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The purpose of this research is to find the correlation between communication 

satisfaction, job satisfaction, employee engagement, and job performance among 

faculty’s members and academic staff in higher education institutions in Thailand. 

The paper examines overall communication satisfaction dimensions which consist of 

seven constructs: horizontal communication, organization perspective, media quality, 

communication climate, organization integration, supervisory communication, and 

personal feedback. Job satisfaction focuses on overall constructs of fringe benefits, 

promotion, pay, contingent rewards, operating procedures, co-workers, supervision, 

nature of work, and communication. Employee engagement includes the context of 

social engagement, intellectual engagement, and affective engagement. Job 

performance concentrates on work performance at the individual level which is based 

on contextual performance, task performance, counterproductive work behavior, and 

adaptive performance. The sample size is 400 respondents who are faculty members 

and staff in higher education institutions in Thailand. The data were collected by 

questionnaires based on the Communication Satisfaction Questionnaire (CSQ), Job 

Satisfaction Survey (JSS), Intellectual, Social, and Affective engagement scale (ISA), 

and Individual Work Performance Questionnaire (IWPQ) through a simple random 

sampling method. Correlation, simple regression and multiple regression analysis was 

done on the data gathered from the questionnaires which based on a 95% confidence 

level. The findings of the regression analysis in this research showed that there was 
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statistically significant correlation (p < 0.01) between communication satisfaction and 

job satisfaction, communication satisfaction and employee engagement, job 

satisfaction and employee engagement, job satisfaction and job performance, and 

employee engagement and job performance. However, there is no statistically 

significant correlation (p > 0.01) between communication satisfaction and job 

performance. The research model suggests that communication satisfaction and job 

satisfaction can predict employee engagement at 50.4%, communication satisfaction, 

job satisfaction, and employee engagement can predict job performance at 30.4%, and 

communication satisfaction predicts job satisfaction at only 5.2%. It implies that 

administrators should firstly focus on job satisfaction and communication satisfaction 

of employees in order to increase employee engagement. Then supervisors should 

concentrate on engagement and job satisfaction to increase job performance. The 

research results suggest that administrators should keep lines of communication open 

and receive feedback from subordinates by applying an open door policy to build 

positive relationships and create better engagement. Not only communication factors 

but administrators also create job satisfaction which leads to better engagement of 

employees. Communication satisfaction cannot create better performance because job 

satisfaction and engagement are the major causes of job performance. The research 

results suggest administrators in Thai higher education institutions should firstly 

concentrate on job satisfaction and communication satisfaction to increase employee 

engagement. Then the next step is to focus on employee engagement and job 

satisfaction to create better job performance. The research has benefits for high 

education institutions in Thailand in terms of developing organization mechanisms, 

policy settings, and human relations in workplace. 
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CHAPTER 1 

 

INTRODUCTION 

 

This chapter provides information on the research background, significance of 

the study, and the statement of the problem. Additionally, it includes the objectives of 

the research, scope of the study, and identifies the benefits and academic 

contributions. The final part focuses on limitations of the research and the outline of 

the chapters in this study. 

 

1.1  Research Background 

  

Communication plays a substantial role in business development for every 

organization. Effective communication in a company leads to business success. 

Robson and Tourish (2005) showed that there is now a substantial body of literature 

suggesting that organizational communication helps to improve the likelihood of an 

organization being successful. In particular, internal communication is a set of 

interactive processes (Mazzei, 2014). Organizations come alive because of 

communication and when all individuals take part (Weick, 1977; Heath, 1994). 

Therefore, understanding the communication actions of employees is crucial. 

Orozco and Allison (2008) and Qian and Daniels (2008) said that 

communications in higher education institutions are different than in other business 

organizations. The reasons are the nature of the university environment and that 

faculty roles, tasks, and responsibilities are dissimilar. Orozco and Allison (2008, p. 

66) stated that “the university environment has long represented democratic ideals of 

free speech, unbridled and creative research in the search for truth, and a distinctly 

independent autonomy directed by faculty as they exercise two sacred academic 

principles”. These include academic freedom and shared governance. Faculty have 

earned the right, based on scholarly expertise, to express critical ideas, questions, and 

pursue new things. Additionally, shared governance is information exchange, opinion, 
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mediation, consultation, reflection, and compromise. Smith and Wolverton (2010) 

stated that faculty members maintain a powerful voice in decisions made by higher 

education institutions. In such organizations, open communication, transparency, and 

tolerance are necessary in order to communicate internally. Therefore, higher 

education institutions are different to other organisations, especially in terms of 

organization setting and communication satisfaction (Jenkins & Jensen, 2010). 

In terms of communication satisfaction, one of the most important factors is 

communication with supervisors such as chairpersons, deans, and administrators. 

Research has found that supervisor communication styles influence organizational 

commitment, job satisfaction, and job performance (Vries, Roe, & Taillieu 1998, 

Breckenridge, 2000).  According to Spangler and House (1991), Kirkpatrick and 

Locke (1996), Den Hartog and Verburg (1997), Awamleh and Gardner (1999), Frese, 

Beimel, and Schoenborn (2003), Riggio, Riggio, Salinas, and Cole (2003), Towler 

(2003), Terek, Glusac, Nikolic, Tasic, and Gligorovic (2015) communication is 

central to leadership. They illustrated that the effect of leadership styles relates to 

effective communication skill and interpersonal communication with subordinates 

(Fairhurst, 1993; Quick & Macik-Frey, 2004). Batsis (1987) said effective 

communication among leaders in an organization has to build two-way patterns of 

communication, which are formal and informal channels. The purpose is to flow the 

communication direction freely in all levels. Obviously, successful supervisors must 

have a realistic view of communication (Terek et al., 2005). They must understand the 

complexity of communication in an organization (Clampitt, 2005).  

On the other hand, other research has suggested that communication in an 

organization includes symmetrical communication. It is communication which 

emphasizes trust, openness, integrity, relations, reciprocity, horizontal 

communication, network symmetry, feedback, sufficiency of information, tolerance of 

disagreement, employee centered style, and negotiation (Grunig, 1992). It concerns 

two-way communication which facilitates discussion between an organization and its 

employees (Men, 2014). Asymmetrical communication, however, is one direct way 

communication or a top-down approach designed to control employee behavior based 

on management requirements (Grunig, Grunig, & Dozier, 2002).  
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For reasons mentioned clearly above, communication flows in general 

business organizations and educational institutions are totally different because of the 

nature of the organization, organizational structure, and communication style. This 

research is investigates communication satisfaction which lead to employee 

engagement, job satisfaction, and job performance of faculty members and staff in 

Thai higher education institutions. 

 

1.2  Significance of the Study 

 

Communication in an organization is central to any study of the time 

supervisors devote to interacting with their subordinates (Tourish & Hargie, 2004). 

Studies have found that managers spend more than 60 percent of their working time 

communicating and meeting with people (Schermerhorn, 1996). Most activities are 

embedded in a network of communication and relationships with internal employees. 

Tourish and Hargie (2004) stated that managers spend most of their working time 

communicating, interacting, and determining the organizational climate. Effective 

management is based on open communication and supportiveness, candor, warmth, 

and a commitment to dialogue rather than monologue. Effective Communication is 

also a key element of business success. Many research findings have suggested that 

effective management of the communication process brings large-scale organizational 

benefits. Clampitt and Downs (1993) claimed that improving the quality of internal 

communication leads to productivity improvement, absenteeism reduction, higher 

quality of products and services, increasing innovation level, fewer strikes, and cost 

reduction. With these benefits, the study of communication in an organization is 

worthy of research. This research will focus on organizational communication, 

communication satisfaction, job satisfaction, engagement, and performance. These 

may lead to better performance of faculty members in Thai higher education 

institutions. 

Most previous studies have focused on leadership style, organizational culture, 

organizational commitment, and organizational effectiveness. Few studies have 

concentrated on communication satisfaction and employee engagement (Terek et al., 

2015). Hunt, Tourish, and Hargle (2000) noted that there are numerous studies about 
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communication in organizations, however, literature which combines research into 

communication satisfaction, employee engagement, job satisfaction, and job 

performance is limited.  

 

1.3  Statement of the Problem 

 

Education is very important. It contributes to the development of countries and 

the main players in education are educators. This research aims to explore the 

communication satisfaction, job satisfaction, employee engagement, and job 

performance of faculty members in higher education institutions in Thailand. 

Satisfaction among educators directly affects their performance (Demirtas, 2010). It 

contributes to effective communication which enables people to better understand and 

connect with people in the university (Ali & Haider, 2012). It involves the exchange 

of ideas, and building respect and satisfaction. In contrast, dissatisfaction creates 

negative attitudes among employees towards their job, miscommunication, and 

leaving the organization. Higher education management should develop a good 

communication environment for educators in order to improve engagement, job 

satisfaction, and performance. Therefore, this research will focus on communication 

satisfaction, job satisfaction, engagement, and performance.  

 

1.4  Objectives of the Study 

  

The primary objectives of this study are: 

1) To investigate the communication satisfaction towards employee 

engagement, job satisfaction, and job performance of faculty members and staff in 

higher education institutions. 

2) To understand and to examine the variables which have a relationship with 

communication satisfaction. 

3) To provide recommendations for improving communication satisfaction in 

higher education institutions. 

Therefore, this study attempts to help bridge some of the gaps in the literature 

between communication satisfaction, employee engagement, job satisfaction, and job 
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performance of faculty members and staffs in higher education institutions in 

Thailand. 

 

1.5  Scope of the Study 

 

This research primarily focuses on faculty members and staff who work in 

higher education institutions in Thailand. The respondents are from public and private 

universities in Thailand. The research will investigate literature, related journals, and 

various textbooks on the subject of communication satisfaction, employee 

engagement, job satisfaction, and job performance. The scope of the study focuses on 

all dimensions of the Communication Satisfaction Questionnaire (CSQ) was 

developed by Down and Hazen (1977), the Job Satisfaction Survey (JSS) was 

developed by Spector and Wimalasiri (1986), the Intellectual engagement, Social 

engagement, and Affective engagement scale (ISA) was developed by Soane, Truss, 

Alfes, Shantz, Rees, and Gatenby (2012), and the Individual Work Performance 

Questionnaire (IWPQ) was developed by Koopmans, Bernaards, Hildebrandt, Van 

Buuren, Van Der Beek, and De Vet (2012). A questionnaire survey was distributed in 

the attempt to understand work satisfaction, engagement, and performance. 

 

1.6  Benefits of the Study 

 

The following benefits will be derived from this study: 

1) To expand the studies of communication satisfaction in relation to 

employee engagement, job satisfaction, and job performance. 

2) To establish a report that aims to provide recommendations on how to 

improve and manage the communication satisfaction in organizations which brings to 

employee engagement, job satisfaction, and job performance. 

Therefore, this study provides a valuable academic contribution to in higher 

education institutions in relation to communication satisfaction, job satisfaction, 

employee engagement, and job performance of faculty members and staff. 
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1.7  Outline of the Dissertation 

  

The outline of this dissertation is as follows. 

Chapter 1: The first chapter provides information on the research 

background, significance of the study, statement of the problem, objectives of the 

research, scope of this study, research benefits, and limitations of the study.  

Chapter  2: The second chapter reviews the overall literature of higher 

education institutions, communication in organizations, communication satisfaction, 

job satisfaction, employee engagement, and job performance. In addition, it reviews 

various aspects and dimensions of communication satisfaction, job satisfaction, 

employee engagement, and job performance in an organizational context. 

Chapter  3: The third chapter outlines the research methodology which 

consists of research design, hypothesis testing, research approach, unit of analysis, 

population, measurement, validity and reliability analysis, data collection, and data 

analysis. 

Chapter 4: The fourth chapter illustrates the research result and data analysis 

of this study for example; demographic data, descriptive statistics, hypotheses testing, 

and significance of the research model. 

Chapter  5: The fifth chapter is the discussion and conclusion part. It discusses 

the research findings from the previous chapter and the research contributions. In 

addition, the conclusion section presents the overall results found in this study. It 

includes the research summary, academic implications, managerial implications, and 

research limitations. 
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CHAPTER 2 

 

THEORETICAL FRAMEWORK AND A PROPOSED MODEL 

FOR ANALYSIS 

 

This second chapter examines the overall concept and reviews the literature. 

The literatures focus on higher education, higher education in the Thai context, 

communication in higher education institutions, communication satisfaction, job 

satisfaction, employee engagement, and job performance in Thai higher education 

institutions. 

  

2.1  Higher Education 

 

Education is a crucial aspect of human life. It is incontrovertible that education 

contributes to ensuring the development of every country. Education systems must be 

purposefully and logically deliberated to generate the best results for all concerned. 

The main people in education systems are the educators who are responsible for 

education for the next generation (Awang, Ahmad, & Zin, 2010). Higher education is 

education beyond the secondary level, especially in colleges or universities.  It is an 

optional final stage of education. Universities can be classified into two types: private 

and public. Private universities are supported by tuition fees and private funds while 

public universities are state-funded and usually larger in size than private universities.  

Higher education institutions are different from other types of business 

organizations in many ways. Orozco and Allison (2008) claimed that universities have 

long demonstrated democratic ideals of free speech, unbridled search for the truth, 

and autonomy unlike other business workplaces. Additionally, faculty have academic 

freedom to communicate, question, and share ideas. These differences make 

universities different in terms of communication satisfaction than other organizations. 

Based on communication theory, people learn to feel more comfortable when 

they are able to explain the situation they are in and able to predict the behavior of 
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others and events. Commonly, lack of information and communication may result in 

high levels of dissatisfaction. This may create tension and anxiety. Faculty members 

in higher education institutions have an opportunity to participate in the development 

and transformation of humans. The greatest outcome for educators is to prepare 

individuals so ongoing social development can occur. Effective instructors must retain 

employment and therefore faculty members’ engagement, job satisfaction, and 

performance must ensure this (Abdullah & Hui, 2014; Wetherell, 2002). The 

importance of instructors cannot be ignored in order to maintain high quality 

education (Demirtas, 2010).  

 

2.2  Higher Education in Thailand 

 

In Thailand, the Office of the Higher Education Commission (OHEC) is 

directed by the Thai Higher Education Commission. The Ministry of Education is 

responsible for all Thailand’s higher education institutions in both undergraduate and 

postgraduate. The commission is to manage and to promote higher education 

development on the basis of academic freedom and excellence. Its commissions are to 

formulate policies, recommendations, and development plans, set standards, provide 

recommendations on resource allocation frameworks, and monitor and evaluate 

outcomes. In addition, the board members of OHEC consider the issue of criteria, 

regulations, and official orders as deemed necessary. According to the Thai 

Association of Governing Boards of universities and colleges (TAGB), there are 180 

universities and colleges in Thailand which includes both of public and private 

universities (Appendix A). The structures of higher education institutions in Thailand 

are slightly different based on their policies and employment rate. Most public 

universities have more supporting staff than private universities. However, the role, 

function, and responsibilities of faculty members in public and private university are 

similar as are supporting staff roles. 
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2.3  Communication in Higher Education 

 

Communication plays a central role in all management functions (Carriere & 

Bourque, 2009). It links people together and creates relationships (Duncan & 

Moriarty, 1998). Schwartzman (1989) and Cooren (1999) both stated that 

communication in an organization involves informing, organizing, coordinating, 

arranging, and subordinating. Thus, communication is more than just providing 

information. In fact, it has a vital role in the success or failure of any organization 

(Zhu, May, & Rosenfeld, 2004; Orpen, 1997). Mintzberg (1973) and Klemmer and 

Snyder (1972) said supervisors spend more than 75 percent of their work time 

engaged in communication. Communication is a two-way process which conveys 

meaning to another. It involves transmission of verbal and non-verbal messages. It 

involves a sender, a channel of communication, and a receiver. Important aspects of 

communication include the purpose of communication, seeking understanding of 

other parties, and completing a process with a consistent follow-through. These things 

are important for building trust and satisfaction among all parties. In business, 

communication is a key aspect of management because a company cannot operate 

effectively without appropriate communication between employees, levels, and 

departments. 

