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ABSTRACT

The outbreak of novel infectious diseases like COVID-19 elicits widespread uncertainty and fear,
prompting individuals to seek information from various media channels to protect themselves and
their loved ones. However, the factors that motivate hospital employees, who serve as the frontliners
in combating the COVID-19 pandemic, to seek COVID-19-related information are still far from
understood. Guided by the Risk Information Seeking and Processing (RISP) model, this study aimed to
examine the motivational factors that drive hospital employees' risk information-seeking behaviour
within the Malaysian context. Through analysis of a proportionate stratified sample size of hospital
employees (N=407), this study revealed that information needs, current knowledge, and
organisational norms significantly influence hospital employees' intention to seek risk information.
These findings contribute to the theoretical development of the RISP model by highlighting the
importance of information needs as a prominent factor and underscoring the valuable role of
organisational norms in shaping hospital employees' risk information-seeking behaviour within
hospital settings. From a practical standpoint, our findings offer valuable insights that can inform
communication strategies and enhance organisational support in healthcare environments,
particularly in risk management. By considering our results, healthcare institutions can improve their
preparedness for future pandemics and strengthen risk communication within Malaysia's healthcare
system. Furthermore, this study extends the application of the RISP model and related work within
the COVID-19 pandemic, providing pertinent knowledge on risk communication within the healthcare
sector.

Keywords: COVID-19, hospital employees, Risk Information Seeking and Processing Model, risk
information seeking, pandemic preparedness.

INTRODUCTION
Risk communication has been extensively studied as a subfield of communication, focusing
on industrial, environmental, and health hazards (Clair et al., 2021; Choo, 2017; Yang et al.,
2014). Risk information seeking is central to this subfield, which explores why individuals seek
and obtain relevant risk information to inform their decision-making (Griffin et al., 2008;
Huurne & Gutteling, 2008; McComas, 2006). Concerns and uncertainties about this novel
disease are on the rise among the general population during public health emergencies such
as the COVID-19 pandemic. However, accessing accurate and reliable information about
COVID-19 is difficult due to the abundance of available information, which is frequently
contradictory. Like many worldwide, Malaysian citizens have demonstrated a heightened
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interest in seeking information during crises, as evidenced by increased Google searches
related to protective consumables such as masks and hand sanitizer (Lim et al., 2020).
Furthermore, research indicates that Malaysians utilise various sources for information, such
as television, Internet news portals, social media platforms like WHO, Instagram, and Twitter,
and messaging apps like WhatsApp, indicating preferences across different demographic
groups (Mohamad et al., 2020; Budd et al., 2020; Srivastava et al., 2020). This behaviour of
seeking health information serves as a coping strategy for Malaysians to adapt to changes in
lifestyle, thereby contributing to increased community well-being during crises (Cheah et al.,
2023). As frontliners, hospital employees not only protect the public's health but also grapple
with heightened levels of uncertainty, fear, anxiety, and vulnerability (Shaukat et al., 2020;
Shreffler et al., 2020). Therefore, timely and accurate information is crucial for reducing
uncertainty (Tandoc & Lee, 2022) and enabling hospital employees to manage health crises
effectively (Bento et al., 2020; Garfin et al., 2020). Empowering hospital employees to seek
accurate and current information is of utmost importance for reshaping their mindset,
attitudes, and behaviours in consonance with public health policies, mitigating risks, and
assuming responsibility for activities related to COVID-19.

While the importance of risk information seeking as a motivator for healthy
behaviours is clear, research on its determinants yields conflicting results. Some studies have
shown that when an individual is dissatisfied with their current risk information, they are
more likely to seek additional information and put more effort into finding relevant sources
to better manage the risk (Griffin et al., 1999; Huurne & Gutteling, 2008; Li et al., 2017).
However, other studies have found that information needs are not related to risky
information seeking (Kahlor, 2010; Kellens et al., 2012). This inconsistency was also reported
in a recent COVID-19 risk information-seeking and sharing study that examined the
relationship between information insufficiency in the context of an "infodemic" and risk
information-seeking intention (Yang et al., 2021). The mixed findings regarding risk
information-seeking motivators suggest the need to analyse the underlying mechanisms.
Previous studies have identified various individual and social factors that may contribute to
risk information-seeking intention, such as risk judgment (Griffin et al., 2004), information
needs (Alaszewaski, 2005; Johnson, 2005), and perceived social pressure (Huurne et al.,
2009). However, much is unknown about what motivates individuals to seek information in
the era of a fast-evolving global pandemic and infodemic, especially from an organisational
perspective (Zhou, 2021; Shen et al., 2022).

