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Abstrak

Walaupun banyak penyelidikan dalam bidang komunikasi penyeliaan, industri hotel
di Malaysia masih menghadapi tukar ganti pekerja yang tinggi. Oleh yang demikian,
tujuan utama kajian ini adalah untuk mengkaji hubungan di antara komunikasi
superior-subordinat dan kualiti LMX dengan kepuasan pekerjaan pekerja di hotel
lima bintang di Pulau Langkawi, Malaysia. Dengan berpandukan kepada teori
Leader Member Exchange (LMX), kajian ini menggunakan pengumpulan data
secara persampelan rawak mudah ke atas 322 orang responden dalam maklum balas
melalui kaedah soal selidik. Data dikumpul dan dianalisis menggunakan Perisian
Pakej Statistik Sains Sosial. Kajian ini menggunakan analisis regresi berganda dan
korelasi untuk menganalisis data. Hasil kajian menunjukkan bahawa hubungan
komunikasi penyeliaan dan kualiti LMX mempunyai hubungan positif yang
signifikan dengan kepuasan pekerjaan pekerja. Kajian semasa menunjukkan bahawa
komunikasi yang baik antara penyelia dan subordinat akan menghasilkan kepuasan
kerja yang lebih baik dan fungsi organisasi yang lebih efisien. Tambahan pula,
kajian ini telah mencadangkan beberapa teori dan praktikal kepada industri hotel
lima bintang di Langkawi bagi meningkatkan tahap komunikasi untuk meningkatkan
kepuasan pekerjaan pekerja. Hasil kajian ini akan menyumbang kepada penemuan
empirikal baru di dalam bidang kajian komunikasi superior-subordinat dan kualiti
LMX.

Kata kunci: Komunikasi superior-subordinat, Leader Member Exchange (LMX),
Kepuasan pekerjaan, Industri hotel, Langkawi.
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Abstract

Despite the abundance of research in the area of supervisory communication, the
hotel industry in Malaysia is facing high employee turnover. Therefore, the main
purpose of this study is to examine the relationship between superior - subordinate
communication and LMX quality with employee job satisfaction in five-star hotels
in Langkawi Island, Malaysia. The Leader-Member Exchange (LMX) Theory guided
this thesis, which utilized a survey to measure the opinions of the 322 respondents
using simple random sampling method. Data was gathered and analyzed using
Statistical Package for Social Sciences (SPSS). The data were analyzed using
correlation and multiple regression analysis. Results revealed that supervisory
communication relationship and LMX quality have significant positive relationship
with employee job satisfaction. The current study indicates that good communication
between a supervisor and a subordinate will result in greater job satisfaction and
better organizational functioning. Furthermore, the present study has suggested few
theoretical and practical recommendations to the five-star hotel industry in Langkawi
to improve the level of supervisory communication to increase employee job
satisfaction. The findings are noteworthy for the industry and also contribute to new
empirical findings to the literature on superior - subordinate communication and
LMX quality.

Keywords: Superior - subordinate communication, Leader member exchange, Job
satisfaction, Hotel industry, Langkawi
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CHAPTER ONE

INTRODUCTION

1.1 Introduction

This chapter initially introduces the background and problem statement of the study.
The next section discusses the research objectives, research questions, conceptual
and operational definitions, significance of the study and scope of the study. This
research mainly focuses on the role of superior-subordinate communication and

LMX quality how hotel employees’ job satisfaction in Langkawi Island, Malaysia.

1.2 Background of Study

The impact of effective interpersonal communication among managers has become a
topic of interest in the literature because of the way it impacts both the employee
experience and organizations. Communication form as the basic function within a
managers’ job scope (Greenberg, 2010) as managers spend 80% of their daily duties
communicating with their team in order to drive the organization’s success
(Dasgupta, Suar, & Singh, 2012; Lolli, 2013). Voinea, Busu, Opran, and Vladutescu
(2015) point out that supervisory communication is a tool in understanding
information and management decisions in order to achieve organizational objectives.
Failure in effective interpersonal communication has direct and indirect impacts on
employees and organizations (Pretorius & Roux, 2011; Rudd & Mills, 2015).
Superior - subordinate communication has received much attention in the

organizational communication literature. This attention has focused on the influence

11
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Appendix A Questionnaire

The relationship of superior subordinate communication and LMX quality with
employee job satisfaction in Malaysia hotel industry at Langkawi, Kedah

Greetings,

Dear Sir/Madam,

My name is Sanan Waheed Khan and I am a Master, Candidate (Communication),
School of Multimedia Technology & Communication, College of Arts and,
Universiti Utara Malaysia. 1 am investigating, The relationship of superior
subordinate communication and LMX quality with employee job satisfaction in the
Malaysia hotel industry at Langkawi, Kedah. Your assistance as a respondent is very
important because it can greatly help advance academic knowledge. Below is some
necessary information and instructions.

Participation in this research is voluntary and you are free to withdraw at any time,
and you do not have to answer any questions with which you feel uncomfortable. A
final copy of the report will also be available upon request.

All information collected during the research will remain CONFIDENTIAL. It will
be used for academic purposes only.

I shall be grateful if you could complete the enclosed questionnaires.

