test has good psychometric 

properties as shown by internal consistency and test-retest reliability as high as .90 for 

employee samples (Burger, 2014). Research also demonstrates that the MBTI® has 

good convergent validity with other psychometric batteries such as the FIRO-B, CPI 

260 and the NEO-PI (Burger, 2014). A pilot test was conducted prior to the 

administration of the actual test and this confirmed the appropriateness and 

suitability of the instrument to the sample producing a reliability score of .915 for the 

pre-test and actual test. The balanced scorecard performance framework by Kaplan 

and Norton (1996) was used to attain employee performance ratings and scores. The 

employee performance ratings under the customer pillar ranging over six months 

were used to represent the dependent variable. 

Research procedure 

The MBTI® instrument was administered to all participants. It was easy to administer 

as instructions were simple and self-explanatory. The survey was completed 

electronically through a web-based assessment questionnaire, an instrument which 

delivers and collects data via an internet platform (Cooper & Schindler, 2014). Simple 
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and clear instructions were provided to participants which aided them to complete 

the questionnaire. It took participants an average of 15 to 20 minutes to complete the 

assessment. Responses were downloaded and consolidated on Microsoft Excel. The 

MBTI® survey provided eight raw scores of the personality type factors, namely 

extroversion, introversion, sensing, intuition, thinking, feeling, judging and 

perceiving. These eight scores sorted the participants into 16 personality types. In 

order to measure the dependent variable, the researcher received performance scores 

of contact centre employees that were distributed over a period of six months. The 

results were tested for consistency and an average performance score was established 

from the six months. The researcher also received sociodemographic data such as 

tenure, age, job title and gender of all participants. 

Data analysis and interpretation 

The researcher used the Pearson product-moment correlation test to assess the 

relationship between the independent variable (personality type factors) and the 

dependent variable (employee performance). Multiple regression analyses were also 

applied to the data in order to evaluate the impact of the independent variable on the 

dependent variable and to determine whether personality factors could predict 

employee performance. Descriptive statistics were used to present the composition of 

the sample data that was used in the research. The above methods of analysis were 

appropriate for the research design and clearly answered all research hypotheses. The 

SPSS (Statistical Package for the Social Sciences) program, version 17.0, was used for 

the descriptive statistics, correlation and the multivariate statistics analyses. 

Ethical considerations 

Creswell (2014) states that the researcher has an obligation to respect the rights, needs 

and values of the participants. In this regards, consent was sought from the 

organisation and the researcher was granted access to receive the relevant information 

required for the study. Individual consent forms were signed by participants to 

acknowledge their understanding of the nature of the study and consent to participate 
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in it. The researcher maintained complete confidentiality regarding any personal 

information acquired during the research process.  

Results 
Descriptive statistics  

This involved computing descriptive statistics for the sample used in the research. Table 

1 below highlights descriptive statistics for performance and MBTI® personality type 

factors. Performance received an overall mean score of 3.8215 and a standard deviation of 

0.78, indicating the data points are spread out over a large range of values and there is 

very good variability of data. 

Table 1: Descriptive statistics 

  Mean Std. Deviation N 

Performance 3.8215 .78091 82 

Extraversion 51.8049 20.39029 82 

Introversion 48.1951 20.39029 82 

Intuition 54.3902 14.62516 82 

Sensing 45.6098 14.62516 82 

Thinking 32.5610 12.59737 82 

Feeling 67.4390 12.59737 82 

Judging 62.6463 20.25051 82 

Perceiving 37.3537 20.25051 82 

  

Correlation analyses 

Pearson product-moment correlation (r) allowed the researcher to identify the strength 

and direction of the relationship between variables (personality type factors and 

employee performance). A cut-off of (p ≤ .05 r ≥ .20), representing a fairly medium linear 



 

 

 

147 

Zimbabwe Journal of Health Sciences (ZJHS), Volume 2, Issue 1, September 2022        ISSN: 2791-0148 

relationship or practical effect was used for interpreting the significance of the findings 

(Cooper & Schindler, 2014). 

 

Table 2: Correlation results between performance and personality type factors 

 

 

Correlation analysis of overall performance scores and personality type factors 

Results from Table 2 above indicate that at the 0.01 level of testing (2-tailed), 

a) Correlation is significant between overall performance and 

Extraversion/Introversion (p=0), with a strong positive linear relationship with 

Extraversion (r=0.531) and a strong negative linear relationship with Introversion 

(r=-0.531). 

b) Correlation is significant between overall performance and Intuition/Sensing 

(p=0.003), with a medium positive linear relationship with Intuition (r=0.32) and a 

medium negative linear relationship with Sensing (r=-0.32). 

c) Correlation is not significant between overall performance and Thinking/Feeling 

(p=0.431), with r approximately equal to zero (r= +/- 0.088 for Thinking and Feeling 

respectively). 
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d) Correlation is significant between overall performance and Judging/Perceiving 

(p=0), with a strong positive linear relationship with Judging (r=0.573) and a strong 

negative linear relationship with Perceiving (r=-0.573). 