It is critical to examine this for several reasons. First, healthcare providers today
engage diverse stakeholders in the healthcare delivery system (Babiker et al., 2014; Jiang &
Lam, 2021). The alignment of goals and visions is paramount in establishing a shared interest
and coordinated actions that lead to delivering quality and safe healthcare services to the
public during the pandemic (Babiker et al., 2014). Consequently, investigating the effects of
social norms in an organisational context becomes important when predicting information-
seeking behaviours. It is worth noting that while previous empirical studies primarily focused
on intrapersonal or interpersonal factors (Kriyantono et al.,, 2023), contextual factors
influencing health beliefs and prevention behaviours within an organisational setting have
been largely overlooked. Social-ecological models acknowledge the interplay between
individuals and their environments that ultimately impact health outcomes (Sallis et al.,
2008). Second, past research found that poor organisational risk communication can lead to
rumour-mongering and miscommunication among internal stakeholders, such as employees

E-ISSN: 2289-1528 169
https://doi.org/10.17576/JKMJC-2024-4002-10



Jurnal Komunikasi:
Malaysian Journal of Communication
Jilid 40(2) 2024: 168-187

(Fern-Bank, 2007). Thus, focusing only on external stakeholders may overlook the significance
of risk communication with internal stakeholders, especially hospital employees, during a
crisis. As frontliners, hospital employees are critical in responding to infectious disease
outbreaks, such as the COVID-19 pandemic. The ability of the Malaysian healthcare system to
effectively handle the pandemic largely depends on the capability and willingness of hospital
employees to work through the crisis (lves et al., 2009).

Consequently, this study aims to examine the association between organisational
factors and hospital employees' risk information-seeking while considering the unique
context of Malaysia. Additionally, most previous research on this topic has been conducted in
developed countries like the United States and China, with limited empirical evidence from
Malaysia, a Southeast Asian country. Hence, researching the risk communication of new
infectious diseases in Southeast Asia is crucial, as the region's tropical climate may exacerbate
infectious disease situations (Coker et al., 2011). The findings of this study carry significant
theoretical implications as they contribute to a more nuanced understanding of the interplay
between organisational norms and other motivational factors in information seeking.
Specifically, this research delves into whether organisational norms hold a more significant
influence over individuals' motivation to seek information compared to other factors. By
investigating this relationship, the study sheds light on the complex dynamics that shape
information-seeking behaviours within organisational contexts. Moreover, from a practical
standpoint, the insights gained from this study offer valuable guidance for healthcare settings
in their efforts to enhance internal stakeholder communication and preparedness before the
occurrence of a crisis. By comprehending the intricate factors that impact information-
seeking behaviours, healthcare organisations can proactively establish mechanisms and
resources that facilitate effective and timely dissemination of information to internal
stakeholders. Such preparations can significantly contribute to managing crises, ensuring that
all relevant individuals are well-informed and equipped to respond appropriately.

This study, guided by the Risk Information Seeking and Processing (RISP) model,
investigates the core determinants influencing hospital employees' intention to seek risk
information. The findings offer theoretical insights by unravelling a more intricate
understanding of how organizational norms shape hospital employees' risk information-
seeking behaviour amidst a public health emergency, such as the COVID-19 pandemic. From
a practical standpoint, comprehending these underlying drivers and mechanisms of risk
information seeking among hospital employees can aid public health scholars and
practitioners in implementing evidence-based interventions to better support the healthcare
workforce during crises. Ultimately, this can enhance future preparedness, response
strategies, and overall patient care outcomes.

LITERATURE REVIEW

Theoretical Framework: The RISP Model

Although numerous theories explain information-seeking behaviour, the Risk Information
Seeking and Processing (RISP) model (Griffin et al., 1999) offers a sound theoretical
framework for understanding key factors driving risk information-seeking behaviour,
particularly in the context of public health emergencies. The model was initially proposed to
identify the cognitive and socio-psychological variables that account for individuals’
information-seeking and processing related to a certain health or environmental hazard, such
as participating in a cancer clinical trial (Yang et al., 2010) or eating contaminated fish from
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the Great Lakes (Griffin et al., 2004). Some of the concepts in the model were mainly adapted
from social psychology theoretical models such as the Heuristic-Systematic Processing Model
(HSM) (Eagly & Chaiken, 1993) and the Theory of Planned Behaviour (TPB) (Ajzen, 1991). The
framework has been widely employed as a guiding framework for numerous empirical studies
in the field of risk communication research to elucidate the mechanisms underlying
information-seeking behaviour.

A core concept within the RISP model is information insufficiency, which reflects
individuals’ perception of lacking adequate knowledge to address a risk situation. This
concept is primarily rooted in the Heuristic-Systematic Processing (HSM) Model’s sufficiency
principle, which states that individuals strive for a “sufficient” level of confidence in achieving
their processing goals (Eagly & Chaiken, 1993). Previous studies have demonstrated that
when faced with information insufficiency, individuals are motivated to seek out relevant
information to fulfil their information needs and achieve a satisfactory level of confidence in
their understanding of the risk (Griffin et al., 2008; Huurne & Gutteling, 2008; Huurne et al.,
2009). In the healthcare context, hospital employees are particularly prone to information-
seeking behaviour due to the critical nature of their work. The absence of adequate
information in a hospital setting can lead to medical errors, especially as frontline workers
often experience elevated levels of work stress and possess diverse information needs related
to patient care (Liverman et al., 1997).