Thank you in advance for your time and cooperation.
Yours sincerely,

SANAN WAHEED KHAN

Email address: sannankharal@gmail.com

Cell phone # 01118554300

Master of Arts, (Communication)

School of Multimedia Technology & Communication, College of Arts and,
Universiti Utara Malaysia
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SECTION A

1.0 Demographic Profile

Please tick (/) the appropriate box to answer the questions.

1. Gender

() Male () Female

2. Marital Status

() Married () Unmarried
3. Age

() Less than 20 years
()21-30

()31-40

()41-50

() More than 50 years
4. Job status

() Manager () Worker
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INSTRUCTION: Please indicate your agreement or disagreement with the following
statements by indicating your appropriate response based on the following scale.

(1 = strongly disagree; 2 = somewhat disagree; 3 = neutral; 4 = somewhat agree; 5 =
strongly agree)

Section B: Superior-Subordinate Communication

No. Statement Strongly| 5 | 3] 4| Strongly
Disagree Agree

Positive Relationship Communication
1 I think my superior jokes good naturedly

with me 1 213 4 3
2 |1 think that my superior asks for my

suggestions about how each work task 1 213 4 5

could be done
3 | I think my superior asks me about my

interests outside of work ! 213] 4 5
4 |1 think my superior seeks my input on

important decisions 1 213 4 S
5 |1 think my superior strikes up casual

conversations with me 1 213 4 3
6 |I think my superior asks me for

suggestions for improvements in my 1 213 4 5

group

Upward Openness Communication
7 | I question my supervisor’s instructions

when I don’t understand them 1 213 4 5
8 | I tell my supervisor when I think things are

being done wrong 1 213 4 S
9 | I question my supervisor’s instructions

when I think they are wrong. 1 213 4 5
10 | I make a suggestion to my superior about

how the work could be done 1 213 4 5
11 | I think my superior asks for my suggestion

about how work tasks could be done 1 213 4 5
12 | I tell my superior about my work problems

ySup My work P 1| 23] 4 5

Negative Relationship
Communication
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13 | I think my superior ridicules or make fun

of me 1 5
14 | I think my superior criticizes my work in

front of others 1 >
15 | I think my superior is critical of me as a { 5

person.
16 | I think my superiors asks me to do thing

rather than tells me 1 5
17 | I think my superior tells me how they

discipline worker 1 5
18 |1 think my superior admits to their

mistakes I >

Job Relevant Communication
19 | I think my superior gives me recognition

for good work 1 3
20 | I think my superior lets me know why

changes are made in work assignments. 1 5
21 | I think my superior keeps me

informed about rules and policies 1 5
22 | I think my superior gives clear instructions

to me 1 3
23 |1 think my superior informs me about

future plan for me in the group 1 3
24 | I think my superior tells me the reasons for

work schedules. 1 5
Section C: LMX quality
No. Statement St'rongly Strongly

Disagree Agree

1 | I like my superior very much as a person 1 5
) I think my superior is the kind of person I 1 5

would like to have as a friend
3 I think my superior is a lot of fun to work 1 5

with
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I think my superior defends my work
actions to a superior, even without

4 complete knowledge of the issue in ! 2|3 4 >
question
5 I think my superior would defend me if I 1 >3] 4 5

were ‘‘attacked’’ by others

I think my superior would defend me to
6 | others in the organization if I made an 1 213 4 5
honest mistake

I carry out work tasks for my superior that
7 | go beyond what is specified in my job 1 213 4 5
description

I am willing to apply extra effort, beyond
8 | that normally required, to further the 1 23] 4 5
interest of the work group

I do not mind working my hardest for my

9 ; 1 213 4 5
superior
10 I am impressed with my superior’s 1 >3] 4 5
knowledge of their job
1 I respect my superior’s knowledge of and 1 >3] 4 5
competency on the job I
12 | I admire my superior’s professional skills 1 213 4 5

Section D: Job Satisfaction

Note: The survey questions about this item (Section D) are reproduced by
permission. Copyright 1977, Vocational Psychology Research, University of
Minnesota.

(1 = Very dissatisfied; 2 = dissatisfied; 3 = Neither satisfied nor dissatisfied; 4 =

Satisfied; 5 = Very Satisfied)
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Very

Very

No. Statements Dissatisfied Satisfied
Being able to keep busy all of the time.
1 1 5
The chance to work alone on the job.
2 1 5
The chance to do different things from time
3| to time. 1 5
The chance to be ‘somebody’ in the
4 | community. 1 3
The way my boss handles his/her workers. s
5 1
The competence of my supervisor in making
6 | decisions. 1 5
Being able to do things that don’t go
7 | against my conscience. 1 5
The way my job provides for steady
8 | employment. 1 3
The chance to do things for other people. 5
9 1
The chance to tell people what to do.
10 1 5
The chance to do something that makes use
11| of my abilities. 1 5
The way company policies are put into
12| practice. 1 5
3 My pay and the amount of work that I do. | 5
The chances for advancement on this job. 5
14 1
The freedom to use my own Judgment. 5
15 1
The chance to try my own methods of doing
16 | the job. 1 >
17 | The working conditions. 1 >
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The way my co-workers get along with each
181 other. 1 2

The praise I get for doing a good job.
19 1 2

The feeling of accomplishment I get from
20 | the job. 1 2

END OF THE SURVEY

THANK YOU FOR YOUR PARTICIPATION.
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