Well-organized communication in higher education institutions is a key 

instrument for survival and growth (Bordia, Hobman, Jones, Gallois, & Callan, 2004; 

Schweiger & DeNisi, 1991; Wanberg & Banas, 2000). Developing, measuring, and 

analyzing instruments of communication in educational firms is therefore important 

(Downs, DeWine, & Greenbaum, 1944). Organizational communication is the process 

of information exchange between everyone in an organization under an organizational 

climate and atmosphere. It requires two-way communication and internal 

communication tools to make subordinates understand their roles. The benefits of 

organizational communication are decreasing uncertainty, understanding 

responsibility, and cooperating with internal units effectively. 

Furthermore, communication is central to any study of what supervisors do. 

Schermerhorn (1996) noted that supervisors spend much of their time interacting with 

employees and most of that communication is face-to-face. It is also task-related 
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rather than personal in content. High performance work organizations are 

characterized by good communication (Tourish & Hargie, 2004). Therefore, operative 

communication in an organization is the glue which helps employees deepen 

connections to others and improves teamwork, decision-making processes, and 

problem-solving ability. It enables people to communicate effectively although 

negative or difficult messages create conflict or destroy trust. 

Consequently, understanding communication flows in higher education 

institutions is important. Communication in an organization includes vertical 

communication which means sending and receiving messages between different 

hierarchy levels, downward or upward. Downward communication means 

communicating messages from more powerful to less powerful levels. It includes 

instructions, policy statements, notifications, announcements, briefings, and mission 

statements. These messages are generally transmitted by notices, memos, and emails. 

Upward communication is from lower hierarchy levels to higher ones. It conveys data 

from customers and data about day-to-day operations of an organization. In some 

cases, it may be more crucial than downward communication. Upward 

communication can be a cause of creative ideas and problem-solving since 

subordinates at lower hierarchy levels are closer to specific problems and more aware 

of practical resolutions. Horizontal communication, or lateral communication, is the 

exchange of information between departments or units at the same hierarchy level. 

Richmond and McCroskey (2009) claimed that there is more horizontal or lateral 

communication than vertical communication on a daily basis in an organization 

because there are more subordinates than supervisors and because employees at the 

same level feel more comfortable communicating and sharing with each other than 

with people at different hierarchy stages. Diagonal communication is communication 

between employees who share and communicate information among different levels 

of an organizational hierarchy. It occurs in large organization with matrix or project-

based structures. Wilson (1992) argued that, in low-performing organizations, 

workers tend to use diagonal communication to find information about job procedures 

whereas, in high-performing organizations, workers use diagonal communication to 

seek information to solve work-related complications. 
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2.4  Social Penetration Theory 

  

Social penetration theory was developed to show how information exchange 

functions in interpersonal relationships. It identifies as the procedure of linking 

separateness into intimacy (Taylor & Altman, 1987). Social penetration can happen in 

many different relationships such as colleagues, friends, and social groups. The 

process of social penetration can be successful through self-disclosure and willingness 

to disclose or to communication one’s information to others. Self-disclosure is an 

important process of communication especially in an organization. Information can be 

descriptive or evaluative and include thought, aspiration, feeling failure, goal, fear, 

success, like, and dislike. The model of onion is a metaphor to explain social 

penetration theory with people peeling away their external appearance to their core 

self over time. The first peeling represents primary information to show their desire. 

The middle peeling is a perspective of society and politics. The last one presents their 

soul, secrets, fears, and imagination. For development of relationships and 

communication in an organization, there has to be exchange of data. The stages of 

social penetration theory include orientation, exploratory affective exchange, and 

stable exchange. Self-disclosure passes through the number of phases as an 

interpersonal affiliation progress. Beyond these phases, the social penetration theory 

forms part of social exchange theory. There are several factors that can affect the 

amount of disclosure such as gender, partner, race, and background (Taylor & Altman, 

1975; Taylor & Altman, 1987).  

In addition, social penetration theory can be described in terms of breadth and 

depth. Breadth is the number of topics. Depth is the degree to which people penetrate 

the inner personality. The more people know each other as persons, the more 

interpersonal their communication becomes. The role of communication is to move 

people from non-intimate levels to deeper, more personal ones. In contrast, when a 

relationship begins to deteriorate, the breadth and depth will reverse themselves. The 

social penetration theory has strong linkages with organizational communication and 

communication satisfaction. The reasons are everyone in a workplace has to 

communicate and disclose to each other in order to increase communication 

satisfaction (Downs & Hazen, 1977). Therefore, self-disclosure plays crucial roles in 
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the maintenance and development of personal relationships in organizations (Altman 

& Taylor, 1973). It is an important part of interpersonal communication or dyadic 

communication where people communicate most in a company in order to exchange 

and share information. Altman and Taylor (1973) and Rains, Brunner, & Oman 

(2016) claimed that superficial disclosures have considerable consequences in human 

relationships. Information flows upward, downward, and horizontally within 

organizational communication systems and the flow of communication unmistakably 

depends on the structure of an organization and information management (Pincus, 

1986). 

  

2.5  Communication Satisfaction 

 

Communication satisfaction has received considerable attention because 

improving communication satisfaction can improve employee performance. Some 

researchers have studied the crucial role of communication satisfaction in 

organizations; however, there is a lack of research focusing on higher education 

institutions. Communication satisfaction in higher education institutions can be 

defined as an outcome of an individual who is satisfied with different features of 

communication in interpersonal, group, and organizational contexts (Hecht, 1978).  

Much communication audit research concentrates on communication 

satisfaction which is important to organizational well-being and functioning (Downs 

& Hazen, 1977; Downs & Adrian, 2004; Zwijze-Koning & Jong, 2007). The 

communication satisfaction concept covers communication and feedback between 

administrators and subordinates, vertical and horizontal communication, work-related 

information, and communication among different departments (Engin & Akgoz, 

2013). It measures how well the available information fulfils the individual’s request 

for the task-role (Putti, Aryee, & Phua, 1990).  Generally, communication satisfaction 

conveys personal meaning. In the same department and conditions, each worker may 

have different thoughts and opinions. It sometimes considered as a criteria and theory 

underlying the concept of improved communication skills (Engin & Akgoz, 2013). It 

measures on how well the available information fulfills the individual’s request for 

the task-role (Putti et al., 1990).  Generally, communication satisfaction conveys 
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personal meaning. It is also an emotional response which focuses on social events 

(Hect, Sereno, & Spitzberg, 1984). However, Thayer (1969) claimed that communication 

satisfaction is a personal satisfaction experienced when communicating successfully 

to a person. It is defined as an individual’s satisfaction with different aspects of 

communication in an organization (Crino & White, 1981).  

Communication satisfaction can be defined as the summary of an individual’s 

satisfaction with information flows and relationship variables (Downs & Hazen, 

1977). Downs (1988) claims that it is an aspect of information exchange and meaning 

transmission throughout an organization and the way to measure communication 

satisfaction is to judge the climate and health of the organization. Hecht (1978) said 

communication satisfaction occurs when positive expectations and ambitions of a 

social interaction are met. Some describe it as enjoyment and fulfilling expectations 

through ongoing communication involvement, interaction, and perception. 

Punyanunt-Cater (2008) concluded that communication satisfaction can reflect high-

quality relationships and result in relational satisfaction, closeness, and relational 

maintenance. It is the linkage of communication competence and satisfaction with 

close relationships. 

Organizational communication satisfaction is defined as the overall degree of 

satisfaction which subordinates experience in their total communication environment 

in an organization (Redding, 1978). Downs (1988) found that there is a statistically 

positive relationship between communication satisfaction and job satisfaction. 

Carriere and Bourque (2009) showed that internal communication or organizational 

communication is significantly positively correlated with job satisfaction and that 

communication satisfaction mediated the relationship between perception of 

employee communication systems and level of job satisfaction. Pincus (1986) and 

Gregson (1987) showed a positive relationship between communication satisfaction 

and organizational effectiveness, organizational commitment, and turnover. 

Employee communication satisfaction involves employees communicating 

with supervisors and fulfilling interpersonal needs for inclusion and pleasure 

(Madlock, 2008a). Madlock (2008b) stated employee communication satisfaction has 

task and relational dimensions. Additionally, employee communication satisfaction 

helps determine organizational effectiveness. Poor employee communication 
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satisfaction results in low commitment from employees, a high level of absence, 

increased operative turnover, and decreased efficiency. There is a strong association 

between communication satisfaction and job satisfaction as shown by Miles, Patrick, 

and King (1996). It is also related to organizational performance (Gilley, 2001).  

Many researchers have developed communication satisfaction scales, for 

example: the Communication Satisfaction Questionnaire was developed by Downs 

and Hazen (1977) and the Organizational Communication Scale was developed by 

Robert and O’Reilly (1979). Crino and White (1981) claimed that the concept of 

communication satisfaction includes an individual’s satisfaction with many aspects of 

communication in an association while Putti et al. (1990) also argued that an 

individual’s communication satisfaction in an organization accompanies the amount 

of information communicated to them. Employees take part in communication 

interactions with subordinates and superiors to satisfy interpersonal needs for 

inclusion and pleasure (Anderson & Martin, 1995). 

Downs and Hazen (1977) developed eight factors of communication 

satisfaction and these factors were confirmed by Crino and White (1981), Downs 

(1988), and Varna (1996). They are as follows. 

1) Horizontal communication or co-worker communication concerns 

the degree to which informal communication is accurate and free flowing. It 

comprises perceptions of grapevine communication. Horizontal informal 

communication essentially occurs between peers or co-workers (Clampitt & Downs, 

1993; Downs & Hazen, 1977). This communication is important for team building 

because it convinces peers to build connections. 

2) Subordinate communication emphases on both downward and 

upward communication with subordinates. They respond to downward 

communication and initiate upward communication. Abdullah and Hui (2014) called 

it a relationship with subordinates which are only completed by supervisors. It is the 

receptivity of workers to downward communication and their willingness to provide 

good information upward to supervisors. 

3) Media quality is the extent to which meetings in an organization are 

well-organized and written directives are clear and short. Employee satisfaction with 

media quality is about the effectiveness and use of media for communication purposes 
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(Mustamil, Yazdi, Saw, & Ali, 2014). Hence, “It reflects the degree to which 

employees perceive major forms of company media as functioning effectively” 

(Down & Hazen, 1977, p. 67). Employee perceptions include an assessment of 

whether directives and memorandums are clear, publications in an organization are 

useful, and meetings are well-organized (Clampitt & Downs, 1993). Abdullah and 

Hui (2014) said it looks at the communication as it goes through several channels, for 

instance; organization publications, memorandums, and meetings. It is also the degree 

to which the amount of communication is about right. 

4) Organizational perspective or corporate information mentions to all 

the information about an organization. It contains notifications, policies, and goals of 

an organization. Mustamil et al. (2014) said that satisfaction with organizational 

perspectives can reflect employee satisfaction with information in overall 

organizational functions. Clampitt and Downs (1993) mentioned it relates to 

information about an organization as a whole. It also contains knowledge about 

external events, for example; new government policies, changes, and financial 

standing that affect an organization. 

5) Organizational integration includes the degree to which individuals 

obtain information about their immediate work environment, for example; job 

requirements, personal news, department plans and policies, and division updates 

(Akkirman & Harris, 2005; Mustamil et al., 2014; Down & Hazen, 1977). It involves 

information which employees receive about their work and it includes what is 

happening presently and what departments are doing (Abdullah & Hui, 2014). 

6) Communication climate is the extent to which communication in an 

organization stimulates and motivates subordinates in order to meet organization 

goals. It is network of personal relationships in an organization. It is that atmosphere 

that people feel at the workplace. Information will flow more freely if there is a 

positive communication climate. In contrast, information may not flow at all if there 

is a negative communication climate (Downs & Hazen, 1977). Clampitt and Downs 

(1993) indicated that communication climate reflects communication at two levels: 

organizational and personal. According to Bartels, Pruyn, Jong, and Joustra (2006), at 

the organizational level it relates to the employee’s perception of the quality of mutual 

relationships and communication in the organization. Akkirman and Harris (2005) 
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stated that communication climate at the organizational level applies to the extent to 

which employees feel supported and encouraged by the organization to meet 

organizational goals. Clampitt and Downs (1993) said that at the personal level, 

communication climate refers to an employee’s attitude towards communicating 

within an organization. Communication climate is a crucial factor when exploring 

employee communication satisfaction. It measures the general response to the 

workplace on both organizational and personal levels. 

7) Personal feedback is information about how subordinates are being 

judged and how their performance is being evaluated (Akkirman & Harris, 2005). 

Downs and Hazen (1977) mentioned that personal feedback is communication about 

personal achievement and work. It based on how employees are appraised and 

evaluated (Clampitt & Downs, 1993).   

8) Supervisory communication is the downward and upward 

perspective regarding communication with supervisors (Downs & Hazen, 1977; Gray 

& Laidlaw, 2002). Akkirman and Harris (2005) stated that it reflects satisfaction with 

how supervisors are open to ideas, pay attention, and offer guidance for solving 

problems. Supervisory communication reflects three principles. These include ability 

to listen effectively, openness to new ideas, and provision of guidance for problem 

solving. Dirks and Ferrin (2002) found that subordinates are more satisfied with their 

supervisors when they see them as participants in decision-making processes not only 

as observers. In addition, superiors who listen to their subordinate’s feedback and are 

open to new ideas can create more employee engagement. 

Communication satisfaction has been proved to influence employee 

engagement and job satisfaction (Gregson, 1990; Mathieu & Zadjac 1990; Orpen, 

1997; Petit, Goris, & Vaught, 1997; Varona, 1996; Zwijze-Koning & Jong, 2007). 

Iyer and Israel (2012) found that organizational communication satisfaction has a 

positive impact on employee engagement. Various studies established a positive 

relationship between communication satisfaction, employee engagement, and job 

satisfaction (Pincus, 1986; Petit et al., 1997; Varona, 1996). Watson (2008) claimed 

that companies which communicate effectively are likely to have higher levels of 

employee engagement than companies which communicate less effectively. Argenti 

(1998) said employees want more communication with their managers. Therefore, this 
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research aims to establish the impact of communication satisfaction on employee 

engagement. Additionally, Miles (1996), Falcione (1974a), Falcione, (1974b), Duke 

(1981), Varona (1988), Clampitt and Downs (1993), Pettit et al. (1997), Muchinsky 

(1993), Nicholson (1980), Lee (1989),  Ehlers (2003), Akkirman and Harris (2005), 

De Nobile and Mc Cormick (2005), Brunetto and Wharton (2006), Chen, 

Silverthorne, and Hung (2006), Zeffane and McLoughlin (2006), Carriere and 

Bourque (2009), Kumar and Giri (2009), and Wagenheim and Rood (2010), agreed 

that there is a positive relationship between communication satisfaction and job 

satisfaction. Moreover, Fisher (2003) claimed that satisfaction and happiness are 

positively related to better performance. Furthermore, Goris (2007) found that 

communication satisfaction affected job performance. 

 

Table 2.1  Conclusions of Related Communication Satisfaction Studies 

 

Study Year Conclusion  

Downs and 

Hazen 

1977-1988 The various dimensions of communication satisfaction 

can provide a barometer of organizational function, 

and the concept of communication satisfaction can be 

a useful tool in an audit of organizational 

communication. 

Hecht 1978 Hecht reviewed various instruments used to assess 

communication satisfaction. His remarks on the 

communication satisfaction questionnaire were 

basically positive. 

Crino and 

White 

1981 For researchers to feel confident about using the 

instrument, additional information is needed to 

characterize more carefully the internal consistency 

and dimensionality of the instrument. 

Hamilton 1987 The communication satisfaction provides a uniquely 

theoretical and empirically sound method of gathering 

information about organizational communication. 
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Table 2.1  (Continued) 

 

Study Year Conclusion  

Greenbaum, 

Clampitt, and 

Willihnganz 

1988 It is a short and understandable instrument and has 

been used in a wide variety of organizations. 

Meintjes and 

Steyn 

2002-2006 The communication satisfaction research was found to 

be useful in the South African educational 

environment as it is brief and understandable. It can 

thus be used with confidence. 