 

The above findings show a significant relationship between overall performance and 

extraversion/introversion, intuition/sensing and judging/ perceiving personality 

factors. However, there is no significant relationship between overall performance 

ratings and thinking/feeling personality factors. 

The findings from Table 2 above also show the relationship between each individual 

key performance indicator under performance and each personality factor. These key 

performance indicators include call quality, call volume, call handling time and 

adherence. The results are summarised in the table below. 

 Table 3: Summary of accepted and rejected hypotheses 

 

Regression analysis and presentation of model 

This section involves testing the hypothesis for Objective 2 (an assessment of whether 

personality type factors can significantly predict job performance). Objective 3 of the 
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study was also addressed by recommending a model for predicting employee 

performance based on the MBTI® personality type factors. The regression of the 

MBTI® personality type factors and employee performance was performed using 

SPSS version 17.0. The first step was to run the correlations of the personality type 

factors and employee performance, and the table below summarises the results 

indicating the personality type predictors whose correlations were statistically 

significant. 

 Table 4: Correlations 
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Table 4 above displays Pearson correlation coefficients, significant values and the 

number of cases (N). The results show that not all factors of personality correlated 

significantly with employee performance. Very noticeable in the results is the strong 

correlation between performance and Extraversion/Introversion indicated by (r=+/-

0.531, p=0.000), performance and Intuition/Sensing indicated by (r=+/-0.320, p=0.002), 

as well as performance and Judging/Perceiving indicated by (r=+/-.573, p=0.000). After 

ascertaining the correlations between the dependent variable and the independent 

variables, stepwise regression was conducted as highlighted below. 

 Table 5: Stepwise regression 

 

Stepwise regression was performed using the forward selection method with the 

following defined criteria for a variable to be entered or removed in the model: 

Probability-of-F-to-enter <= .050, Probability-of-F-to-remove >= .100. Table 5 above 

shows the four variables which were retained in the model at each stage of the 

stepwise regression analysis, which were Judging, Extraversion, Sensing and Feeling, 

in that order. The resulting regression model is presented in the table below with 

model 4 as the final model: 

Performance = a + b*Judging + c*Extraversion + d*Sensing + f*Feeling + e, where ‘a’ 

is the model constant and ‘b’, ‘c’, ‘d’, ‘f’ are the model coefficients for the predictor 

variables (Personality Type Factors) and e is the error term. 
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 Table 6: Regression model summary 

Model R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics       

R Square 

Change 

F 

Change df1 df2 

Sig. F 

Change 

Durbin-

Watson 

1 .573a .329 .320 .64389 .329 39.140 1 80 .000   

2 .685b .470 .456 .57586 .141 21.019 1 79 .000   

3 .713c .508 .490 .55792 .039 6.163 1 78 .015   

4 .734d .539 .515 .54369 .031 5.135 1 77 .026 2.428 

a. Predictors: (Constant), Judging       

b. Predictors: (Constant), Judging, Extraversion       

c. Predictors: (Constant), Judging, Extraversion, Sensing       

d. Predictors: (Constant), Judging, Extraversion, Sensing, Feeling       

e. Dependent Variable: Performance       

Table 6 above presents the results of the forward elimination steps using the criteria 

highlighted above. In the first step, presented as model 1, the chosen predictors were 

constant and Judging which gave an R2 =0.329 which rose to 0.47 in model 2 when 

Extraversion was entered into the model. In the third step, the variable Sensing was 

entered into the model and R2 increased to 0.508, then ultimately increased to 0.539 in 

the fourth step when the variable Feeling was entered to give the final model. The 

value for R2 = 0.539 in the fitted performance predictor model 4 shows that the 

highlighted personality type factors explain 53.9% of the variation in the performance 

scores. Since this is a multiple regression model with four variables, the provided 

adjusted R2 value of 0.515 gives a more honest association between personality type 

factors and performance as it is adjusted to account for the high number of variables 
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included in the model. The Adjusted R2 is much closer to R2 showing good model fit, 

that is, all the four variables are indeed critical for predicting performance as shown 

by the p-value = 0.026 (shown as Sig. F Change in the table) which shows that R2 is 

significantly different from 0. Usually we need a p-value lower than 0.05 for a 

statistically significant relationship. The Durbin-Watson statistic of 2.428 is closer to 2 

(no autocorrelation) between a range of 0 to 4 and this shows that there is no 

significant evidence to suggest that there is autocorrelation in the residuals from the 

fitted performance predictor model, thus fulfilling one of the key assumptions for 

regression modelling, testing the presence of autocorrelation at lag 1 in the residuals 

(prediction errors). 