Another key concept highlighted by the RISP model is informational subjective norms,
which refer to the influence of social norms and expectations on individuals’ evaluation of
their information needs (Griffin et al., 2013). Individuals compare their abilities with others
and desire social approval and liking (Eagly & Chaiken, 1993). This effect is even more
remarkable when important others are knowledgeable about a risky topic (Huurne et al.,
2009). Recent research on the COVID-19 pandemic has underscored the significant role of
interpersonal relationships and normative expectations in shaping individuals’ information-
seeking behaviour (Ford et al.,, 2022). However, the RISP model mainly focuses on
informational subjective norms derived from the theory of planned behavior, and there is
limited research on the influence of different normative concepts and contextual attributes
in the context of information seeking (Smith et al., 2012; Chung & Rimal, 2016). Additionally,
there is limited research on the relationship between organisational norms and healthcare
workers’ risk information seeking (Real, 2010). Considering organisational norms in the
context of hospital employees is crucial, as studies have shown that work environment
conditions can affect employees’ behaviours (Nguyen et al., 2015; Tham et al., 2022). Thus,
understanding the relationship between organisational norms and hospital employees’
information-seeking behaviour in this empirical study could provide valuable insights.

In response to this gap in the literature to look from an organisational perspective, our
study extends the theoretical framework of the RISP model by introducing four new direct
motivators of information seeking, particularly from the perspective of organisational norms.
Building upon previous studies (Griffin et al., 2012; Huurne & Gutteling, 2008; Yang & Kahlor,
2013), we proposed organisational norms as a key factor influencing healthcare workers’
information-seeking behaviour. By incorporating organisational norms alongside information
needs, current knowledge, risk perception, and affective responses, our study aims to provide
a comprehensive understanding of the complex dynamics driving information-seeking
behaviour among hospital employees during public health emergencies.
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Risk Information Seeking Behaviour

Information seeking can be considered the process of selecting information channels and
making choices to attend to specific messages to achieve informational goals (Cho, 2014;
Mazlan et al., 2021). It is a purposeful communication behaviour driven by the need to resolve
uncertainty and satisfy goals (Ford, 2004; Wilson, 2000). That is consistent with the
information-seeking theory (Atkin, 1972), which posits that individuals in nature need to
pursue a satisfying amount of certainty about topics in their environment. In alignment with
the Uncertainty Reduction Theory, when individuals perceive high levels of uncertainty, they
tend to engage in more information-seeking behaviour to reduce uncertainty (Berger &
Calabrese, 1975). For example, a report showed that parents actively seek information
following a positive newborn screening for a disease like cystic fibrosis (Dillard & Carson,
2005).

Risk information seeking in the communication literature recognises that individuals
look for information concerning a risk topic or event when they feel threatened by a potential
risk and are unsure how to respond (Yang et al., 2014). Increased risk information seeking can
promote positive outcomes by helping the publicincrease awareness, reduce uncertainty and
panic, and improve prevention (Lep et al., 2020; Yang et al., 2014). Hospital employees can
reduce their risk of infection by seeking relevant information about pandemics like COVID-19.
Although studies in communication, particularly in the subfields of health and risk
communication, have shown that seeking behaviours are complex and contingently driven,
previous literature on information seeking has always assumed that one's perceived
knowledge gap is the inevitable outcome of information seeking (Robson & Robinson, 2013).
In other words, most individuals would likely seek more information when there is a perceived
gap in their knowledge on a particular subject. Nevertheless, the circumstances they face
would also limit their actual information-seeking behaviours.

Organisational Norms

In general, norms are defined as individuals’ perceptions of social referents’ behaviours and
approval of those behaviours (Rimal & Lapinski, 2015). In the RISP model, informational
subjective norms represent an individual’s perception of their social surroundings, whether
or not other people expect them to know about the specific risk, and their inclination to
respond to social pressures that they should gain sufficient knowledge to adjust their
behaviours in the risk situation (Yang et al., 2014). Individuals compare their abilities with
others and desire social approval and liking (Eagly & Chaiken, 1993). For example, an
individual’s social network, such as their family members and friends, would influence their
assessment of their knowledge regarding a risk through their interactions to have common
topics and gain social approval. While previous studies have examined the direct and indirect
influences of informational subjective norms on information seeking (Griffin et al., 2012;
Kahlor, 2010), the model primarily focuses on one normative judgement and neglects other
normative concepts that may have diverse influences on behaviour (Smith et al.,, 2012;
Zhuang, 2023). The effect of social norms on behaviour has been widely established, with
subjective norms, descriptive norms, and injunctive norms being discussed in the literature
(Fishbein & Ajzen, 1975; Rimal & Real, 2003). However, the RISP model mainly focuses on
informational subjective norms derived from the theory of planned behaviour, and there is
limited research on the influence of different normative concepts in the context of
information seeking (Smith et al., 2012). It is important to consider organisational norms in
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the context of hospital employees, as they operate within a community that influences their
behaviours. Studies have shown that work environment conditions can affect employees’
behaviours (Nguyen et al.,, 2015; Tham et al.,, 2022). Hospital employees’ information
behaviours can be influenced by their interactions with important people in their work
environment, such as supervisors and colleagues (Falcione & Wilson, 1988; Janmaimool,
2017; Tham et al.,, 2022). The expectations of the hospital, patients, top management,
physicians, and other healthcare professionals can shape hospital employees’ perceptions of
the knowledge they need to possess, thus motivating them to seek additional information in
alignment with organisational norms. Therefore, we propose the following hypothesis:

H1. There is a positive association between organisational norms and intended risk
information seeking among hospital employees.

Information Needs

The core concept of the RISP model is that an individual will seek additional information when
they perceive a gap between their existing risk knowledge and the amount of needed
information to make informed decisions when faced with a risk situation. Information needs
or information insufficiency is primarily developed from the HSM’s sufficiency principle, which
states that “individuals strive for a ‘sufficient’ level of confidence in achieving their processing
goals” (Eagly & Chaiken, 1993). It is posited that individuals are motivated to maintain
accurate beliefs about a risky issue. Previous studies confirmed the relationship between
information insufficiency and information seeking robustly (Yang et al., 2014); however, other
studies have failed to demonstrate this outcome (Kahlor, 2010; Yang et al., 2021). For
instance, when a risk topic becomes relevant and essential to an individual, it will prompt
their desire for more information to aid their decision-making process (Alaszewsk, 2005).
However, an individual’s need for additional information may lack urgency in different risk
contexts. That might be the lack of association between information needs and seeking
intention about a specific risk situation (Kahlor, 2010). In the case of the COVID-19 pandemic,
hospital employees, being on the frontlines, face high levels of work-related stress and have
diverse information needs related to patient care, education, and research (Liverman et al.,
1997; Maggio et al., 2014). As a vulnerable group in the pandemic, hospital employees greatly
value information to cope with their work and protect themselves and their patients. Thus,
they will likely need information, which drives their intention to seek relevant information. In
light of prior literature, we, therefore, put forward the following hypothesis:

H2. There is a positive association between information needs and intended risk information
seeking among hospital employees.

Current Knowledge

Current knowledge in the RISP model refers to an individual’s perceived existing knowledge
about a specific risk topic. While previous studies have shown that current knowledge as part
of information insufficiency in the RISP model directly affects intentions to seek additional
information (Huurne & Gutteling, 2008; Kahlor et al., 2006), the association between current
knowledge and other model concepts is not well-established (Kahlor, 2010). It is important to
note that current knowledge is an independent variable that influences information-seeking
behaviour (Huurne & Gutteling, 2008; Kahlor, 2010; Kellens et al., 2012). In the context of
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hospital employees, those with a higher perception of current knowledge are expected to
have a greater intention to seek risk information (Huurne & Gutteling, 2008). Therefore, we
propose the following hypothesis:

H3. There is a positive association between current knowledge and intended risk information
seeking among hospital employees.

Perceived Risk and Affective Responses

Perceived risk represents individuals’ subjective judgements of the vulnerability of risk and
the severity of its potential consequences (Griffin et al., 1999), while affective responses
relate to the emotional reactions experienced in response to the nature or consequences of
the risk (Li et al., 2017; Yang & Kahlor, 2013). Individuals may perceive risk differently,
influencing their responses to a given danger (Griffin et al., 1999). When individuals perceive
a risk associated with negative emotions such as worry, anxiety or fear, they are more likely
to seek information to alleviate these negative feelings (Noh et al., 2016). For instance, an
individual’s perceived cancer risk was positively associated with their negative emotions
toward the disease (Hovick et al., 2014). Previous research has demonstrated that perceived
risk is a powerful predictor in times of emergency, positively influencing information needs
and facilitating risk information-seeking behaviour (Huurne & Gutteling, 2008; Kellens et al.,
2012; Zhou, 2021). Similarly, affective responses have a positive relationship with
information-seeking behaviour (Kahlor, 2007; Yang & Kahlor, 2013). In the context of the
COVID-19 pandemic, hospital employees are likely to perceive higher risk levels, experience
negative emotions related to the disease, and seek information to reduce the perceived
threat. Consistent with past research, we, therefore, propose the following hypotheses:

H4. There is a positive association between perceived risk and intended risk information
seeking among hospital employees.
H5. There is a positive association between affective response and intended risk information
seeking among hospital employees.