Iyer and Israel 2012 The various dimensions of communication satisfaction 

play a very crucial role in achieving engagement in 

organizations. It becomes relevant in the context of 

recent global organizations 

   

 

Source:  Adapted from Meintjes and Steyn, 2006. 

 

2.6  Job Satisfaction 

 

Job satisfaction has been defined in many ways, but normally it is considered 

an individual’s perspective and emotional reaction to crucial facets of work 

conditions. Employee job satisfaction is how employees feel toward their work. It is a 

measure of workers’ contentedness with their jobs (Madlock, 2008). Scheff (1967) 

defined employee satisfaction as the affective attitudes of individuals towards work. 

Locke (1976) defined it is a pleasurable or positive emotional state related to job 

experiences. It is the enjoyable attitude of employees towards their jobs (Steele & 

Plenty, 2015). It is the level of contentment a person feels regarding his or her work. 

Job satisfaction can be influenced by an employee’s ability to complete required 

tasks, the level of communication in a company, and the way management treats 

subordinates. Employee satisfaction is the satisfaction of employees with their jobs 

and leaders. It is the degree to which both parties are satisfied with each other. 
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Moreover, Hang (2006) claimed that satisfaction is a favourable feeling about the 

other party. There are five indicators related to job satisfaction: trust, control, 

mutuality, commitment, and satisfaction. When workers are satisfied they commit to a 

long-term relationship with a company. Berman and Hellweg (1989) showed that 

employee job satisfaction through communication with supervisors is a key element 

of communication competence. They found a positive relationship between a 

supervisor’s communication competency and an employee’s satisfaction with his or 

her supervisor. Furthermore, the research of King, Lahiff, and Hatfield (1998) 

disclosed a relationship between communication and job satisfaction. Madlock’s 

(2008c) research also found that supervisor communication competence is related to 

subordinate communication satisfaction. 

Suker, Bir, Engin, and Akgoz (2016) mentioned that employee satisfaction 

affects employee commitment towards the company and influences employee 

performance and business success; it is also highly correlated to organization success. 

Additionally, Pincus (1986) found communication satisfaction affected job 

performance and Suker et al. (2016) said employee communication and job 

satisfaction both affect performance. However, it is also influenced by other factors 

such as leadership style, communication quality with leaders, and an employee’s 

personal circumstances (Sempane, Rieger, & Roodt, 2002). Suker et al. (2016) 

claimed that increasing the effectiveness of supervisor and subordinate 

communication can strengthen employee satisfaction. 

Taylor (1970) said that employee satisfaction relates to the highest possible 

earnings with the least amount of fatigue. Lock (1976) saw job satisfaction as a 

pleasure or positive emotional state from job evaluation experiences. There are 

differing factors mediating employee job satisfaction (Madlock, 2008). These factors 

include supervisors’ displays of nonverbal immediacy, humor, communication 

satisfaction, effects of gender, and supervisors’ communication style (Richmond, 

McCroskey, Davis, & Koontz, 1980; Richmond & McCroskey, 2000; Madlock, 

2006a; Madlock, 2006b; Avtgis & Taber, 2006). 

Job satisfaction and organizational communication are concepts important to 

management and researchers because communication and job satisfaction define 

work-life balance (Bulutlar & Kamasak, 2008; Pettit et al., 1997). Alhassan, Ghazali, 
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and Isha (2017) explored the relationship between communication satisfaction and job 

satisfaction. They showed that there was a strong positive correlation between 

communication satisfaction and job satisfaction and there were statistically positive 

correlations among six communication factors: personal feedback, organizational 

integration, supervisory communication, communication climate, horizontal 

communication, and media quality. 

Abraham (2012) indicated that job satisfaction is related to cognitive aspects 

of employee engagement. Job satisfaction is an antecedent of, and leads to, employee 

engagement. Brunetto, Teo, Shacklock, and Farr-Wharton (2012), showed that the 

path from job satisfaction to employee engagement was positive and statistically 

significant and that employee engagement is predicted by well-being and job 

satisfaction.  

Moynihan and Pandey (2007), Valaei and Rezaei (2016) demonstrated the 

relationship between job satisfaction and job performance. An organization should 

ensure job satisfaction among workers and know the causal relationship with job 

performance, Markovits, Boer, and Van Dick (2014) and Yang and Hwang (2014) 

supported this. However, some research suggests that there is no causal relationship 

between job satisfaction and job performance. Miller, Kerr, and Ritter (2008), Gu and 

Chai Sen Siu (2009), Wood, Van Veldhoven, Croon, and de Menezes (2012), Singh 

and Das (2013), Barakat, Lorenz, Ramsey, and Cretoiu (2015), and Trivellas, Kakkos, 

Blanas, and Santouridis (2015) found a positive relationship between job satisfaction 

and job performance while Veloutsou and Panigyrakis (2004), Janssen and Van 

Yperen (2004), Shaikh, Bhutto, and Maitlo (2012), Robbins, Judge, Millett, and Boyle 

(2013) reported a reverse positive relationship. Brown and Peterson (1994) and  

Riketta (2008) reported there is no statistically significant relationship between job 

performance and job satisfaction while Yang and Hwang (2014) suggested that job 

satisfaction and job performance influence each other reciprocally and positively. 
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2.7  Employee Engagement 

 

Employees are an important asset for every organization. Employee 

engagement is the key to organizational success (Bhuvanaiah & Raya, 2014). 

Robinson, Perryman, and Hayday (2004) defined employee engagement as a positive 

attitude held by employees towards the organization. Engaged employees can 

improve their performance. Balakrishnan and Masthan (2013) said employee 

engagement is crucial and explains an employee’s emotional and intellectual 

commitment to an organization. Engagement was conceptualized by Kahn (1990). It 

harnesses workers’ roles in the organization. Employee engagement means people 

speaking positively about an organization, staying in the organization, and striving to 

perform more than minimal requirements for the organization. “Engaged employees 

are not just committed but passionate about their work” (Balakrishnan & Masthan, 2013, 

p. 2). Engaged employees are more profitable, productive, focused, enjoy their work, 

and are less likely to leave an organization. 
Vazirani (2007) claimed that employee engagement is the level of 

commitment and involvement which employees have towards an organization. It is 

the extent to which workers put discretionary effort into their work and apply their 

efforts to the company’s goals. Iyer and Israel (2012) concluded that organizations 

with higher levels of employee engagement are able to retain their valued employees. 

Additionally, employee engagement results in better employee performance, 

organizational success, and financial outcomes (Harter, Schmidt, & Hayes, 2002; 

Bates, 2004).  

Organizational communication plays a significant role in employee 

engagement (Iyer & Israel, 2012). Iyer and Israel (2012) confirmed that clear, concise, 

and honest communication is a significant tool for employee engagement because 

lack of communication or poor communication leads to distrust, dissatisfaction, 

doubtfulness, and employee turnover. Argenti (1998) indicated employees want more 

communication with managers in order to know the overall plans of an organization. 

Additionally, various studies have found a positive relationship between 

communication satisfaction and employee engagement and job satisfaction (Pincus, 

1986; Petit et al., 1997; Varona, 1996). Companies which can “communicate 
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effectively are four times as likely to report high levels of employee engagement as 

firms that communicate less effectively” (Watson, 2008 cited in Iyer & Israel, 2012, 

p. 53). 

The number of studies showing a positive relationship between employee 

engagement and job performance is increasing. Rich, Lepine, and Crawford (2010) 

extended the Kahn (1990) theory and mentioned that engagement serves as a crucial 

mechanism through which the antecedents of engagement affect job performance. 

Their research results suggested engagement among employees can enhance job 

performance. Halbesleden and Wheeler (2008) showed that engagement is positively 

associated with job performance. This result is confirmed by many studies of 

engagement (Salanova, Agut, & Peiro, 2005; Saks, 2006; Bakker, Schaufeli, Leiter, & 

Taris, 2008). Markos and Sridevi (2010) agreed that engagement impacts 

performance. The studies have found a positive relationship between employee 

engagement and organizational performance. Zahrah, Hamid, Rani, and Kamil (2017) 

argued that engaged employees have a key role in contributing to excellent job 

performance. Employee engagement strongly influences organizational success 

through outstanding job performance. This illustrates the significant relationship 

between employee engagement and job performance. In addition, engagement leads to 

positive performance outcomes.  

  

2.8  Job Performance 

 

Job performance has been a major area of study in the field of organizational 

research (Jalakamali, Ali, Hyun, & Nikbin, 2016). It is one of the most crucial 

dependent variables and has been studied for a long time (Jankingthong & Rurkkhum, 

2012). Job performance is a key factor which organizations aim to improve to achieve 

their goals (Kahya, 2007; Jankingthong & Rurkkhum, 2012). It is the way employees 

perform their work. Generally, an employee’s performance is measured during job 

performance reviews where a supervisor takes into account factors such as time 

management, organizational skills, and productivity to analyse each employee. Zahrah 

et al. (2017) defined job performance as any kind of employee behaviour be it 

aggressive, committed, lazy, or dissatisfied. Additionally, numerous studies have 
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defined performance as the outcome of effort, commitment, engagement, and 

involvement by employees.  

Job performance assesses whether an employee performs task well. It has been 

conceptualized as the actions and behaviours which fit organizational goals (Rotundo 

& Sackett, 2002). Motowidlo, Borman, and Schmit (1997) defined job performance as 

the overall expected value from an employee’s behavior in a set period of time. It is a 

set of behavior with evaluative elements (Borman & Motowidlo, 1997). Motowidlo 

(2003) stated that job performance is the effectiveness of an employee’s contributions 

towards organizational goals. Chen (2006) said job performance contains results, 

values, and achievements from an employee’s work. In a narrow sense, it is defined as 

employee productivity; in contrast, it is also defined as the combination of efforts, 

skills, and results. In addition, job performance can be further described as multi-

dimensional concepts which include task performance, contextual performance, 

adaptive performance, and counterproductive work behaviour. Jankingthong and 

Rurkkhum (2012) described it as the behaviors or actions that are relevant to the 

organization’s goals in final-stage evaluation.   

Research into job performance among university teachers by Yusoff, Ali, and 

Khan (2014) found that job performance is a significant factor for an effective 

organization. Colquitt, Lepine, Wesson, and Gellatly (2010) said the success of an 

organization is dependent on the good performance of its employees, especially in 

education. It is totally dependent on educators’ job performance. Therefore, effective 

job performance by educators is important for improvement of the education system 

as a whole (Yusoff et al., 2014). 

 

2.9  The Current Study’s Contribution to Higher Education 

 

Chancellors, presidents, deans, chairpersons, faculty members, and supporting 

staff in higher education institutions are important for leading the organizational 

environment. They are the key people to support and educate the next generation and 

faculty members are role models for students. Clearly, there is a need for research in 

the areas of communication satisfaction, engagement, job satisfaction, and job 

performance in order to develop these four areas in Thai higher education institutions 
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with competency and proficiency. This study focuses on faculty members and 

supporting staff in both public and private higher education in Thailand. 

 

Conceptual Model:  

 

 

 

 

 

 

 

 

 

 

 

Figure 2.1  Research Conceptual Model 

 

H1: Communication satisfaction has a positive impact on employee engagement. 

H2: Communication satisfaction has a positive impact on job satisfaction.  

H3: Communication satisfaction has a positive impact on job performance. 

H4: Employee engagement has a positive impact on job performance. 

H5: Job Satisfaction has a positive impact on employee engagement. 

H6: Job Satisfaction has a positive impact on job performance. 
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CHAPTER 3 

 

RESEARCH METHODOLOGY 

 

This chapter describes the research methodology, which includes research 

design, unit of analysis, and research procedures. It includes data collection and data 

verification methods. It also discusses the appropriate quantitative approach for 

understanding the effectiveness of organizational communication. In addition, it 

establishes the criteria for measuring the communication in an organization. 

 

3.1  Research Design and Approach 

  

This research uses positivism which means “working with an observable 

social reality and that the end product of such research can be law-like generalisations 

similar to those produced by the physical and natural scientists” (Remenyi, Williams, 

Money, & Swartz, 1998, p. 32 as cited in Saunders, Lewis, & Thornhill, 2009, p. 113).  

The deductive method will be utilized in this research because it is appropriate 

for the objective of the study. The deductive theory illustrates the nature of the 

relationship between theory and research (Bryman & Bell, 2011). This approach is to 

explain causal connections between variables (Saunders et al., 2009). The deductive 

approach and positivism can be utilised because the research mainly focuses on the 

literature of communication in a business enterprise. 

The objectives of the research are: to investigate communication satisfaction 

towards employee engagement, job satisfaction, and job performance of faculty 

members and staff in higher education institutions; to understand and to examine the 

variables that have relationships with communication satisfaction; and to provide 

recommendations for improving communication satisfaction in higher education 

institutions. 
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3.2  Research Hypothesis 

 

Hypotheses can be formed based on the research objectives and the literatures 

review. It is defined an informed consideration. It was set up to test possible 

relationship and effect between two or more variables. Hypotheses are unproven 

statements and must be tested empirically to confirm that there are true or not 

(Saunders et al., 2009).  The following hypotheses have been formed for this study:  

H1: Communication satisfaction has a positive impact on employee engagement. 

H2: Communication satisfaction has a positive impact on job satisfaction.  

H3: Communication satisfaction has a positive impact on job performance. 

H4: Employee engagement has a positive impact on job performance. 

H5: Job Satisfaction has a positive impact on employee engagement. 

H6: Job Satisfaction has a positive impact on job performance. 

 

3.3  Quantitative Approach 

  

Quantitative methods were applied in this research based on positivism and a 

deductive approach. It focuses on the measurement and analysis of the causal 

relationships among four main variables. The positivism is used to explain 

quantitative research with the view that social researchers should adopt in the 

scientific method. The methods illustrate the hypotheses testing. In this particular 

research, the quantitative approach is set to be the main approach of analysis due to it 

They are useful for addressing specific questions about relatively well-defined 

phenomena and stronger empirical evidence than other research methods. The 

quantitative approach emphasizes the measurement and analysis of the relationships 

among independent and dependent variables, unlike the qualitative approach, which 

searches for how social experiences are created. The research set only the quantitative 

approach to be the main approach of the analysis. On the further section, the 

component of the approach will be explained in details. 

 

3.3.1  Unit of Analysis 

The unit of analysis is the major entity which generalizes in this research. By 

this study will focus on faculty members and staff in higher education institutions in 
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Thailand. According to Office of the Higher Education Commission Statistics (2017) 

found that there are approximately 200,000 instructors and staff in both public and 

private universities in Thailand (Higher Education Commission, 2016). The research 

decided to choose 400 instructors and staff as a sample size of the entire population 

which based on Taro Yamane’s formula with the acceptable sampling error at 0.05. 

 

3.3.2  Population and Sample Design 

According to Vogt (2007), the degree of certainty of the generalizations from 

the sample size to the actual population depends on two main factors. First is the size 

of entire population and second is the representativeness of the sample. The sampling 

process involves choosing a group of respondents from an entire population, then 

examining the larger group. Generally, there are two main categories of sampling 

design. The first category is probability sampling and the second is non-probability 

sampling. The first is a method in which the researcher knows the population. 

Probability sampling consists of four major types: random sampling, stratified random 

sampling, systematic sampling, and cluster sampling. Non-probability sampling is 

where the researcher does not know the probability of selection or there is an 

unknown population. Non-probability sampling includes convenience sampling and 

purposive sampling. The target population consists of instructors and staff who work 

in higher education institutions in Thailand. However, it is impractical to survey the 

whole population due to time and budget constraints (Saunders et al., 2009). Thus, a 

sample must be selected. According to Bryman and Bell (2011), samples are almost 

invariably used in quantitative research and there are different methods of sampling. 

The selected sample should accurately reflect the population and must be 

representative. This study will investigate 400 participants who are faculty members 

and staff at universities. 