Table 7: ANOVA 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 16.227 1 16.227 39.140 .000a 

Residual 33.168 80 .415     

Total 49.395 81       

2 Regression 23.198 2 11.599 34.977 .000b 

Residual 26.198 79 .332     

Total 49.395 81       

3 Regression 25.116 3 8.372 26.896 .000c 

Residual 24.279 78 .311     

Total 49.395 81       

4 Regression 26.634 4 6.658 22.525 .000d 

Residual 22.761 77 .296     

Total 49.395 81       

a. Predictors: (Constant), Judging 
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b. Predictors: (Constant), Judging, Extraversion 

c. Predictors: (Constant), Judging, Extraversion, Sensing 

d. Predictors: (Constant), Judging, Extraversion, Sensing, Feeling 

e. Dependent Variable: Performance 

The ANOVA table above shows that the fitted performance predictor model (model 

4) is statistically significant as shown by the significant high F-value of 22.525 which 

is associated with a p-value of 0.000 which is less than 0.05, signifying that personality 

types are indeed significantly correlated with performance and thus model 4 is 

statistically significant in predicting performance. The table below provides the results 

of the model coefficients. 

Table 8: Model specification 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 2.437 .232   10.482 .000 

Judging .022 .004 .573 6.256 .000 

2 (Constant) 1.943 .234   8.297 .000 

Judging .018 .003 .454 5.281 .000 

Extraversion .015 .003 .394 4.585 .000 

3 (Constant) 2.538 .330   7.688 .000 

Judging .016 .003 .416 4.917 .000 

Extraversion .015 .003 .387 4.642 .000 

Sensing -.011 .004 -.201 -2.483 .015 

4 (Constant) 3.411 .502   6.796 .000 

Judging .017 .003 .452 5.383 .000 

Extraversion .013 .003 .349 4.209 .000 

Sensing -.013 .004 -.244 -3.007 .004 

Feeling -.012 .005 -.187 -2.266 .026 

a. Dependent Variable: Performance 
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The table above presents the model coefficients for the fitted Performance predictor 

model 4. The t-critical value is +/-1.96 and t-values of 6.796, 5.383 and 4.209 for 

Constant, Judging and Extraversion respectively are all above 1.96 indicating that the 

three variables are statistically significant. Similarly, the t-values of -3.007 and -2.266 

for Sensing and Feeling, respectively, are smaller than -1.96, again signifying that the 

two variables are not statistically significant for explaining the variations in employee 

performance. Thus, with all the t-crit values falling within the rejection region, we 

therefore reject the null hypothesis and conclude that the personality type factors 

highlighted above can significantly predict employee performance. The presented p-

values for the model coefficients are all less than 0.05 which also shows that the model 

coefficients are significantly greater than 0 and that the corresponding predictors 

(Constant, Judging, Extraversion, Sensing and Feeling) are independent determinants 

of performance. This means that the Personality Types are significant in predicting 

performance as their coefficients are statistically significant from 0 at 5% level. Thus, 

the derived performance predictor model is as follows: 

Performance Predicted = 3.411 + 0.017*Judging + 0.013*Extraversion - 0.13*Sensing – 

0.12*Feeling 

Test for multicollinearity 

Since the model has statistically significant multiple predictors for performance, there 

is a need to test the multiple linear regression assumption of multicollinearity and 

dispel the hypothesis that two or more of the variables in our performance predictor 

model are highly linearly related, thereby undermining the statistical significance of 

one or more of our independent variables. The table below shows the diagnosis of 

multicollinearity in our performance predictor model (model 4) using the Tolerance 

(Lack of certainty = 1 – R2) and its reciprocal, the Variance Inflation Factor (VIF = 

1/Tolerance) which measures the extent to which the variance of the estimated 

regression coefficients are inflated as compared to when the predictor variables are 

not linearly related. 
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 Table 9: Multicollinearity test 

Model 

Correlations Collinearity Statistics 

Zero-order Partial Part Tolerance VIF 

1 (Constant)           

Judging .573 .573 .573 1.000 1.000 

2 (Constant)           

Judging .573 .511 .433 .909 1.101 

Extraversion .531 .458 .376 .909 1.101 

3 (Constant)           