METHODS

Procedures and Sampling

A proportionate stratified sampling method was employed in this study. A survey pre-test was
conducted to assess the validity and quality of the measurement items, followed by a pilot
test to evaluate the instrument's reliability and to familiarize ourselves with the survey
procedure and the time required for questionnaire completion. Based on the results of these
tests, necessary modifications were made to the survey instrument. In the main study, data
were collected online and in person during the early stage of the COVID-19 pandemic. With
the assistance of the hospital’s clinical research department and staff from other
departments, such as nursing and administration, a weblink to the online questionnaire was
disseminated through email and specific WhatsApp work groups to hospital employees,
comprising five groups: doctors, nurses and midwives, allied health professionals, managers
and administrative officers, and staff from support, biomedical, information technology, food
and beverages as well as cleaners and security guards at both Sunway Medical Centre
(Sunway City) and Sunway Medical Centre Velocity. A hospital employee delivers care and
services to the sick and ailing either directly as doctors and nurses or indirectly as aides,
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helpers, laboratory technicians, or even medical waste handlers (Joseph & Joseph, 2016). The
selection and categorization of hospital employees are to ensure the inclusion of a diverse
range of roles in our study. The final sample consists of 253 hospital employees from Sunway
Medical Centre and 154 hospital employees from Sunway Medical Centre Velocity; a total of
407 hospital employees participated in this study and were valid for analyses.

In this study, the average age was 32.60 (SD = 8.441). Of the respondents, 86 were
male (21.1%) and 321 were female (78.9%). The distribution by ethnic background was: Malay
(43.7%), Chinese (32.4%), Indian (16.5%) and other (7.4%). The hospital employees were
divided into five categories: doctor (9.6%), nurse and midwife (43.7%), allied health
professional (21.4%), CEO, manager, administration officer (9.8%), staff from support,
biomedical, information technology, food and beverages, cleaner and security guard (14.7%).
All study procedures were approved by the Institutional Review Board and Ethics Committee.
(034/2020/IND/ER).

Table 1: Demographic profile

Demographic Categories Frequency Percentage (%)
Ethnicity Malay
Chinese 132 324
Indian 67 16.5
Other 30 7.4
Gender Male 86 211
Female 321 78.9
Age Mean 32.60
Std. Deviation 8.241
Marital Status Single 193 47.4
Married 203 49.9
Other 11 2.7
Occupation Doctor 39 9.6
Nurse and midwives 178 43.7
Allied health professional 87 214
CEO, manager, administration officer 40 9.8
Cleaners, Support, Biomed, IT, F&B, security guard 60 14.7
Nationality Malaysian 396 97.3
Non-Malaysian 6 1.5
Education Level Primary school 7 1.7
Secondary school 50 12.3
Diploma, A-level, Pre-University, Foundation 174 42.8
Bachelor Degree 115 28.3
Master Degree 45 11.1
PhD 5 1.2
Other 7 1.7

Source: Primary Data
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Measurement

Intended risk information-seeking was measured by five items, adapted from Kellens et al.
(2012), which were used to assess their information-seeking intention: (1) “l intend to search
for more information on the possible consequences of contracting COVID-19.”; (2) “I intend
to search for more information on the measures that the government is employing to cope
with the COVID-19 pandemic.”; (3) “l intend to search for more information on how to prevent
the spread of COVID-19.”; (4) “l intend to learn more about COVID-19 when the people
around me discuss the topic.”; and (5) “l regularly check to see if there is any new information
about COVID-19.” Responses were scored on a 7-point scale ranging from 1 (strongly
disagree) to 7 (strongly agree) and averaged to create a composite score (M =5.99, SD = 0.85
o =.91).

Organisational norms were measured by four items, adapted from Ford and Stephen
(2018) and Huurne et al. (2009). Respondents were asked to identify the degree to which they
agree with the following statements: (1) “It is expected of me that | know about COVID-19
risks;” (2) “My employer or superior expects me to know about COVID-19 risks;” (3) “My
manager or colleagues who are important to me think | should stay on top of information
about the topic;” and (4) “The opinion of my colleagues around me is very important to me.”
Responses were scored on a 7-point scale ranging from 1 (strongly disagree) to 7 (strongly
agree) and averaged to create a composite score (M = 6.03, SD =0.81, a = .84).

Information needs were measured by two items, adapted from Huurne et al. (2009).
Respondents were asked to identify the degree to which they need to know about COVID-19.
They were required to indicate to what extent they agree with the following statements: “I
need a lot of information to estimate the COVID-19 risks | am exposed to”; “I need to know
everything about the COVID-19 situation in my surroundings.” Responses were scored on a 7-
point scale ranging from 1 (strongly disagree) to 7 (strongly agree) and averaged to create a
composite score. The higher score represented, the more information is needed (M = 5.96,
SD =1.08, a =.83).

Current knowledge was measured by four items, adapted from Li et al. (2017).
Respondents were asked to identify the degree to which they agreed with the following
statements: (1) “lI know a lot about how to prevent myself and others from COVID-19
infection;” (2) “l know a lot about the symptoms or health effects of COVID-19;” (3) “l know a
lot about the COVID-19 situation in Malaysia;” and (4) “I know a lot about when | should test
for COVID-19.” Responses were scored on a 7-point scale ranging from 1 (strongly disagree)
to 7 (strongly agree) and averaged to create a scale (M =5.87, SD = 0.87, a = .90).