A self-administered questionnaire survey was used to collect data. Samples 

were selected using probability sampling by simple random sampling. According to 

Office of the Higher Education Commission in 2017, the population of faculty 

members and staff are 200,000. Based on Taro Yamane’s formula, with the 

acceptable sampling error at 0.05, yields a sample size of 400 faculty members and 

staff. However, 600 questionnaires were distributed to respondents and only 400 
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completed questionnaires were analysed. Participants were informed the survey was 

anonymous and that the information they provided would be treated with high 

confidentiality. 

 

3.3.3  Operational Definition and Measurement 

The development of the research model involved an extensive review of the 

existing literature. Based on the review, hypotheses were set in a testable format. It is 

crucial to define all variables and applied them to the research conceptual framework 

to a valid measurement. Therefore, the research model is shown below. 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3.1  Research Conceptual Model 

 

3.3.3.1  Dependent Variable 

According to the research framework, the dependent variables are job 

satisfaction, employee engagement, and job performance of communication 

satisfaction. In addition, employee engagement is the dependent variable of 

communication satisfaction. Finally, job satisfaction is the dependent variable of 

communication satisfaction. 
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3.3.3.2  Independent Variable 

The objective of this study was to identify the factors affecting job 

satisfaction, employee engagement, and job performance. According to the conceptual 

model, communication satisfaction is the first independent variable towards job 

satisfaction, employee engagement, and job performance. Secondly, job satisfaction is 

the independent variable to employee engagement and job performance. Lastly, 

employee engagement is the independent variable impacting job performance. 

 

3.4  Questionnaire Design 

  

The quantitative data for this research were collected by using survey 

questionnaires. The questionnaire in this research was built in accordance with the 

theories and framework in the previous chapter. The questionnaire in this study is 

divided into five parts. The first part consists of overall demographic data which are 

gender, age, job position, academic title, education, and number of years working in 

the higher education institution. The second part asks about communication 

satisfaction in eight dimensions: horizontal communication, media quality, 

organizational perspective, organizational integration, communication climate, 

personal feedback, and supervisory communication. The third part is about job 

satisfaction in nine dimensions. These consist of pay, promotion, fringe benefits, 

contingent rewards, supervision, co-workers, operating procedures, nature of work, 

and communication. The fourth section aims to measure employee engagement in 

the context of intellectual engagement, social engagement, and affective 

engagement. The fifth part asks about job performance in four main dimensions: task 

performance, contextual performance, adaptive performance, and counterproductive 

work behavior. The first part starts with the category questions. The second part to 

the fifth part uses a Likert scales. Likert scale is beneficial to this research because it 

can test the degree of each factor from particular participant. The measurements are 

classified on a five-point rating scale which, for communication satisfaction is: 1 = 

extremely dissatisfied, 2 = dissatisfied, 3 = neutral, 4 = satisfied, and 5 = extremely 

satisfied. For job satisfaction, employee engagement, and job performance, the scale 

is: 1 = strongly disagree, 2 = disagree, 3 = neutral, 4 = agree, and 5 = strongly agree. 
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 Focusing in this research scales, all questions in this questionnaire are 

conducted from previous researches which have been proved and confirmed. The 

details are as follow; 

Communication satisfaction was measured by 30 items from the 

Communication Satisfaction Questionnaire (CSQ) developed by Down and Hazen 

(1977). All items measured aspects of communication satisfaction using five-point 

Likert scales, from 1 (extremely dissatisfied) to 5 (extremely satisfied).  

Job satisfaction was measured using 27 items modified from the Job 

Satisfaction Survey (JSS) developed by Spector and Wimalasiri (1986). All items 

were measured using five-point Likert scales, from 1 (strongly disagree) to 5 

(strongly agree). 

Employee engagement was measured using 9 items from the Intellectual, 

Social, and Affective engagement scale (ISA) developed by Soane et al. (2012). All 

items were measured using five-point Likert scales, from 1 (strongly disagree) to 5 

(strongly agree). 

Job performance was measured by 15 items from the Individual Work 

Performance Questionnaire (IWPQ) developed by Koopmans, Bernaards, Hildebrandt, 

Van Buuren, Van Der Beek, and De Vet (2012). All items were measured using five-

point Likert scales, from 1 (strongly disagree) to 5 (strongly agree). 

In addition, the questionnaire was entirely in English. Therefore, the 

researcher had to translate it into Thai for use in the Thai higher education context. 

The content validity was guaranteed by experts’ consideration. The expert who 

proved questionnaire is the people who can understand both Thai and English 

language fluently and translator is a professor in language institute at the higher 

education institution in Thailand. Therefore, this can guarantee the translation 

correctly. Furthermore, the double check of questionnaire translation process and 

back up test was done from English to Thai and then Thai to English which has been 

approved by professionals in this related field. 

 

3.4.1  Pilot Testing 

A pilot test was conducted to ensure the reliability and validity of the 

questionnaire.  This study utilizes a pilot testing to improve questionnaire before data 
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collection method. The purpose was to examine the validity and reliability of the 

questionnaire in order to avoid problems when respondents answered the questions 

(Saunders et al., 2009). Additionally, Bryman and Bell (2011) claimed pilot testing is 

necessary to certify and confirm that the whole research instrument functions well. 

The number of participants in pilot testing relates to the sample size and target 

population (Saunders et al., 2009). The minimum number for a pilot test is 10% of the 

sample size (Churchill & Brown, 2004). In this case, 40 respondents were used due to 

the 400 sample size. 

3.4.1.1  Reliability Analysis 

Reliability analysis measures the extent to which the data collection 

techniques or analysis procedure yield consistent findings (Easterby-Smith, Thorpe, & 

Jackson, 2008). It is done to ensure that the questionnaires’ questions are consistent 

and stable (Sekaran & Bougie, 2010). Pallant (2010) claimed that the main issue is 

internal consistency and the most generally used indicator is Cronbach’s Alpha. The 

Cronbach’s Alpha value should be above 0.7. However, the values are sensitive based 

on the number of items in the scale and vary by sample. In this study, the Cronbach’s 

Alpha measures the reliability of the communication satisfaction scale, job 

satisfaction scale, employee engagement scale, and job performance scale. The table 

below shows the values are above 0.7. Generally, the Alpha values above 0.7 are 

considered acceptable and values above 0.8 are considered preferable (Pallant, 2010). 
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Table 3.1  Reliability Analysis after 40 Questionnaires or 10% of Respondents  

                  were Collected 

 

 N % 

Cases           Valid 

               Excluded (a) 

                     Total 

40 

0 

40 

100 

0 

40 

Construction Cronbach’s Alpha Based on Standardised Item 

Cronbach’s Alpha Number of Item 

Communication 

Satisfaction 

.946 30 

Job Satisfaction .893 27 

Employee Engagement .717 9 

Job Performance .714 15 

 

The table above shows the result of reliability analysis after pilot 

testing. The respondents are N = 40 or 10% of the sample size. All constructs, 

namely, communication satisfaction, job satisfaction, employee engagement, and job 

performance are above 0.7, which means accepted for further study. The 

communication satisfaction, job satisfaction, employee engagement, and job 

performance Cronbach’s Alpha values are 0.946, 0.893, 0.717, and 0.714, 

respectively. 
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Table 3.2  Reliability after 400 Questionnaires or all Respondents were Collected 

 

 N % 

Cases           Valid 

               Excluded (a) 

                     Total 

400 

0 

400 

100 

0 

400 

Construction Cronbach’s Alpha Based on Standardised Item 

Cronbach’s Alpha Number of Item 

Communication 

Satisfaction 

.927 30 

Job Satisfaction .788 27 

Employee Engagement .817 9 

Job Performance .793 15 

 

The table above shows the result of reliability analysis after all samples 

were collected. The respondents are N = 400. All constructs, namely, communication 

satisfaction, job satisfaction, employee engagement, and job performance are above 

0.7 which means accepted for analysis. The communication satisfaction, job 

satisfaction, employee engagement, and job performance Cronbach’s Alpha values 

are 0.927, 0.788, 0.817, and 0.793, respectively. 

3.4.1.2  Validity Analysis 
Validity refers to the relevance of the measurement of the questions 

investigated and appropriateness of questions to reach an accurate conclusion (Vogt, 

2007). It has been suggested that validity are very important before conducting 

surveys and to pre-testing the questionnaires. One of the distinctions between 

reliability and validity is that validity is more related to judgment than statistics. In 

this research, content validity was guaranteed by experts’ consideration. In addition, 

questionnaire translation process and back translation was approved by professionals 

in a related field. Vogt (2007) said that the typical assessment of validity is the 
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judgment of a panel of experts. The experts who review the questionnaire should be 

selected from a field related to the content.  

 

3.5  Data Collection and Data Analysis 

 

Data collection and data analysis are an important process of research method. 

It is the way which can be interpreted or analyzed to frame answers to the research 

objectives. The numerical or quantitative data for this research was collected using 

paper-based survey questionnaires. The data collection was done in a “one-shot” 

questionnaire approach. 

A total of 400 questionnaires were collected and analysed using the SPSS 

program for statistical analysis in the social sciences. The statistical techniques 

applies were Pearson Correlation Analysis and Regression Analysis. Pearson 

Correlation Analysis is used to measure and determine the relationship between 

independent and dependent variables. Simple and multiple regressions are useful 

when the independent variables are correlated with one another and correlated with 

the dependent variable in varying degrees. Simple and multiple regressions allow the 

researcher to identify the independent variables simultaneously associated with the 

dependent variable, and to estimate the separate and distinct influence of each 

variable on the dependent variable (Nash and Carver, 2005). Therefore, Simple and 

Multiple Regression Analysis was also used to analyse the degree of the relationship 

between the independent and dependent variables. 

 

3.5.1  Survey Methodology 

The questionnaires were directly distributed to the respondents. The 

respondents were faculty members and staff in higher education institutions in 

Thailand. A total of 600questionnaires were delivered  to two public universities and 

two private universities (150 each). 

 

3.5.2  Data Collection Method 

The survey took approximately 2 to 3 weeks from initial submitting. The data 

was collected from 12th February 2018 to 28th February 2018 at Assumption 
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University, Thammasat University, Ramkhamhaeng University and the University of 

the Thai Chamber of Commerce. These four universities were selected because of 

convenience and their similarity and this proportion is suitable for the collection. 

Furthermore, the communication context in higher education institutions in Thailand 

is similar. Therefore, it can be used for the data collection in this study. To certify a 

good rate of questionnaire return respondents were selected utilizing probability 

sampling by simple random sampling and given the questionnaires by hand. 

 

Table 3.3  Data Collection  

 

No. University Category 
Questionnaires 

Collected 

1) Assumption University Private University 110 

2) University of the Thai Chamber 

of Commerce 

Private University 90  

3) Thammasat University Public University 91  

4) Ramkhamhaeng University Public University 109  

Total 400 

 

3.5.3  Response Rate 

Researcher plans to distribute the questionnaire more than estimated response 

rate. Therefore, 600 questionnaires were distributed. The rate of the returned 

questionnaires was at 73.33% or 440 questionnaires. However, within a number of the 

returned questionnaires, some were found to be incomplete and missing. They could 

not be used for statistical analysis and were excluded from the data analysis. When 

the incomplete questionnaires were removed from the analysis, the 66.67% or 400 

collected questionnaires were applied and considered to present in this study. 
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3.5.4  Data Analysis 

The 400 questionnaires were analyzed by using the SPSS programme for 

statistical analysis in social science. The statistical techniques used were Pearson 

Correlation Analysis and Regression Analysis. Pearson Correlation Analysis is used 

to measure and determine the relationship between independent and dependent 

variables. The simple and multiple regressions are useful where the independent 

variables are correlated with one another and correlated with the dependent variable in 

varying degrees. Simple and multiple regressions allow the researcher to identify the 

independent variables simultaneously associated with the dependent variable and to 

estimate the separate and distinct influence of each variable on the dependent variable 

(Nash & Carver, 2005). Therefore, simple and multiple regression analysis were also 

used. 
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CHAPTER 4 

 

FINDINGS AND DATA ANALYSIS 

 

This chapter presents the data collected from questionnaires in higher 

education institutions in Thailand. The 600 questionnaires were distributed from 12
th

 

February 2018 to 28
th

 February 2018. Then 400 questionnaires were valid and used 

for analysis. This analysis was based on the research objectives and hypotheses. The 

data analysis was divided into demographic profiles, descriptive statistics for 

communication satisfaction, job satisfaction, employee engagement, job performance, 

and hypotheses testing. 

 

4.1  Demographic Profiles 

 

In order to make the demographic data effective in this research, descriptive 

statistics were applied to display the frequency and percentage of the demographic 

characteristics of the respondents. The demographic factors in this study are gender, 

age, job position, and level of education. 

 

Table 4.1  Demographic Profiles Result 

 

Variables Frequency Percentage (%) 

Gender: Male 

Female 

Total 

143 

257 

400 

35.8 

64.3 

100 

Age: Below 30 

30-40 

41-50 

 

117 

169 

93 

29.3 

42.3 

23.3 
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Table 4.1  (Continued) 

 

Variables Frequency Percentage (%) 

 Above 50 

Total 

21 

400 

5.3 

100 

Job 

Position: 

Supporting Staff 

Staff Manager 

Full-Time Lecturer 

Head of Department 

Assistant/Associate Dean/ Dean 

Assistant/Vice President/ President 

Total 

62 

44 

266 

28 

0 

0 

400 

15.5 

11 

66.5 

7 

0 

0 

100 

Education: Bachelor’s Degree 

Master’s Degree 

Doctoral Degree 

Total 

67 

261 

72 

400 

16.8 

65.3 

18 

100 

 

The valid and usable sample for the SPSS analysis was 400 completed 

questionnaires (n = 400). The 40 incomplete questionnaires were removed. From the 

table, the majority of the respondents were female (n=257, 64.3%) and 35.8% were 

male (n=143).  

The target respondents are faculty members and staff who work in the higher 

education institutions in Thailand. Therefore, most of the sample were aged 30-40 

years old (n=169, 42.3%) followed by below 30 years old (n = 117, 29.3%) and 41-45 

years old (n = 93, 23.3%) respectively. The majority of the results are faculty 

members and staff which ages between 30 - 40 years old and the minority are ages 

above 50 years old.  

Most of the respondents’ job positions were full-time lecturer (n = 266, 

66.5%) and supporting staff (n = 62, 15.5%) follow by staff manager (n = 44, 11%) 

and head of department (n = 28, 7%). People holding high administrative positions 
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such as dean, vice president, and president did not participate in the data collection 
(n= 0, 0%). 

For the level of education, the results show that the majority of respondents 

held Master’s Degree (n=261, 65.3%), followed by Doctoral Degrees (n=72, 18%) 

and Bachelor’s Degrees (n=67, 16.8%), respectively. 

 

4.2  Descriptive Statistics for Communication Satisfaction 

 

Table 4.2  The Mean Score of the Sub-Components of Communication Satisfaction 

 

Communication Satisfaction Mean Std. Deviation 

Extent to which the grapevine is active in our 

organization 
3.9675 .75357 

Extent to which horizontal communication with 

other faculty members is accurate and free-

flowing. 