Judging .573 .486 .390 .879 1.137 

Extraversion .531 .465 .369 .907 1.102 

Sensing -.320 -.271 -.197 .959 1.042 

4 (Constant)           

Judging .573 .523 .416 .848 1.180 

Extraversion .531 .432 .326 .871 1.149 

Sensing -.320 -.324 -.233 .907 1.103 

Feeling -.088 -.250 -.175 .883 1.133 

a. Dependent Variable: Performance 

The provided Tolerance values in our model 4 are all greater than 0.2 and 

simultaneously the VIF values are all less than 5 and are also less than 2.5, the 

minimum level that starts to raise concern. We can therefore conclude that there is 

statistically no evidence of multicollinearity in our performance predictor model. 
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Table 10: Excluded variables 

Model Beta In t Sig. Partial Correlation 

1 Extraversion .394a 4.585 .000 .458 

Introversion -.394a -4.585 .000 -.458 

Intuition .214a 2.358 .021 .256 

Sensing -.214a -2.358 .021 -.256 

Thinking .196a 2.153 .034 .235 

Feeling -.196a -2.153 .034 -.235 

Perceiving .a . . . 

2 Introversion .b . . . 

Intuition .201b 2.483 .015 .271 

Sensing -.201b -2.483 .015 -.271 

Thinking .129b 1.530 .130 .171 

Feeling -.129b -1.530 .130 -.171 

Perceiving .b . . . 

3 Introversion .c . . . 

Intuition .c . . . 

Thinking .187c 2.266 .026 .250 

Feeling -.187c -2.266 .026 -.250 

Perceiving .c . . . 

4 Introversion .d . . . 

Intuition .d . . . 

Thinking .d . . . 

Perceiving .d . . . 

a. Predictors in the Model: (Constant), Judging 

b. Predictors in the Model: (Constant), Judging, Extraversion 

c. Predictors in the Model: (Constant), Judging, Extraversion, Sensing 

d. Predictors in the Model: (Constant), Judging, Extraversion, Sensing, Feeling 

e. Dependent Variable: Performance 

The table above outlines variables that were excluded from the model. 
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Residual analysis 

The fitted performance predictor model showed that the personality type predictor 

variables in the model are indeed statistically significant in explaining employee 

performance, with a high predictive power (R2= 0.539) as presented above. There is 

now a need to perform residual analysis to determine the goodness of the fitted model 

in fulfilling the key residual assumption for regression modelling which is normality 

of residuals. The table below gives a summary of the residual statistics. 

Table 11: Residual analysis 

  Minimum Maximum Mean Std. Deviation N 

Predicted Value 2.3250 4.9462 3.8215 .57342 82 

Residual -1.19698 1.57880 .00000 .53010 82 

Std. Predicted Value -2.610 1.961 .000 1.000 82 

Std. Residual -2.202 2.904 .000 .975 82 

a. Dependent Variable: Performance 

  

 

Figure 3: Histogram of residuals 
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The presented histogram of residuals above shows that residuals in the fitted 

performance predictor model approximate a normal distribution with mean = 0 

(9.6*10-16) with more than 95% of the residuals falling between the range -2 and 2 and 

a standard deviation of 0.975 which is close to 1, signifying a good spread in the 

residuals that are falling between -2 and 2. Thus the regression model for performance 

fulfils the assumption of normality. The normality of the residuals is also further 

depicted by the P-P plot below which compares the observed cumulative distribution 

function (CDF) of the standardised residual to the expected CDF of the normal 

distribution. The chart shows that all the points are clustered on the horizontal line 

signifying that the residuals are normally distributed. 

 

Figure 4: Normal P-P plot of regression standardised residual 

Discussion 

The first objective of this research was to evaluate the relationship between contact 

centre employees’ overall performance scores and personality factors. The findings 

from this evaluation showed a significant relationship between overall performance 

and extraversion (p=0, r=0.531)introversion (p=0, r=-0.531), intuition (p=0.003, r=0.32), 

sensing (p=0.003, r=-0.32) and judging (p=0, r=0.573) and perceiving (p=0, r=-0.573) 

personality factors. The strong positive relationship between Extraversion and 

Judging personality factors and performance is of key importance. This finding is 
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supported by Munroe (2019) who states that people with outgoing personalities 

(extraversion) often work best in positions where they get to interact with others as 

compared to introverted personalities. Munroe (2019)’s assertion thus explains the 

strong negative relationship between Introversion and performance.  