Perceived risk was measured by three items, adapted from Brewer et al. (2004) and
Weinstein (2000). Respondents were asked to indicate their agreement to which they
perceived their likelihood of contracting COVID-19 and the degree of severe consequences:
(1) “1 think that COVID-19 is a very dangerous disease to me;” (2) “l think that | am in a high
chance of getting COVID-19 anytime;” and (3) “I think that it is very serious if the spread of
COVID-19 happens in the hospital.” Responses were scored on a 7-point scale ranging from 1
(strongly disagree) to 7 (strongly agree) and averaged (M= 5.98, SD = 0.99, a = .67). Although
an alpha value of 0.6 — 0.7 indicates an acceptable level of reliability (Taber, 2018; Ursachi et
al., 2015), we checked the validity more closely through an exploratory factor analysis
(principal components analysis). The results revealed that only one factor was extracted
(eigenvalue = 1.85, variance explained = 61.71%).
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Affective responses were measured by three items, adapted from Huurne et al. (2009).
Respondents were asked whether they felt afraid, worried, anxious and angry about COVID-
19. They were required to indicate to what extent they agree with the following statements:
(2) “1 am afraid that | will get COVID-19;” (2) “I feel anxious when COVID-19 cases increase in
Malaysia;” and (3) “I feel angry when the people around me do not wear masks or follow
SOPs.” Responses were scored on a 7-point scale ranging from 1 (strongly disagree) to 7
(strongly agree) and averaged to create a composite score (M =5.90, SD = 1.19, a = .84).

Statistical Analysis

Data were analysed using the Statistical Package for the Social Sciences (SPSS), version 25.
The hierarchical ordinary least squares (OLS) linear regression was used to test the research
hypotheses. Each variable was entered into the model for this method, and its value was
assessed based on the likelihood ratio estimates. If the variable made a significant
contribution to the model, it was retained, and vice-versa (Chua, 2009). A p-value of < .05 was
considered statistically significant for all analyses.

RESULTS

Bivariate Correlation between Variables Analysis

Before hypothesis testing, this study performed a zero-order correlation analysis to examine
the relationships between study variables (See Table 2). The analysis showed a strong positive
relationship between intended risk information seeking and information needs (r=0.76,
p<0.1). Besides that, organisational norms (r=0.59, p<0.1), current knowledge (r=0.51, p<0.1),
perceived risk (r=0.48, p<0.1) and affective responses (r=0.44, p<0.1) had a moderate positive
relationship with intended risk information seeking.

Table 2: Correlation results of the study variables
Variables 1 2 3 4 5 6
1- Intended risk -
information seeking

2- Information needs T6** -

3- Current knowledge S1** ATE* -

4- Perceived risk A8** 56** .38%** -

5- Affective responses A4** 52%* .28%* T2** -

6- Organisational norms .59** .54** B1** 53** .50** -
**p < 01

Hypothesis Testing
A hierarchical ordinal least squares analysis was performed to identify the best predictor(s)
for risk information seeking intention (Table 3). Demographic variables were controlled and
entered in block one, while main study variables were entered in block two. Overall,
demographic variables accounted for a small amount of variance (2.5%), and only the
relationship between ethnicity and risk information seeking was significant (3 =-.115, p <.05).
When the theoretical variables were added in the second block, the scores
contributed 60.8% additional variance in risk information seeking intention. After controlling
the demographic variables, organisational norms (B = .211, p < .05), information needs (B =
.48, p < .05), and current knowledge (B = .103, p < .05) positively related to risk information
seeking intention. Therefore, H1 — H3 were supported.
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H4 postulated that perceived risk was positively associated with intended risk
information seeking among hospital employees. As shown in Table 3, perceived risk did not
significantly associate with risk information seeking intention (B = -.002, p > .05). Therefore,
H4 was not supported.

H5 hypothesised a positive association between affective responses and intended risk
information seeking among hospital employees. As shown in Table 3, affective responses did
not significantly affect intended risk information seeking (B = -.001, p > .05). Therefore, H5
was not supported.

Table 3: Demographic and information behaviour factors as predictors of intention to seek risk information

Block 1 Block 2
B (SE) t B (SE) t

Gender -.062 .105 -1.217 .028 .066 .880
Ethnic -.116* .050 -2.315 .006 .032 177
Age .034 .005 .674 -.015 .003 -.469
Education -.070 .041 -1.393 -.007 .026 -.218
Information needs 612%** .032 15.175
Current knowledge .105** .039 2.664
Perceived risk -.002 .041 -.037
Affective responses -.002 .034 -.039
Organisational norms 204 %** .045 4.649
R? .025 .634
AR? .025 .608
F 2.624 131.954
F change 2.624 131.954
*P <0.05. **P < 0.01. *** P <0.001

DISCUSSION

Information seeking behaviour is a critical aspect of risk communication studies. This study
aimed to investigate factors influencing risk information seeking intention in the Malaysian
healthcare setting. Additionally, this study contributes to understanding risk information
seeking intention in public health crises by incorporating organisational norms in hospitals
from an organisational perspective. The findings of this study provide valuable references for
health communication researchers and practitioners in understanding the role of
organisational factors in influencing risk communication during the COVID-19 pandemic in a
healthcare setting. Several key findings are discussed below.