3.9875 .68448 

Extent to which communication practices are 

adaptable to emergencies/crises 
3.8875 .72190 

Extent to which my work group is compatible 3.8700 .77109 

Extent to which informal communication is active 

and accurate 
3.9025 .72754 

Extent to which the organization’s publications 

are interesting and helpful (e.g. memo, 

newsletter, bulletin board, intranet) 

4.0075 .69545 

Extent to which our meetings are well organized 3.8350 .74442 

Extent to which written directives and reports are 

clear and concise 
3.7575 .74167 
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Table 4.2  (Continued) 

 
  

Communication Satisfaction Mean Std. Deviation 

Extent to which the amount of communication in 

the organization is about right 
3.7775 .72409 

Information about organization policies and goals 3.8400 .66747 

Information about government action affecting 

my organization 
3.8725 .72288 

Information about relations with unions/faculty 

senate 
3.9025 .72754 

Information about my progress in my job 3.8525 .71556 

Information you receive about personal news 3.8800 .68686 

Information about departmental policies and 

goals 
3.8950 .67462 

Information about the requirements of job 3.7950 .68127 

Information about employee benefits and pay 3.8050 .71642 

Extend to which organization communication 

motivates and stimulates an enthusiasm for 

meeting its goals 

3.8050 .74724 

Extend to which the people in my organization 

have great ability as communicators 
3.8925 .68346 

Extend to which the organization’s 

communication makes me identify with it or feel 

a vital part of it 

3.8200 .69195 

Extend to which I receive on time the information 

needed to do my job 
3.8250 .71810 

Extend to which conflicts are handled 

appropriately through proper communication 

channels 

3.8300 .73991 

Information about how I am being judged 3.6275 .73491 

Recognition of my efforts 3.9850 .82248 
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Table 4.2  (Continued) 

 
  

Communication Satisfaction Mean Std. Deviation 

Feedback on how problems in my job are being 

handled 
3.9475 .81940 

Extent to which my administrator listens and pays 

attention to me 
4.1275 .70887 

Extent to which my administrator offers guidance 

for solving job related problems 
4.0900 .74383 

Extent to which my administrator trusts me 4.2075 .78165 

Extent to which my administrator is open to ideas 3.9600 .73808 

Extent to which the amount of administrator 

given to me is about right 
3.9250 .71460 

Total 3.8959 .41164 

 

 The results show that most respondents were satisfied with the communication 

in their organization. The overall mean score of communication satisfaction is at the 

satisfied level (Mean = 3.8959). In detail, the highest satisfaction mean score is found 

in the extent to which my administrator trusts me (Mean = 4.2075), followed by the 

extent to which my administrator listens and pays attention to me (Mean = 4.1275), 

and the extent to which my administrator offers guidance for solving job related 

problems (Mean = 4.09). The lowest satisfied score was found in the information 

about how I am being judged (Mean = 3.6275). 
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4.3  Descriptive Statistics for Job Satisfaction 

 

Table 4.3  The Mean Score of the Sub-Components of Job Satisfaction 

 

Job Satisfaction Mean Std. Deviation 

I feel I am being paid a fair amount for the work I 

do. 
3.6600 .76214 

Raises are suitable. 3.6875 .77869 

I feel appreciated by the organization when I 

think about what they pay me. 
3.7925 .76871 

Those who do well on the job stand a fair chance 

of being promoted. 
3.4775 .87258 

People get ahead as fast here as they do in other 

places. 
3.7950 .85428 

I am satisfied with my chances for promotion. 3.8050 .84780 

I am satisfied with the benefits I receive. 3.5050 .68274 

The benefits we receive are as good as most other 

organizations offer. 
3.5800 .64392 

There are benefits we have which we should 

have. 
3.5275 .64830 

When I do a good job, I receive the recognition 

for it that I should receive. 
3.3675 .77067 

I do feel that the work I do is appreciated. 3.8525 .72253 

There are rewards for those who work here. 3.6525 .64637 

My administrator is quite competent in doing 

his/her job. 
3.8075 .75953 

My administrator is fair to me. 3.7550 .92581 

I like my administrator. 3.7825 .71867 

I like the people I work with. 3.8800 .81686 

I enjoy my co-workers. 3.6375 .94516 

There is no bickering and fighting at work. 3.9325 .84245 
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Table 4.3  (Continued) 

 
  

Job Satisfaction Mean Std. Deviation 

Many of our rules and procedures support doing a 

good job. 
3.7300 .72000 

I have appropriate tasks to do at work. 3.8025 .78743 

I have appropriate paperwork. 3.8650 .68039 

I feel my job is meaningful. 3.6575 .72906 

I like doing the things I do at work. 3.9125 .71493 

I feel a sense of pride in doing my job. 3.8250 .78799 

Communications seem good within this 

organization. 
3.5125 1.00866 

The goals of this organization are clear to me. 3.0300 1.07097 

Work assignments are fully explained. 3.0650 1.07874 

Total 3.6629 .31645 

 

The results show that most respondents are satisfied with their job because the 

overall mean score of job satisfaction is 3.6629. The highest mean score is found in 

there is no bickering and fighting at work (Mean = 3.9325), followed by I like doing 

the things I do at work (Mean = 3.9125), and I have appropriate paperwork (Mean = 

3.865). The lowest mean score was found in the goals of this organization are clear to 

me (Mean = 3.03).  
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4.4  Descriptive Statistics for Employee Engagement 

 

Table 4.4  The Mean Score of the Sub-Components of Employee Engagement 

 

Employee Engagement Mean Std. Deviation 

I focus hard on my work. 3.7950 .74118 

I concentrate on my work. 3.7475 .76499 

I pay a lot of attention to my work. 3.6825 .82060 

I share the same work values as my colleagues. 4.0375 .71229 

I share the same work goals as my colleagues. 4.0350 .74172 

I share the same work attitudes as my 

colleagues. 
3.5575 1.09987 

I feel positive about my work. 3.5275 1.07103 

I feel energetic in my work. 3.5225 1.02817 

I am enthusiastic in my work. 3.9625 .76653 

Total 3.7631 .55625 

 

The results shows that most respondents have high engagement with the 

organization they work for (Mean = 3.7631). The highest engagement was found in I 

share the same work values as my colleagues (Mean = 4.0375), followed by I share 

the same work goals as my colleagues (Mean = 4.035), and I am enthusiastic in my 

work (Mean = 3.9625). The lowest engagement was found in I feel energetic in my 

work (Mean = 3.5225). 
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4.5  Descriptive Statistics for Job Performance 

 

Table 4.5  The Mean Score of the Sub-Components of Job Performance 

 

Job Performance Mean Std. Deviation 

The quality of your work is better than what it 

should have been. 
3.6900 .83705 

I managed to plan my work so that it was done on 

time. 
4.0350 .85475 

I kept in mind the results that I had to achieve in my 

work. 
3.9800 .83447 

I was able to perform my work well with minimal 

time and effort. 
3.9575 .86751 

I was able to fulfill my responsibilities. 4.0075 .78357 

Collaboration with others went well. 4.0300 .79730 

I came up with creative ideas at work. 3.9600 .82164 

I worked at keeping my job knowledge up-to-date. 3.7300 .85670 

I recovered fast after difficult situations or setbacks 

at work. 
3.6400 .75287 

I came up with creative solutions to new problems. 3.7250 .86675 

I easily adjusted to changes in my work. 3.7750 .71810 

I focused on the positive aspects of a work situation, 

instead of on the negative aspects. 
3.7850 .74172 

I spoke with colleagues about positive aspects of my 

work. 
3.8725 .82337 

I spoke with people from outside the organization 

about the positive aspects of my work. 
3.7700 .76391 

I harmonized with my colleagues, chairperson, or 

dean. 
3.6675 .9658 

Total 3.8417 .41624 
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The results show that most respondents perform well in their tasks. The 

overall mean score of job performance is 3.8417. The highest mean score is found in I 

managed to plan my work so that it was done on time (Mean = 4.035), followed by 

collaboration with others went well (Mean = 4.03), and I was able to fulfill my 

responsibilities (Mean = 4.0075). The lowest job performance score was found in I 

recovered fast after difficult situations or setbacks at work (Mean = 3.64). 

  

4.6  Factor Analysis 

  

Factor analysis was applied to explore the patterns among a set of correlated 

variables in this study. Factor analysis has been described as the process utilized to 

find the patterns in correlations among variables. Vogt (2007) said factor analysis is 

used to cluster the variables into proper groups, referred to as factors. 

According to Vogt (2007), there are two major types of factor analysis: 

exploratory factor analysis (EFA) and confirmatory factor analysis (CFA). 

Exploratory factor analysis (EFA) emphasizes finding structures or correlations 

patterns from the data. Confirmatory Factor Analysis (CFA) helps researchers find 

patterns of correlation among data and explain the items. The main objective of this 

analysis is used to link variables together in factors. Those variables must be related 

to each other. It has been suggested that the correlation coefficients should be larger 

than 0.30 in social research and less than 0.50 is to be removed from further analysis. 

The study usually permitted a factor loading of 0.50 and above to be used in the 

analysis. In addition, any variables which are not related with other variables should 

be removed from the analysis.  The researcher has to ensure that the correlation 

matrix does not possess the highly undesirable properties of multicollinearity or 

singularity. Multicollinearity implies a condition where the variables are very highly 

correlated. Singularity refers to the event of some variables being exactly linear. 

Kinnear and Gray (2004) said that communality is related to reliability and the factors 

emerging from the factor analysis. 
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Table 4.6  KMO and Bartlett's Test for Communication Satisfaction 

 

Item :  

Communication Satisfaction 

 

No. of item 

 

KMO 

 

Bartlett's Test 

Organizational Integration 7   

Horizontal Communication 5   

Media Quality 4 0.898 0.000 

Organizational Perspective 3   

Personal Feedback 2   

Supervisory communication 2   

 

Table 4.7  Results from Factor Analysis of Communication Satisfaction 

 

 

Variable (a) 
Name of Composite Variable/ 

Question No. 

 

Communalities 
Varimax 

Solution 

Communication 

Satisfaction 

 (Alpha = 0.912)   

 Extent to which horizontal 

communication with other 

faculty members is accurate and 

free-flowing./Q6 

0.653 0.768 

 Extent to which communication 

practices are adaptable to 

emergencies/crises/Q7 

0.648 0.753 

 Extent to which my work group 

is compatible/Q8 

0.599 0.602 

 Extent to which informal 

communication is active and 

accurate/Q9 

0.614 0.710 
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Table 4.7  (Continued) 

 

 

Variable (a) 
Name of Composite Variable/ 

Question No. 

 

Communalities 
Varimax 

Solution 

 Extent to which the 

organization’s publications are 

interesting and helpful (e.g. 

memo, newsletter, bulletin board, 

intranet)/Q10 

0.586 0.595 

 Extent to which our meetings are 

well organized/Q11 

0.559 0.526 

 Extent to which written 

directives and reports are clear 

and concise/Q12 

0.697 0.579 

 Extent to which the amount of 

communication in the 

organization is about right/Q13 

0.718 0.668 

 Information about relations with 

unions/faculty senate/Q16 

0.537 0.567 

 Information you receive about 

personal news/Q18 

0.567 0.698 

 Information about departmental 

policies and goals/Q19 

0.557 0.674 

 Information about the 

requirements of job/Q20 

0.683 0.684 

 Information about employee 

benefits and pay/Q21 

0.586 0.708 

 Extend to which organization 

communication motivates and 

stimulates an enthusiasm for 

meeting its goals/Q22 

0.648 0.725 
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Table 4.7  (Continued) 

 

 

Variable (a) 
Name of Composite Variable/ 

Question No. 

 

Communalities 
Varimax 

Solution 

 Extend to which the people in my 

organization have great ability as 

communicators/Q23 

0.595 0.565 

 Extend to which the 

organization’s communication 

makes me identify with it or feel 

a vital part of it/Q24 

0.539 0.646 

 Information about how I am 

being judged/Q27 

0.642 0.719 

 Recognition of my efforts/Q28 0.789 0.814 

 Feedback on how problems in 

my job are being handled/Q29 

0.809 0.847 

 Extent to which my administrator 

offers guidance for solving job 

related problems/Q31 

0.772 0.838 

 Extent to which my administrator 

trusts me/Q32 

0.772 0.819 

 Extent to which my administrator 

is open to ideas/Q33 

0.704 0.725 

 Extent to which the amount of 

administrator given to me is 

about right/Q34 

0.772 0.794 

 

 

 

 

 

 



Table 4.8  Factor Analysis for Communication Satisfaction 

 

Communication Satisfaction OI HC MQ OP PF SC 

Extend to which organization communication motivates and 

stimulates an enthusiasm for meeting its goals 

 

0.725 

     

Information about employee benefits and pay  0.708      

Information you receive about personal news  0.698      

Information about the requirements of job  0.684      

Information about departmental policies and goals  0.674      

Extend to which the organization’s communication makes me 

identify with it or feel a vital part of it  

0.646      

Extend to which the people in my organization have great ability as 

communicators  

0.565      

Extent to which horizontal communication with other faculty 

members is accurate and free-flowing.  

  

0.768 

    

Extent to which communication practices are adaptable to 

emergencies/crises 

 0.753     

Extent to which informal communication is active and accurate   0.710     

Extent to which my work group is compatible  0.602     

       

5
0
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Table 4.8  (Continued) 

 

      

Communication Satisfaction OI HC MQ OP PF SC 

Extent to which the organization’s publications are interesting and 

helpful (e.g. memo, newsletter, bulletin board, intranet)  

 0.595     

Information about how I am being judged    0.719    

Extent to which the amount of communication in the organization is 

about right  

  0.668    

Extent to which written directives and reports are clear and concise    0.579    

Extent to which our meetings are well organized   0.526    

Extent to which the amount of administrator given to me is about 

right  

   0.794   

Extent to which my administrator is open to ideas    0.725   

Information about relations with unions/faculty senate     0.567   

Feedback on how problems in my job are being handled      0.847  

Recognition of my efforts     0.814  

Extent to which my administrator offers guidance for solving job 

related problems  

     0.838 

Extent to which my administrator trusts me       0.819 

       

5
1
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Table 4.8  (Continued) 

 

      

Communication Satisfaction OI HC MQ OP PF SC 

Total Variance Explained 35.19% 8.39% 7.04% 5.43% 4.95% 4.41% 

 

Note: OI means Organizational Integration 

 HC means Horizontal Communication 

 MQ means Media Quality 

 OP means Organizational Perspective 

 PF means Personal Feedback 

 SC means Supervisory Communication 

5
2
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Table 4.9  KMO and Bartlett's Test for Job Satisfaction 

 

Item :  

Job Satisfaction 

 

No. of item 

 

KMO 

 

Bartlett's Test 

Supervision 4   

Co-Worker 4   

Communication 3   

Operating Procedures 3   

Fringe Benefits 3 0.720 0.000 

Contingent Rewards 3   

Promotion 3   

Pay 2   

 

Table 4.10  Results from Factor Analysis of Job Satisfaction 

 

 

Variable (a) 
Name of Composite Variable/ 

Question No. 

 

Communalities 
Varimax 

Solution 

Job 

Satisfaction 

 (Alpha = 0.771)   

 I feel I am being paid a fair 

amount for the work I do./Q35 

0.676 0.559 

 Raises are suitable./Q36 0.730 0.836 

 I feel appreciated by the 

organization when I think about 

what they pay me./Q37 

0.745 0.847 

 People get ahead as fast here as 

they do in other places./Q39 

0.856 0.881 

 I am satisfied with my chances 

for promotion./Q40 

0.776 0.857 

 I am satisfied with the benefits I 

receive./Q41 

0.653 0.803 
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Table 4.10  (Continued) 

 

 

Variable (a) 
Name of Composite Variable/ 

Question No. 

 

Communalities 
Varimax 

Solution 

 The benefits we receive are as 

good as most other organizations 

offer./Q42 

0.665 0.787 

 There are benefits we have which 

we should have./Q43 

0.593 0.761 

 When I do a good job, I receive 

the recognition for it that I should 

receive./Q44 

0.647 0.752 

 I do feel that the work I do is 

appreciated./Q45 

0.728 0.823 

 There are rewards for those who 

work here./Q46 

0.726 0.708 

 My administrator is quite 

competent in doing his/her job./ 

Q47 

0.707 0.817 

 My administrator is fair to me./ 

Q48 

0.640 0.692 

 I like my administrator. / Q49 0.680 0.760 

 I like the people I work with./ 

Q50 

0.618 0.707 

 I enjoy my co-workers./Q51 0.543 0.596 

 There is no bickering and fighting 

at work./Q52 

0.695 0.776 

 Many of our rules and procedures 

support doing a good job./Q53 

0.638 0.677 

 I have appropriate tasks to do at 

work./Q54 

0.811 0.844 
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Table 4.10  (Continued) 

 

 

Variable (a) 
Name of Composite Variable/ 

Question No. 