In addition, the contact centre is a highly scheduled environment where people work 

according to set times and shifts and are expected to take scheduled breaks and 

participate in strictly scheduled activities. This explains why people who have the 

Judging personality factor seem to thrive in this environment, as the Myers Briggs 

Foundation (2018) states that people who possess a strong Judging personality factor 

are highly organised, methodical and systematic and their lives are planned in a well-

structured way. This also explains the strong negative relationship between 

performance and perceiving as people who are perceiving are spontaneous, flexible 

and rarely maintain a proper schedule (Myers Briggs Foundation, 2018). This is also 

supported by George (2019) who posit that, based on one’s personality, some 

employees may prefer routine jobs with few changes or surprises, while others look 

forward to spontaneous challenges.  It is highly likely that this type of personality 

would find the contact centre environment to be restrictive and rigid and this may 

have an impact on their performance. 

The findings showed that there is a significant relationship between call quality and 

extraversion/introversion, thinking/feeling and judging/ perceiving personality 

factors. Unlike the other performance indicators such as call volume and call handling 

time, call quality rating was the only performance indicator that correlated strongly 

with feeling and thinking and this could be because of the nature of the indicator. One 

would assume that the feeling personality factor would have a positive impact on call 

quality. However, the results show that Feeling has a negative impact on call quality 

whilst thinking has a positive effect on call quality. This outcome is supported by 

Munroe (2019) who states that, for one to thrive in a contact centre environment, they 

need to be more logical than emotional. He further states that the contact centre is a 



 

 

 

160 

Zimbabwe Journal of Health Sciences (ZJHS), Volume 2, Issue 1, September 2022        ISSN: 2791-0148 

highly volatile environment where employees have to deal with different customers 

from polite ones to more aggressive and angry ones, and one of the qualities that 

would enable an individual to thrive is the ability to remain calm, logical, factual and 

grounded. In this regard, having an emotionally driven personality may make it hard 

for someone to cope with the different personalities that they may encounter. Thus, 

having good call quality entails being empathetic, logical, factual, polite and able to 

establish good relationships with customers, and it is clear from the findings that the 

thinking personality factor contributes strongly to delivering good call quality in the 

contact centre. 

Furthermore, the third objective was to evaluate the relationship between call volume 

ratings and personality type factors. The findings show that there is a significant 

relationship between call volume and extraversion/introversion, intuition/sensing 

and judging/perceiving personality factors. The strong positive relationship between 

the Extraversion (p=0, r=0.410) and Judging (p=0, r=0.508) personality factors and the 

call volume rating scores is also of interest. The results are similar to those of the fourth 

objective evaluating the relationship between call handling time ratings and 

personality type factors. The findings indicated a significant relationship between call 

handling time and extraversion/introversion, intuition/sensing and 

judging/perceiving personality factors. The fifth objective sought to assess the 

relationship between adherence and personality type factors. The findings showed a 

significant relationship between adherence and extraversion/introversion. However, 

there was no significant relationship between adherence and thinking/feeling, 

intuition/sensing and judging/perceiving. This is surprising as people who possess a 

strong Judging personality are highly organised and well-structured, according to 

Myers Briggs Foundation (2018), hence they should more likely adhere to set times in 

the contact centre. 
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Finally, the regression of personality type factors (MBTI®) and employee performance 

produced a statistically significant model. The fitted performance predictor model 

showed that the personality type predictor variables in the model are indeed 

statistically significant in explaining employee performance, with a high predictive 

power (R2= 0.539). The model predictors identified were Extraversion, Judging, 

Sensing and Feeling. It also presented a model of good fit addressing objectives six 

and seven. 

Conclusion 

In conclusion, the results from this study confirmed that there is a significant 

relationship between the MBTI® Personality Factors and employee performance, 

specifically in the contact centre. The overall findings in the present study showed that 

individuals who display high levels of Extroversion, Intuition and Judging, as well as 

low levels of Thinking/Feeling, perform better in the contact centre. In this regard, 

Judging, Extraversion, Sensing and Feeling personality factors stood out as valid 

predictor variables of employee performance. This implies that recruiters who search 

for qualified contact centre employees in the industry under study should consider 

these traits as part of their selection criteria.  

Recommendations 

The following recommendations were made from the study: 

• This research only focused on one organisation and there is a need to expand 

the scope of this research to include contact centre employees from other 

organisations to allow for research findings to be generalisable to other 

organisations in different industries. 

• In addition, though the findings show that personality can impact employee 

performance by 53%, an investigation on the other factors that impact 

performance such as employee engagement and management support may 

also be further conducted in order to complement these findings. 



 

 

 

162 

Zimbabwe Journal of Health Sciences (ZJHS), Volume 2, Issue 1, September 2022        ISSN: 2791-0148 

• Other organisations in similar industries with contact centres can adopt the 

above model in their recruitment process in order to identify and shortlist 

high potential candidates. 
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