One key finding of this study is that information need is a strong factor that is
positively related to intended risk information seeking. This result aligns with the core tenet
of the RISP model, which states that information needs motivate information seeking through
various channels (Griffin et al., 1999). It is particularly true as individuals are motivated to
engage in tasks to achieve desired judgemental confidence and reduce uncertainty feelings
(Eagly & Chaiken 1993). When hospital employees perceive a lack of information about
COVID-19 concerning their work situations, they are more likely to seek relevant information
actively. This is particularly true for frontline hospital employees who are responsible for
managing a high number of patients in a high-pressure environment. Many of these
employees have been assigned new tasks and placed in unfamiliar settings (Billings et al.,
2021), which increases the need for information to assist in decision making. The finding of a
significant positive relationship between information needs and intended risk information
seeking in this study supports previous studies (Yang et al., 2014; Huurne, 2008; Griffin et al.,
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2004; Kellens et al., 2012; Kahlor et al., 2006) and diverges from certain prior studies (Kahlor,
2010; Yang et al., 2021).

This study also identified that organisational norms as a significant factor positively
associated with risk information seeking intention. The finding aligns with the RISP model,
specifically the concept of informational subjective norms, which suggests that individuals are
inclined to respond to social pressure or expectations to acquire sufficient information to deal
with risky situations (Dunwoody & Griffin, 2015). The finding underscores the critical role of
organisational culture in facilitating information seeking among hospital employees in
healthcare settings during public health emergencies like COVID-19. This explanation closely
aligns with injunctive norms, which refer to what others think one ought to do (Chung &
Rimal, 2016). Strong injunctive and subjective norms within an organization lead hospital
employees to perceive expectations or pressure from superiors or colleagues to possess
knowledge and responsibility during public health emergencies, thereby motivating them to
seek risk and safety information to enhance their job performance. This finding is consistent
with prior studies (Li & Zheng, 2022; Griffin et al., 2008; Griffin et al., 2004). When hospital
employees feel pressure or expectations from superiors or colleagues to be knowledgeable
and responsible during the COVID-19 pandemic, they are more likely to seek risk and safety
information to better perform their job roles. Additionally, this finding supports previous
research highlighting the role of team behavioural norms in promoting staff behaviour change
(Parsons et al., 2007). The shared values and vision within a hospital create expectations for
staff behaviour, which are reflected in team norms. For instance, nurses were expected to
assist patients, be competent and fulfil their roles, be responsive and be team players.

Another critical finding demonstrated that current knowledge is a factor that needs
attention as well. Consistent with previous research (Kahlor, 2007; Kellens et al., 2012), this
study demonstrates that the current knowledge of hospital employees directly influences
their intention to seek risk information during the COVID-19 pandemic. That is, hospital
employees perceived their knowledge as important in their work, prompting them to engage
in more effortful information seeking to improve their existing knowledge of risks. Therefore,
strategies are needed to address hospital employees’ current knowledge and promote higher
risk awareness to motivate them to stay updated with relevant information.

On the other hand, the results indicated that perceived risk and affective responses
did not show a significant relationship with the intention to seek risk information. One
plausible explanation is rooted in experiential and socio-cultural differences. Research
indicates that perceptions of COVID-19 risk vary significantly across different countries
(Dryhurst et al., 2020). Notably, Malaysians exhibit relatively low-risk perceptions of COVID-
19, with a substantial proportion of respondents considering COVID-19 to be non-threatening
(World Health Organization, 2020). This diminished perception of risk may result in
attenuated negative affective responses among individuals. Furthermore, the lack of a
significant relationship might also be linked to the absence of information needs as a
mediating factor in the study. Previous research suggests that perceived risk plays a crucial
role during emergencies, positively influencing individuals' information needs and
subsequently promoting risk information-seeking behavior (Huurne & Gutteling, 2008;
Kellens et al., 2012; Zhou, 2021). However, if individuals do not perceive a pressing need for
information due to factors such as information overload leading to mental stress, they may
be less inclined to actively seek out risk information. In summary, the non-significant
relationship observed between perceived risk, affective responses, and the intention to seek
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risk information among hospital employees during the COVID-19 pandemic may be attributed
to both the relatively low-risk perceptions among Malaysians and the absence of perceived
information needs as a mediator in the study. These findings underscore the complex
interplay of individual, cultural, and situational factors in shaping risk perception and
information-seeking behavior during crises.