 

Communalities 
Varimax 

Solution 

 I have appropriate paperwork./ 

Q55 

0.766 0.787 

 I feel my job is meaningful./Q56 0.677 0.806 

 I feel a sense of pride in doing my 

job./Q58 

0.773 0.679 

 Communications seem good 

within this organization./Q59 

0.600 0.738 

 The goals of this organization are 

clear to me./Q60 

0.684 0.806 

 Work assignments are fully 

explained./Q61 

0.605 0.664 

 

 

 

 

 

 

 

 

 

 

 

 

 



Table 4.11  Factor Analysis for Job Satisfaction 

 

Job Satisfaction SUP COW COM OPE FRI CON PRO PAY 

My administrator is quite competent in doing 

his/her job.  

0.817        

I like my administrator.  0.760        

My administrator is fair to me.  0.692        

Many of our rules and procedures support doing 

a good job.  

0.677        

I feel my job is meaningful.  0.806       

There is no bickering and fighting at work.   0.776       

I like the people I work with./Q50  0.707       

I enjoy my co-workers.   0.596       

The goals of this organization are clear to me.    0.806      

Communications seem good within this 

organization.  

  0.738      

Work assignments are fully explained.    0.664      

I have appropriate tasks to do at work.     0.844     

         

         

5
6
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Table 4.11  (Continued) 

 

        

Job Satisfaction SUP COW COM OPE FRI CON PRO PAY 

I have appropriate paperwork.    0.787     

I feel a sense of pride in doing my job.     0.679     

I am satisfied with the benefits I receive.     0.803    

The benefits we receive are as good as most 

other organizations offer.  

    0.787    

There are benefits we have which we should 

have.  

    0.761    

I do feel that the work I do is appreciated.       0.823   

When I do a good job, I receive the recognition 

for it that I should receive.  

     0.752   

There are rewards for those who work here.       0.708   

People get ahead as fast here as they do in other 

places.  

      0.881  

I am satisfied with my chances for promotion.       0.857  

I feel I am being paid a fair amount for the work 

I do.  

      0.559  

         

5
7
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Table 4.11  (Continued) 

 

        

Job Satisfaction SUP COW COM OPE FRI CON PRO PAY 

I feel appreciated by the organization when I 

think about what they pay me.  

       0.847 

Raises are suitable.         0.836 

Total Variance Explained 19.26% 10.51% 8.91% 8.17% 7.03% 5.39% 5.10% 4.54% 

 

Note: SUP means Supervision 

 COW means Co-Worker 

 COM means Communication 

 OPE means Operating Procedures 

 FRI means Fringe Benefits 

 CON means Contingent Rewards 

 PRO means Promotion 

 PAY means Pay 

5
8
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Table 4.12  KMO and Bartlett's Test for Employee Engagement 

 

Item :  

Employee Engagement 

 

No. of item 

 

KMO 

 

Bartlett's Test 

Affective Engagement 4 
0.727 0.000 

Intellectual Engagement 3 

 

Table 4.13  Results from Factor Analysis of Employee Engagement 

 

 

Variable (a) 

 

Name of Composite Variable/ 

Question No. 

 

Communalities 

 

Varimax 

Solution 

Employee 

Engagement 

 (Alpha = 0.766)   

 I focus hard on my work./Q62 0.591 0.750 

 I concentrate on my work. Q63 0.709 0.831 

 I pay a lot of attention to my work. 

/Q64 

0.564 0.747 

 I share the same work goals as my 

colleagues./Q66 

0.617 0.692 

 I share the same work attitudes as 

my colleagues./Q67 

0.650 0.780 

 I feel positive about my work./ 

Q68 

0.627 0.781 

 I feel energetic in my work./Q69 0.629 0.792 
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Table 4.14  Factor Analysis for Employee Engagement 

 

 

Employee Engagement 

 

AE 

 

IE 

I feel energetic in my work.  0.792  

I feel positive about my work.  0.781  

I share the same work attitudes as my colleagues.  0.780  

I share the same work goals as my colleagues.  0.692  

I concentrate on my work.   0.831 

I focus hard on my work.   0.750 

I pay a lot of attention to my work.   0.747 

Total Variance Explained 42.75% 19.91% 

 

Note:  AE means Affective Engagement 

           IE means Intellectual Engagement 

 

Table 4.15  KMO and Bartlett's Test for Job Performance 

 

Item :  

Job Performance 

 

No. of item 

 

KMO 

 

Bartlett's 

Test 

Adaptive Performance 4 

0.583 0.000 
Task Performance 2 

Contextual Performance 2 

Counterproductive Work Behavior 2 
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Table 4.16  Results from Factor Analysis of Job Performance 

 

 

Variable (a) 

 

Name of Composite Variable/ 

Question No. 

 

Communalities 

 

Varimax 

Solution 

Job 

Performance 

 (Alpha = 0.683)   

 I kept in mind the results that I had 

to achieve in my work./Q73 

0.832 0.902 

 I was able to perform my work well 

with minimal time and effort./Q74 

0.775 0.843 

 I was able to fulfill my 

responsibilities./Q75 

0.735 0.831 

 Collaboration with others went 

well./Q76 

0.796 0.861 

 I worked at keeping my job 

knowledge up-to-date./Q78 

0.574 0.705 

 I recovered fast, after difficult 

situations or setbacks at work./Q79 

0.611 0.718 

 I came up with creative solutions to 

new problems./Q80 

0.674 0.684 

 I easily adjusted to changes in my 

work./Q81 

0.650 0.779 

 I spoke with colleagues about 

positive aspects of my work./Q83 

0.754 0.848 

 I harmonized with my colleagues, 

chairperson, or dean./Q85 

0.679 0.771 
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Table 4.17  Factor Analysis for Job Performance 

 

 

Job Performance 

 

AP 

 

TP 

 

CP 

 

CWB 

I easily adjusted to changes in my work.  0.779    

I recovered fast, after difficult situations 

or setbacks at work.  

0.718    

I worked at keeping my job knowledge 

up-to-date.  

0.705    

I came up with creative solutions to new 

problems.  

0.684    

I kept in mind the results that I had to 

achieve in my work.  

 0.902   

I was able to perform my work well 

with minimal time and effort.  

 0.843   

Collaboration with others went well.    0.861  

I was able to fulfill my responsibilities.    0.831  

I spoke with colleagues about positive 

aspects of my work.  

   0.848 

I harmonized with my colleagues, 

chairperson, or dean.  

   0.771 

Total Variance Explained 27.42% 19.05% 14.06% 10.26% 

 

Note:  AP means Adaptive Performance 

           TP means Task Performance 

           CP means Contextual Performance 

           CWB means Counterproductive Work Behavior 

 

The study used principle component extraction and the varimax rotation 

technique for factor analysis. The results of this factor analysis found both high and 

low loadings generated. Any factor which lowers than 0.5 was removed from the 

analysis. Only factor which value higher than 0.5 was kept in further analysis. 
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Therefore, some initial variables were removed and some required re-grouping to 

ensure the validity of factors. Cronbach’s Alpha was utilized again to ensure the 

reliability of the revised variables (Kinnear & Grey, 2004). 

After factor analysis of communication satisfaction, the Alpha value is 0.912. 

Then seven questions on communication satisfaction; Q5, Q14, Q15, Q17, Q25, Q26, 

Q30 were removed because of communalities and the varimax solution value being 

lower than 0.5. After that, there was re-grouping. Organization integration (OI) 

consists of seven composite variables, Horizontal Communication (HC) has five 

composite variables, Media Quality (MQ) consists of four composite variables, 

Organizational Perspective (OP) has three composite variables, Personal Feedback 

(PF) has two composite variables, and lastly Supervisory Communication (SC) 

consists of two composite variables. The total variance of OI, HC, MQ, OP, PF, and 

SC are 35.19%, 8.39%, 7.04%, 5.43%, 4.95%, and 4.41%, respectively. 

The Alpha value of factor analysis of job satisfaction is 0.771. Two questions 

of job satisfaction, Q38 and Q57, were removed based on communalities and the 

varimax solution value being lower than 0.5. Then there was regrouping. Supervision 

(SUP) has four composite variables, Co-Worker (COW) consists of four composite 

variables, Communication (COM) has three composite variables, Operating 

Procedures (OPE) has three composite variables, Fringe Benefits (FRI) has three 

composite variables, Contingent Rewards (CON) has three composite variables, 

Promotion (PRO) has three composite variables, and finally Pay (PAY) has two 

composite variables. The total variance of SUP, COW, COM, OPE, FRI, CON, PRO, 

and PAY are 19.26%, 10.51%, 8.91%, 8.17%, 7.03%, 5.39%, 5.1%, and 4.54%, 

respectively. 

 Thirdly, the Alpha value of factor analysis for employee engagement is 0.766. 

Two employee engagement questions were removed based on communalities and the 

varimax solution value being lower than 0.5, Q65 and Q70. Then there was 

regrouping. Affective Engagement (AE) has four composite variables and Intellectual 

Engagement (IE) consists of three composite variables. The total variance of AE is 

42.75% and IE is 19.91%. 

Finally the Alpha value for job performance is 0.683. Five questions of job 

performance were removed based on communalities and the varimax solution value 
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being lower than 0.5. Q71, Q72, Q77, Q82, and Q84 were removed. After that, there 

was re-grouping. Adaptive Performance (AP) has four composite variables, Task 

Performance (TP) has two composite variables, Contextual Performance (CP) has two 

composite variables, and Counterproductive Work Behaviour (CWB) has two 

composite variables. The total variance of AP, TP, CP, and CWB are 27.42%, 

19.05%, 14.06%, and 10.26% respectively. 

  

Table 4.18  Initial and Revised Factors of Communication Satisfaction,  

                    Job Satisfaction, Employee Engagement, and Job Performance 

 

 

Initial Factors 

 

No. of 

Question 

 

Revised Factors 

 

No. of 

Question 

Communication 

Satisfaction 

30 Communication 

Satisfaction 

23 

Job Satisfaction 27 Job Satisfaction 25 

Employee Engagement 9 Employee Engagement 7 

Job Performance 15 Job Performance 10 

 

The table above presents the initial and revised factors. There are four main 

factors which are communication satisfaction, job satisfaction, employee engagement, 

and job performance. At the beginning there were 81 questions about these four 

variables. Then 16 questions were removed based on principle component extraction 

and varimax rotation technique (Kinnear & Grey, 2004).  

The initial factors of communication satisfaction were 30 items. After factor 

loading and analysis, seven questions were removed and only 23 items were used in 

further analysis. In the same way, two questions of job satisfaction were removed and 

only 25 items were used. For employee engagement, the initial factors were nine 

items then two of them were taken away and only seven questions were utilized. 

Lastly, the initial job performance factors were 15 items and five of them were 

deleted.  
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4.7  Correlations 

 

In order to interpret the results of communication satisfaction, job satisfaction, 

employee engagement, and job performance by Person product moment correlation 

coefficient, it is important to understand the negative and positive signs and the size 

value of correlation. The sign of Pearson’s Correlation indicates the direction of 

correlation between two variables: an independent variable and a dependent variable. 

If the sign is positive, it shows a positive correlation between two variables. On the 

other hand, if the sign is negative, it presents the negative correlation between both 

variables. The results of this study have only positive correlations. In addition, the 

size value indicates the strength of the relationships. A value between 0.10-0.29 

shows a weak relationship, 0.30-0.49 means a medium relationship, and 0.50-1.0 

presents a strong relationship (Pallant, 2010). The table below shows the relationship 

of communication satisfaction, job satisfaction, employee engagement, and job 

performance. 

 

Table 4.19  Pearson’s Correlation Coefficient 

 

Variables Mean SD Communication 

Satisfaction 

Job 

Satisfaction 

Employee 

Engagement 

Job 

Performance 

Communication 

Satisfaction 

3.894 0.426 1    

Job Satisfaction 3.660 0.317 0.234** 1   

Employee 

Engagement 

3.695 0.586 0.305** 0.697** 1  

Job 

Performance 

3.839 0.423 0.198** 0.474** 0.538** 1 

 

 

Note:  *p < 0.05, ** p < 0.01 
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To examine the correlation between variables in this study, it is necessary to 

test that each variable is independent. The table above shows the Pearson’s 

correlations for all the independent variables values are between 0.198 and 0.697. The 

values do not exceed 0.8; therefore, independence is confirmed (Cooper & Schindler, 

2006).  

The correlations of communication satisfaction, job satisfaction, employee 

engagement, and job performance are all significant at p < 0.01. The correlations of 

communication satisfaction and job performance have a weak relationship at r = 

0.198, p < 0.01 and communication satisfaction and job satisfaction also have a weak 

relationship at r = 0.234, p < 0.01. In addition, the correlation of communication 

satisfaction and employee engagement, and job satisfaction and job performance have 

a relationship at a medium level at r = 0.305, p < 0.01 and r = 0.474, p < 0.01, 

respectively. Finally, the correlations of employee engagement and job performance, 

and job satisfaction and employee engagement have a strong relationship at r = 0.538, 

p < 0.01 and r = 0.697, p < 0.01, respectively. The weakest relationship was found 

between communication satisfaction and job performance (r = 0.198, p < 0.01). On 

the other hand, the strongest relationship was job satisfaction and employee 

engagement (r = 0.697, p < 0.01). 

 

4.8  Hypotheses Testing 

 

As mentioned previously, this research is treated as interval data. The table 

below illustrates the simple and multiple linear regression analysis of hypotheses 

testing in this study. Pallant (2010) claimed that if the significance value (p-value) is 

greater than 0.05, it statistically results in no significance. On the other hand, if the 

significance value (p-value) is 0.05 or lower than 0.05, it statistically proves 

significance. 

In this research, there are six main hypotheses which must be tested. Firstly, 

the simple linear regression between communication satisfaction (independent 

variable) and job satisfaction (dependent variable) was tested. Secondly, multiple 

linear regressions were tested between communication satisfaction (independent 

variable) and job satisfaction (independent variable) toward employee engagement 
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(dependent variable). Thirdly, the multiple linear regressions of all independent 

variables, namely, communication satisfaction, job satisfaction, and employee 

engagement toward job performance were tested. 

 

Table 4.20  Simple and Multiple Regression Analysis 

 

 

Independent Variable 

Dependent Variable 

Model 1 Model 2 Model 3 

Job Satisfaction Employee Engagement     Job Performance 

Communication 

Satisfaction 

  
0.234** 0.150** 0.033 

SE 0.036 0.050 0.044 

t  4.802 4.133 0.744 

Job Satisfaction   
 0.662** 0.191** 

SE  0.067 0.078 

t   18.243 3.284 

Employee 

Engagement     

  
  0.394** 

SE   0.043 

t    6.632 

Constant / Sig. 2.981 / 0.000** -1.580 / 0.000** 1.728 / 0.000** 

R Square 0.055 0.507 0.309 

Adjusted R Square 0.052 0.504 0.304 

SEE 0.309 0.413 0.353 

F / Sig. 23.062 /  

0.000** 

203.744 / 0.000** 59.040 /  

0.000** 

 

Note:  *p < 0.05, **p < 0.01 

 

In the table above, Model 1 shows the simple regression analysis between 

communication satisfaction (independent variable) and job satisfaction (dependent 

variable). The results show there is a statistically significant impact of communication 

satisfaction towards job satisfaction (p < 0.01,   = 0.234, t = 4.802). Adjusted R 

Square is 0.052. It implies that communication satisfaction can predict job satisfaction 

at 5.2%. F was 23.062. 
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Equation1: 

Job Satisfaction = 2.981 + 0.234** (Communication Satisfaction) 

 

Figure 4.1  Research Model 1 

 

Multiple regression analysis was done in Model 2 and Model 3. Model 2 

presents the statistically significant impact of communication satisfaction 

(independent variable) and job satisfaction (independent variable) towards employee 

engagement (dependent variable) at p < 0.01. Communication satisfaction had a 

positive impact on employee engagement (p < 0.01,   = 0.150, t = 4.133) and job 

satisfaction had a positive impact on employee engagement (p < 0.01,   = 0.662, t = 

18.243). Adjusted R Square is 0.504. It implies that communication satisfaction and 

job satisfaction can predict employee engagement at 50.4%. F was 203.744. 

Equation 2: 

Employee Engagement = -1.580 + 0.150** (Communication Satisfaction) 

+ 0.662** (Job Satisfaction) 

 

Figure 4.2  Research Model 2 

 

Model 3 applied multiple regression analysis of all independent variables, 

namely, communication satisfaction, job satisfaction, and employee engagement 

towards job performance. However, not all independent variables are statistically 

significant. Job satisfaction and employee engagement are statistically positive 

Communication Satisfaction Job Satisfaction 
  = 0.234** 

Communication Satisfaction 

Job Satisfaction 

Employee Engagement 

  = 0.150** 

  = 0.662** 
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significant with job performance at p < 0.01. In contrast, communication satisfaction 

was not statistically positively significant because the p-value is above 0.05. 

Communication satisfaction had no positive impact on job performance (p > 0.05,   

= 0.033, t  = 0.744). Job satisfaction had a positive impact on job performance (p < 

0.01,   = 0.191, t  = 3.284) and employee engagement had a positive impact on job 

performance (p < 0.01,   = 0.394, t  = 6.632). Adjusted R Square is 0.304. It 

implies that communication satisfaction, job satisfaction, and employee engagement 

can predict job performance at 30.4%. F was 59.040.  

Equation 3: 

Job Performance = 1.728 + 0.033 (Communication Satisfaction) + 

0.191** (Job Satisfaction) + 0.394** (Employee Engagement) 

 

 

 

 

 

 

 

 

 

 

Figure 4.3  Research Model 3 

 

 

 

 

 

 

 

 

 

Communication Satisfaction 

Job Satisfaction 

Employee Engagement 

Job Performance 

  = 0.033 

  = 0.191** 

  = 0.394** 
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Table 4.21  Hypotheses Summary 

 

 

Hypotheses 

 

Result 

H1: Communication satisfaction has a positive impact on 

employee engagement. 

Accept 

H2: Communication satisfaction has a positive impact on 

job satisfaction.  

Accept 

H3: Communication satisfaction has a positive impact on 

job performance. 

Reject 

H4: Employee engagement has a positive impact on job 

performance. 

Accept 

H5: Job Satisfaction has a positive impact on employee 

engagement. 

Accept 

H6: Job Satisfaction has a positive impact on job 

performance. 

Accept 

 

From the table which presented above, there are six hypotheses in this study. It 

can be concluded that five of six hypotheses in this research are supported. The 

hypothesis 1, 2, 4, 5, and 6 are accepted (p < 0.01). However, only hypothesis 3 was 

rejected (p > 0.01). 
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4.9  Significant Factors in Research Model 

    

  

 

 

  

 

 

 

Figure 4.4  Research Model 

Note:  *p < 0.05, **p < 0.01 

Means reject the hypothesis 

Means accept the hypothesis 

  

 

 

 

 

 

 

 

 

Communication Satisfaction 

Job Satisfaction 

Employee Engagement 

Job Performance 

  = 0.234** 

  = 0.033 

  = 0.150** 

  = 0.191** 

  = 0.394** 

  = 0.662** 



72 

 

CHAPTER 5 

 

DISCUSSION AND CONCLUSION 

 

From the previous chapter, it can be seen that the data analysis which 

researcher generated are the useful information to achieve the research objectives. 

This section purposes to discuss the data analysis. In this chapter, the demographic 

data of faculty members and staff in higher education institutions will be described. 

Then communication satisfaction, job satisfaction, employee engagement, and job 

performance will be discussed. The results of hypotheses testing will also be 

analyzed.  

 

5.1  General Discussion 

 

The result illustrated that the majority of the respondents in the analysis were 

female. It shows that most of the faculty members and staff who work in Thai higher 

education institution are female rather than male. The result is supported by the data 

of Higher Education Commission statistics in 2017. Then focusing on the age group 

of participants in this study, the target respondents are faculty members and staff who 

work in the higher education institution in public and private university in Thailand 

which aged 30-40 or below 30. Only one in four was 41-50 years old or above 50. 

Most of the respondents were full-time lecturers follow by supporting, staff managers, 

and heads of department. All of them had Master’s Degrees, Doctoral Degrees, or 

Bachelor’s Degrees. 

Focusing on communication satisfaction, the research found that faculty 

members and staff were satisfied with communication in their organization. This 

communication satisfaction includes overall dimension of horizontal communication, 

media quality, organizational perspective, organization integration, personal feedback, 

and supervisory communication. The highest communication satisfaction level was 

found in the extent to which employees trust to communicate with their 
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administrators. This implies that faculty members and staff give importance to trust 

and reliability when they have to communication to people in higher positions in their 

workplace such as department chairperson, dean, and president. Generally, trust is a 

social context which has several connotations. It typically refers to one party being 

willing to reply to the action of another party. It contributes to relationships between 

people. Uncertainty situation involves when the risk of failure or harm to the 

employee if administrator does not behave to believe what employees communicate. 

Another point to concern is the extent to which administrator listens and pay attention 

to employee and the extent to which administrator offers guidance for solving job 

related problems. It has proved that faculty members and staff give importance to 

vertical communication which means sending and receiving messages correctly 

between different hierarchy levels, downward or upward. This may be because of 

people who work in higher education institutions are professionals. Therefore, they 

concern on share governance and trust of communication between hierarchy levels. In 

contrast, the lowest satisfied score was found with the information about how they are 

being judged. Feedback is very sensitive for faculty members and staff in Thai higher 

education institutions. This makes communication in education organizations 

different from other organization.  

Additionally, the result presented that faculty members and staff are also 

satisfied with their duties in term of supervision, co-workers, communication, 

operating procedures, fringe benefits, contingent rewards, promotion, and pay. 

However, the lowest satisfaction was found with the goals of the organization being 

clear to employees. This may be because of changes in Thai higher education 

institution in the last ten years. The most satisfaction was found with there being no 

bickering and fighting at work and doing things they like to do at work.  

Concerning on employee engagement, they also had strong engagement with 

their organizations. This includes affective engagement and intellectual engagement. 

It is an active stage associated with high level of cognitive activities and efforts. 

Affective engagement includes the extent to which one experience states positive 

affect relating to one’s work role. Intellectual engagement defines as the extent to 

which one is intellectually pay attention in work and always think about how to 

improve work. The highest engagement in the study was found in sharing the same 
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work values with colleagues, sharing same work goals, and being enthusiastic at 

work. More engaged employees will perform the better in their jobs. Moreover, 

employee engagement generates a positive cycle of cognition and emotion which 

improves work performance. These positive emotions are likely to interact with 

personal intent, actions, and behavior within the workplace. 

Respondents had high performance levels for adaptive, task, contextual 

performance, and counterproductive work behavior. The research focuses on 

individual work performance across occupational sectors. The highest score for job 

performance level was found in managing and planning work to be done on time, then 

collaboration with others went well, and was able to fulfill all responsibilities. It 

shows the high responsibilities, well design, and skillfully planning of faculty 

members and staff who work in higher education institution in Thailand. Effective 

performance of educators is crucial for improving the education system as a whole. In 

fact, it is the outcome which every organization expects from employees and it has 

proved that job satisfaction and employee engagement lead to job performance. 

The research shows the correlations of four main factors: communication 

satisfaction, job satisfaction, employee engagement, and job performance. They are 

all correlated. Each variable is independent.  

 

5.2  Discussion of Hypotheses Testing and Model Significance 

  

The results from the previous chapter showed the statistical significant and 

insignificant data of hypotheses testing and research model. This section explains the 

links and correlations apparent in this study. The research provided regression 

analysis of communication satisfaction, employee engagement, job satisfaction, and 

job performance where communication satisfaction was assigned to be the 

independent variable towards job satisfaction (Model 1), then communication 

satisfaction and job satisfaction were considered to be independent variables towards 

employee engagement (Model 2), and finally communication satisfaction, employee 

engagement, and job satisfaction were applied to be independent variables towards 

job performance  (Model 3).  The hypotheses in the model claim communication 

satisfaction has a positive impact on employee engagement, communication 
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satisfaction has a positive impact on job satisfaction, communication satisfaction has a 

positive impact on job performance, employee engagement has a positive impact on 

job performance, job satisfaction has a positive impact on employee engagement, and 

job satisfaction has a positive impact on job performance. 

 The research results show that there is a statistically positive impact from 

communication satisfaction on employee engagement. Communication satisfaction in 

Thai higher education institutions leads to increased employee engagement. It can be 

analyzed that if people in the same organization communicate and understand each 

other, both at the same and different levels of hierarchy, it can improve engagement 

between employees. Iyer and Israel (2012) supported the same result that organization 

communication satisfaction has a positive impact on employee engagement because 

communication plays an important part in ensuring employee engagement. It has been 

established that honest, clear, and concise communications are crucial tools for 

employee engagement. This means lack of communication and poor communication 

leads to dissatisfaction, distrust, skepticism, doubtfulness, and unwanted employee 

turnover. Additionally, managerial communication can reduce the negative effects of 

downsizing. It becomes very important for employees to believe in their organization. 

Carriere and Bourque (2009) also proved that communication satisfaction and 

employee engagement are positively related. Goris (2007) said that higher level of 

communication satisfaction leads to higher employee satisfaction. Moreover, Pincus 

(1986), Gregson (1987) indicated a positive relationship between communication 

satisfaction and organizational effectiveness, organizational commitment, and 

turnover level.  

The research suggests a statistically positive impact of communication 

satisfaction on job satisfaction. It can be inferred that when people in an organization 

communicate satisfactorily with all hierarchy levels, it increases job satisfaction. 

Open communication between employees and management makes a better working 

environment (Pettit et al., 1997). The better the supervisor communicates, the more 

informed and satisfied employees are, and the greater the productivity. Failure in 

communication seems to create negative side effects. According to Downs (1988), 

communication satisfaction and job satisfaction are positively correlated. Berman and 
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Hellweg (1989), King, Lahiff, and Hatfield (1998), Carriere and Bourque (2009), and 

Alhassan, Ghazali, and Isha (2017) also supported this result. 

In contrast, this research shows that there is no evidence to support a positive 

impact of communication satisfaction on job performance. This result contradicts 

some former research by Pincus (1986), Miles, Patrick, and King (1996), and Gilley 

(2001). They claimed that poor employee communication satisfaction leads to low 

commitment from employees, high levels of absenteeism, increased employee 

turnover, and decreased productivity. This could arise from differences in terms of 

organizational context. Academic organizations are totally dissimilar to other business 

organizations (Orozco & Allison, 2008). The result may also be because the effect is 

not big enough to be anything other than a chance finding. Secondly, communication 

satisfaction does not play a key role in supporting job performance in the investigated 

organizations. This is because faculty members and staff already know well what they 

have to do (Alsayed, Motaghi, & Osman, 2012). Therefore, communication 

satisfaction does not affect their performance as professionals. 

The research results also show a positive impact of employee engagement on 

job performance. This can mean that when employees engage with the organization, 

they tend to perform better in their tasks. Rich, Lepine, and Crawford (2010) 

mentioned that employee engagement serves as a crucial mechanism through which 

the antecedents of engagement affect job performance and that engagement among 

employees can enhance performance. Engaged employees perform better. Hakanen, 

Schaufeli, and Ahola (2008) said that engagement led to better innovativeness through 

greater personal initiative. Therefore, engagement can influence organizational 

success through outstanding job performance. 

A statistically positive impact from job satisfaction was found on employee 

engagement. It suggests that, when employees are satisfied with their tasks, it creates 

engagement with their organization. Satisfaction is generally about happiness with the 

company and benefits. Engagement occurs after employees feel a profound 

connection to their company. Ni (2007) said when employees are satisfied with their 

work they are likely to commit to a long-term relationship with an organization. A 

sense of accomplishment and a willingness to go above and beyond with the 
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organization occurs as a result of commitment. Thus the engagement of an employee 

can be predicted by well-being and job satisfaction. 

Finally, the analysis shows a positive impact from job satisfaction on job 

performance. Performance is influenced by various factors especially job satisfaction. 

Thus, job performance is a crucial parameter in the academic profession as in other 

professions (Kahya, 2007) and this phenomenon is extensively observed (Nabirye, 

Brown, Pryor, & Maples, 2011). Satisfied workers take actions to attain higher 

performance and eliminate lower performance. Dissatisfied employees will have low 

levels of performance, be demotivated, and be less productive. Platis, Reklitis, and 

Zimeras (2015) said performance depends on level of satisfaction and Suker et al. 

(2016) also mentioned that employee satisfaction is a key factor influencing employee 

performance and organization success. 

 

5.3  Managerial Implications 

 

The results from this research have managerial implications for Thai higher 

education institutions management regarding interventions to enhance the work 

competencies of their faculty members and staff. The implication can be classified in 

as follows. 

 

5.3.1  Communication Satisfaction towards Job Satisfaction 

Educational organization should utilise communication satisfaction concepts 

as strategic options to deliver messages to segmented employees in order to make 

them highly satisfied with their duties. Administrators should keep lines of 

communication open and receive feedback from employees by applying an open-door 

policy for employees. They should build positive relationships and create 

organizational integration in all hierarchy levels by using appropriate media for 

messages. This would reduce uncertainty in the minds of employees about their work, 

increase job satisfaction, and reduce attrition of faculty members and staff. 

Communication in an organization is built on interpersonal trust and it can impact 

overall employee satisfaction. The results suggest that communication satisfaction is a 



78 

key competency that they need to develop to enhance job satisfaction of faculty 

members and staff. 

 

5.3.2  Communication Satisfaction and Job Satisfaction toward Employee 

Engagement 

Communication satisfaction and job satisfaction are crucial factors in 

employee engagement. Job satisfaction should be the main focus for administrators to 

create higher employee engagement. The policy build up for job satisfaction in higher 

education in Thailand is suggested to cover all dimensions of pay, promotion, fringe 

benefits, contingent rewards, supervision, co-workers, operating procedures, and 

nature of work. Employee satisfaction needs to be treated with both short and long 

term measures because it is directly link to employee and organization match and it is 

important for employees to perceive workplace in positive attitude since the early 

years of employment. It classifies as an important part of an employee’s lifecycles and 

motivation to maintain loyalty to an organization. Communication satisfaction in all 

hierarchy levels in higher education institutions needs to be developed to make 

employees stay longer with organizations and feel satisfied with their tasks, for 

example; build personal relationships, encourage feedback, and foster team 

communication. 

 

5.3.3  Job Satisfaction and Employee Engagement toward Job 

Performance 

Job satisfaction and employee engagement leads to job performance. Job 

satisfaction and employee engagement should be the focus of increasing job 

performance of faculty members and staff in Thailand. Generally, performance is 

influenced by various factors but research suggests that employee engagement is one 

of the most crucial factors. If administrators can increase engagement among faculty 

members and staff, higher education institution will perform better and improve the 

academic system in Thailand. These implications aim to develop capacity of work, 

operating mechanisms, organizational development, and human relations. These 

create the key process to support employees to come together and take effective 

action for better performance. People who are satisfied with their work and have well-
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being of engaging to other colleagues tend to be more productive than who are not. 

Therefore, developing faculty members and staff satisfaction and increasing 

engagement brings organizational success. 

 

5.4  Academic Implications 

  

The study sought to respond to a number of research questions and hypotheses 

related to how knowledge of communication satisfaction, job satisfaction, employee 

engagement, and job performance is understood, performed and enacted in everyday 

working practices in higher education institutions in Thailand. The main aim of this 

study was to address the almost total lack of academic research evidence. The study, 

therefore, serves as a means of empirically validating the understanding of concepts 

and theories expressed in various literatures from Thai higher education institutions. 

With the associated resources reorganization in term of communication especially in 

the education sectors, it will become imperative for organizations to guarantee that 

their most valued personnel are fully engaged (Wetherell, 2002; Iyer & Israel, 2012; 

Abdullah & Hui, 2014; Demirtas, 2010). The research underlines the significance 

academic implication of social penetration theory. The social penetration concept 

suggested that employee should disclose more information and to obtain greater 

stability and relationship satisfaction. It is the process of relationship development in 

an organization and the communication satisfaction starts from this point of self-

disclosure and relationship development. In addition, communication satisfaction is 

built on a sense of willingness to communicate to exchange idea, organizational 

commitment, and achieve organizational objectives and goals. 