Overall, this study emphasises the importance of understanding the factors that
influence risk information seeking intention in the healthcare setting during public health
crises, such as the COVID-19 pandemic. The findings highlight the role of information needs,
organisational norms, and current knowledge in motivating healthcare workers to seek
relevant risk information actively. Furthermore, the study identifies a need for risk
communication programmes that address contextual factors, such as organisational context,
to comprehensively understand how they impact risk information seeking behaviours and
improve the quality of healthcare during crises. However, further research is needed to
explore other potential factors that may influence risk information seeking intention and the
effectiveness of different communication strategies in promoting risk awareness and
information seeking behaviours.

LIMITATIONS AND IMPLICATIONS FOR FUTURE RESEARCH

There are three major limitations of this study. First, the cross-sectional survey design fails to
demonstrate the changes in risk perceptions during the COVID-19 pandemic. This research
was carried out during the Conditional Movement Control Order (CMCO) period when the
pandemic was in a better situation, and the public and hospital employees may already be
familiar with the virus. Of note, it may affect the outcome of risk information seeking. Future
research should focus on different stages or points of time as the pandemic unfolds. This is
important for the policymaker and risk communicator to re-adjust the strategy to inform the
public and workers for better risk management. Second, the data were collected only from
two private hospitals in Malaysia. This might limit the generalisability of our findings to other
healthcare settings. For instance, private hospitals' healthcare settings and facilities differ
from public hospitals in many aspects, such as the number of staff and management during
the crisis. Therefore, future research can focus on public and private hospitals for better
results. Third, the study only examines the direct relationships between the study variables.
Further studies should look into mediation and moderation analyses for a fuller picture of the
situation. Ignoring mediating effects may bias the interpretation of the results when a variable
has no direct effect on the dependent variable.

Despite these limitations, there are several implications for this study. First, the
findings highlight the importance of organisational norms, which is also the contribution of
this study, found to positively impact hospital employees’ risk information seeking in a
hospital. Future research could further explore alternative normative concepts or different
contextual attributes to better understand their diverse impacts on risk communication
behaviours within similar organisational contexts. Notably, communication and
organisational support in a work environment play a critical role in risk management. In
response, the study suggests that the hospital or any organisation improve on the downward
communication in an organisation, as it can be an important approach in risk communication
for the employees to follow instructions during a crisis. If done correctly, downward
communication can create a climate of transparency and openness, and the employees will
most likely be more confident to face the risk together. It is important to encourage co-

E-ISSN: 2289-1528 180
https://doi.org/10.17576/JKMJC-2024-4002-10



Motivation for Risk Information Seeking among Hospital Employees in the Context of COVID-19 Pandemic: An
Organisational Perspective
Yee Chin Law, Jen Sern Tham, Tong Ming Wee & Diyana N. Kasimon

workers to communicate regularly to ensure everyone in the organisation shares the same
viewpoint. This is particularly important for hospital employees to achieve the common goal
of serving the community in times of high risk. Furthermore, the risk messages should be
tailored to fit organisational context rather than adopting a generic approach. This
underscores the importance of considering various factors when devising communication
strategies to maximise positive responses to public health emergencies.

Second, the concept of information needs is the most substantial factor associated
with risk information seeking in this study. This result suggests that organisations should
increase the hospital employees’ health literacy and curiosity about the disease by organising
more training or departmental meeting for their employees. Hospital employees come from
various educational backgrounds and have different job roles. It is crucial to provide sufficient
training for all employees according to their needs, as they might encounter different
challenges. This study extends the RISP model by incorporating organisational context shed
new light on understanding communication behaviours. Finally, researchers are encouraged
to explore other organisational contexts or factors that can help explain better the impact on
risk communication.

CONCLUSION

By conducting the research at hospitals in Malaysia, our findings extend the research on the
RISP model and health risk communication in the context of the COVID-19 pandemic. The
study highlights the essential roles of information needs, organisational norms, and current
knowledge in predicting risk information seeking intention among hospital employees, laying
the foundation for future research on risk communication and management in Malaysia’s
healthcare setting. Our study contributes to understanding the organisational norms factor,
which positively impacts hospital employees’ risk information seeking in the context of
hospitals. The findings can serve as baseline information for other healthcare facilities to refer
to and use as vital guidance to improve communication and organisational support in a
healthcare environment for risk management and pandemic preparedness. This provides
valuable insights into risk communication knowledge in Malaysia's healthcare system and
expands on applying the RISP model and related work in the COVID-19 pandemic
perspectives. Importantly, the implications of this research extend beyond the specific
healthcare context and hold relevance for the broader fields of health communication and
corporate communication. The study's findings contribute to the existing body of literature
within these domains, offering insights into the intricate relationships between organisational
norms, motivation, and information seeking. By enriching our understanding of these
dynamics, the research strengthens the theoretical foundations and practical applications of
health communication and corporate communication, advancing knowledge in these vital
areas.
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