Accordingly, the first major practical contribution of the research is that it 

provides much needed empirical data on the actual satisfaction and performance of 

faculty members and staff in Thai higher education institutions. The research results 

were tested and proved existing theories about social penetration, the linkage of 

communication satisfaction, job satisfaction, employee engagement, and job 

performance. A second important academic implication of this study derives the 

finding on the uniqueness of work satisfaction in education institutions. When 

developing an academic organization, it is important for faculty members and staff to 
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understand about the evolving, changing workplace and the skills needed to be 

successful. 

 

5.5  Research Limitations 

 

Even though this research has revealed some of the crucial issue of 

communication satisfaction, employee engagement, job satisfaction, and job 

performance in higher education institution in Thailand, there were some limitations 

which researcher did not explore during this study. Some of those limitations were 

mainly because the restrictions in resources during the research process which 

included time constraints and budget limitations. 

Furthermore, this research covered only four higher education institutions in 

Thailand. The research does not cover every university in Thailand. Additionally, 

another limitation of this study was due to the scope of the research itself, which did 

not include every university in Thailand.  

 

5.6  Recommendations for Further Studies 

   

As mentioned previously, the study of quantitative methods have various 

limitations. The target of this research only included faculty members and staff at 

Thai public and private universities. In order to make the research more accurate and 

generalizable, a larger sample size should be drawn.  

 To further study deeply, it is necessary to better understand communication 

satisfaction in other factors. Further studies should also be conducted with a focus on 

other factors such as type of human communication, communication direction, and 

communication in organizational culture. Additionally, this research focuses only on 

Thai public and private universities. Further research should expand the scope of the 

study in different context in order to gain wider points of communication satisfaction 

which lead to employee engagement, job satisfaction, and job performance. This will 

be advantages to understand more about organization internally. Furthermore, further 

research could be in different countries and organizations. 
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5.7  Research Conclusions 

  

The major objectives of this research were to investigate the importance of 

communication satisfaction, employee engagement, job satisfaction, and job 

performance in higher education institutions in Thailand. Moreover, the research was 

an attempt to apply the theory of social penetration and human communication. All 

the factors of communication satisfaction, employee engagement, job satisfaction, and 

job performance are necessary for organizational development especially in higher 

education institutions. The research developed a model which was derived from social 

penetration theory, communication satisfaction, employee engagement, job 

satisfaction, and job performance concepts. The information was gained from faculty 

members and staff in Thailand. The research methodology employed quantitative 

methods which investigated the relationships and impacts among variables. The 

research results revealed that five of the hypotheses were accepted. It proved that 

communication satisfaction impacts job satisfaction, communication satisfaction and 

job satisfaction impact employee engagement, and job satisfaction and employee 

engagement impact job performance. In contrast, there is no evidence that 

communication satisfaction impacts job performance. These results contribute to well-

being of human relations, work satisfaction, engagement, performance, and 

organizational development in higher education institutions. 
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THE LIST OF THAI PUBLIC AND PRIVATE UNIVERSITIES 

 

1.  Chulalongkorn University 

2.  Chiang Mai University 

3.  Thaksin University 

4.  King Mongkut’s University of Technology Thonburi 

5.  King Mongkut’s University of Technology North Bangkok 

6.  Suranaree University of Technology 

7.  Burapha University 

8.  University of Phayao 

9.  Mahidol University 

10.  Mae Fah Luang University 

11.  Walailak University 

12.  King Mongkut’s University of Technology Ladkrabang 

13.  Mahachulalongkornrajavidyalaya University 

14.  Mahamakut Buddhist University 

15.  Princess Galyani Vodhana Institute of Music, Thailand 

16.  Kasetsart University 

17.  Khon Kaen University 

18.  Thammasat University 

19.  Nakhon Phanom University 

20.  Princess of Naradhiwas University 

21.  Naresuan University 

22.  Mahasarakham University 

23.  Maejo University 

24.  Ramkhamhaeng University 

25. Srinakharinwirot University 

26.  Silpakorn University 

27.  Prince of Songkla University 

28.  Sukhothai Thammathirat Open University 
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29.  Ubon Ratchathani University 

30.  Pathumwan Institute of Technology 

31.  National Institute of Development Administration 

32.  Kanchanaburi Rajabhat University 

33.  Kalasin Rajabhat University 

34.  Kamphaeng Phet Rajabhat University 

35.  Chandrakasem Rajabhat University 

36.  Chaiyaphum Rajabhat University 

37.  Chiang Rai Rajabhat University 

38.  Chiang Mai Rajabhat University 

39.  Thepsatri Rajabhat University 

40.  Dhonburi Rajabhat University 

41.  Nakhon Pathom Rajabhat University 

42.  Nakhon Ratchasima Rajabhat University 

43.  Nakhon Si Thammarat Rajabhat University 

44.  Nakhon Sawan Rajabhat University 

45.  Bansomdejchaopraya Rajabhat University 

46.  Burirum Rajabhat University 

47.  Phranakhon Rajabhat University 

48.  Phranakhon Si Ayutthaya Rajabhat University 

49.  Pibulsongkram Rajabhat University 

50.  Phetchaburi Rajabhat University 

51.  Phetchabun Rajabhat University 

52.  Phuket Rajabhat University 

53.  Rajabhat Maha Sarakham University 

54.  Yala Rajabhat University 

55.  Roi Et Rajabhat University 

56.  Rajabhat Rajanagarindra University 

57.  Rambhaibarni Rajabhat University 

58.  Lampang Rajabhat University 

59.  Loei Rajabhat University 

60.  Valaya Alongkorn Rajabhat University 
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61.  Sisaket Rajabhat University 

62.  Sakon Nokhon Rajabhat University 

63.  Sangkhla Rajabhat University 

64.  Suan Dusit Rajabhat University 

65.  Suan Sunandha rajabhat University 

66.  Suratthani Rajabhat University 

67.  Surindha Rajabhat University 

68.  Muban Chombueng Rajabhat University 

69.  Udon Thani Rajabhat University 

70.  Uttaradit Rajabhat University 

71.  Udon Ratchathani Rajabhat University 

72.  Rajamangala University of Technology Krungthep 

73.  Rajamangala University of Technology Tawan – ok 

74.  Rajamangala University of Technology Thanyaburi 

75.  Rajamangala University of Technology Phra Nakhon 

76.  Rajamangala University of Technology Rattanakosin 

77.  Rajamangala University of Technology Lanna 

78.  Rajamangala University of Technology Srivijaya 

79.  Rajamangala University of Technology Suvarnabhumi 

80.   Rajamangala University of Technology Isan 

81.  Bangkok University 

82.  Bangkok Thonburi University 

83.  The Eastern University of Management and Technology 

84.  Krirk University 

85.  Kasem Bundit University 

86.  Christian University 

87.  Chaopraya University 

88.  Shinawatra University 

89.  St. John’s University 

90.  Mahanakorn University of Technology 

91.  Thonburi University 

92.  Dharakij Pundit University 
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93.  North Bangkok University 

94.  North Chiang Mai University 

95.  Stamford International University 

96.  Asia – Pacific International University 

97.  Pathumthani University 

98.  Payap University 

99.  The Far Eastern University 

100.  University of Central Thailand 

101.  North – Eastern University 

102.  Nation University 

103.  Rangsit University 

104.  Rattana Bhudit University 

105.  Ratchathani University 

106.  Vongchavalitkul University 

107.  Webster University Thailand 

108.  Western University 

109.  Sripatum University 

110.  Siam University 

111.  University of the Thai Chamber of Commerce 

112.  Huachiew Chalermprakiet University 

113.  Hatyai University 

114.  Assumption University 

115.  Yala Islamic University 

116.  Eastern Asia University 

117.  Asian University 

118.  Southeast Asia University 

119.  Phitsanulok University 

120.  Tapee University 

121.  Kantana Institute 

122.  Learning Institute for Everyone 

123.  Thai – Nichi Institute of technology 

124.  Panyapiwat Institute of Management 
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125.  Institute of Technology Ayothaya 

126.  Chulabhorn Graduate Institute 

127.  Rajapark Institute 

128.  Arsomsilp Institute of the Arts 

129.  Mahachai Institute of Automotive Technology 

130.  Bangkok Suvarnabhumi University 

131.  Chalermkarnchana University 

132.  Chiang Rai College 

133.  Saint Louis College 

134.  Southeast Bangkok College 

135.  Dusit Thani College 

136.  Thongsook College 

137.  Phanomwan College of Technology 

138.  Southern College of Technology 

139.  Siam Technology College 

140.  Nakhonratchasima College 

141.  St. Theresa International College 

142.  College of Asian Scholars 

143.  Pitchayabundit College 

144.  International Buddhist College 

145.  Rajapruk University 

146.  Lumnamping College 

147.  Srisophon College 

148.  Santapol College 

149.  Saengtham College Thailand 

150.  Lampang Intertech College 

151.  Trat Community College 

152.  Tak Community College 

153.  Narathiwat Community College 

154.  Nan Community College 

155.  Burirum Community College 

156.  Pattani Community College 
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157.  Phang Nga Community College 

158.  Phichit Community College 

159.  Phrae Community College 

160.  Mukdahan Community College 

161.  Mae Hong Son Community College  

162.  Yasothon Community College 

163.  Yala Community College 

164.  Ranong Community College 

165.  Songkhla Community College 

166.  Satun Community College 

167.  Samut Sakhon Community College 

168.  Sa Kaeo Community College 

169.  Nong Bua Lamphu Community College 

170.  Uthai Thani Community College 

171.  Bangkok Community College 

172.  Institute of Physical Education 

173.  Civil Aviation training Center (Thailand) 

174.  Bunditpatanasilpa Institute 

175.  Asian Institute of Technology 

176.  Chulachomklao Royal Military Academy 

177.  Royal Police Cadet Academy 

178.  Royal Thai Naval Academy 

179.  Navaminda Kasatriyadhiraj Royal Thai Air Force Academy 

180.  Army Non Commissioned Officer School 
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INTERNAL/ORGANIZATIONAL COMMUNICATION TOOLS 

 

In every enterprise, the internal communication tools are more than essential. 

It is a part of communicating and developing a company solid plan between managers 

and subordinates. Therefore, utilizing appropriate communication vehicles leads to 

avoid misunderstanding, job dissatisfaction, and poor performance (Thornton, 2014). 

 Employee Publications (paper/electronic) 

Employee publications keep employees informed of business information, 

direction, progress, and goals. Encourage quality improvement, increased efficiency, 

improved service, and greater social responsibility information about company 

programs and initiatives. Recognize employees' achievements/successes. 

 Employee Intranet 

Employee intranet is a document philosophy, values, guiding principles, 

history, awards, founders, organizational successes. It provides information about 

benefits, pension, profit sharing, safety, recreation programs, training, policies and 

procedures. Sometimes it uses for new employee orientation. 

 E-mail 

Electronic mail is an ongoing day-to-day communication. Supervisor always 

updates on important issues or changes, especially in crisis communications. 

 Memos/Letter 

Memo or letter applied when a company has important announcements or 

employment agreements or documentation of policy or procedural or other significant 

changes about the company. 

 Inserts/Enclosures 

Inserts or enclosures are important notices regarding changes in benefits or 

procedures or other significant changes such as payroll stuffer or insert in publication. 

 Small Group Meeting 

Small group communication occurs when a company requires creating team 

building, work planning and employee relations (internal relations). 
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Large Group Meeting 

Large group communication is used for communicating with amount of 

employees in an enterprise and often use as creating company culture. 

Bulletin Board 

Bulletin board is utilized for updated upcoming events, notices about changes, 

and promotion of company programs. 

Social Media 

In globalization era, social media is an up-to-date communication tools to 

promote company brand, reputation, and profile. Additionally, it purposes for urgent 

and important announcement such as issue and crisis communications.  

Grapevine 

Grapevine communication is fast and effective way to disseminate information 

about company happenings and issues. It is often inaccurate. 

Video 

Video is utilized for promoting brand of major organizational initiatives, 

training and orientation, and celebrating milestones such as company anniversaries. 

PowerPoint Slides 

PowerPoint Slides consider as internal communication tools. It generally 

utilizes as employee training instrument for major organizational initiatives. It 

purposes to communicate about the company vision, mission, and goals. 

Vodcasts/Podcasts 

Vodcast communication is a video on demand multicasting technology while 

podcast is a digital audio only. Both vodcasts and podcasts are able to broadcasting 

over the internet and usually inform organization’s vision, mission, and goals. 

Webinars 

Webinar is a new initiatives program. It uses for information session and 

group meeting with workers in an organization.  

Face to Face 

Face to face communication is a human communication which reinforce of all 

communications. 
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Display/exhibits 

Display and exhibition is used to highlight a company information or updated 

program information to generate inquiries for all information to employees and then 

to get feedback. Sometime, it used to recruit personnel. 
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QUESTIONNAIRE IN ENGLISH VERSION 

 

QUESTIONNAIRE 

 

Dear Participant,  

 

I am conducting this survey as a part of the requirement of my Doctoral’s Degree in 

Management at the International College of National Institute of Development Administration 

(ICO NIDA). The following questions are designed to collect the information about 

communication satisfaction, employee engagement, job satisfaction, and job performance in 

higher education institution in Thailand. 

Your response in this survey will be entirely treated with strict confidentiality and 

anonymous. All information provided will be used for academic purpose only and will not be 

shared with any third party. 

I would be grateful if you could take out your precious time completing this survey. If you 

have any question, please do not hesitate to contact me at my email: pongpipat_tu@hotmail.com 

 

Kind Regards,  

Pongpipat Pongton, PhD. (Candidate) 

 

 

        

 

 

 

 

 

 

 

 



114 

Section A:  Please complete the following details for the purpose of the study by ticking 

() in the box for the details that is appropriate for you. 

 

1. Gender:  Male    Female 

2. Age:  below 30  30-40  41-50  above 50 

3. Job Position:  Supporting Staff     Staff Manager 

  Full-time lecturer    Head of Department/Chairperson 

  Assistant /Associate Dean/ Dean  Assistant/Vice President/ 

President 

4. Education:  Bachelor’s Degree   Master’s Degree  Doctoral Degree 

 

Section B: Communication Satisfaction 

Listed below are several kinds of information often associated with a communication 

satisfaction in Higher Education Institution (HEI). Please indicate how satisfied you are with 

the amount and/or quality of each kind of information by circling (O) the appropriate number 

at the right. 
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5. Extent to which the grapevine is active in our 

organization 

1 2 3 4 5 

6. Extent to which horizontal communication with other 

faculty members is accurate and free-flowing. 

1 2 3 4 5 

7. Extent to which communication practices are 

adaptable to emergencies/crises 

1 2 3 4 5 

8. Extent to which my work group is compatible 1 2 3 4 5 

9. Extent to which informal communication is active 

and accurate 

1 2 3 4 5 
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10. Extent to which the organization’s publications are 

interesting and helpful (e.g. memo, newsletter, 

bulletin board, intranet) 

1 

 

2 3 4 5 

11. Extent to which our meetings are well organized 1 2 3 4 5 

12. Extent to which written directives and reports are 

clear and concise 

1 2 3 4 5 

 

13. Extent to which the amount of communication in the 

organization is about right 

1 2 3 4 5 

14. Information about organization policies and goals 1 2 3 4 5 

15. Information about government action affecting my 

organization 

1 2 3 4 5 

16. Information about relations with unions/faculty 

senate 

1 2 3 4 5 

17. Information about my progress in my job 1 2 3 4 5 

18. Information you receive about personal news 1 2 3 4 5 

19. Information about departmental policies and goals 1 2 3 4 5 

20. Information about the requirements of job 1 2 3 4 5 

21. Information about employee benefits and pay 1 2 3 4 5 

22. Extend to which organization communication 

motivates and stimulates an enthusiasm for meeting 

its goals 

1 2 3 4 5 

23. Extend to which the people in my organization have 

great ability as communicators 

1 2 3 

  

4 

  

5 

24. Extend to which the organization’s communication 

makes me identify with it or feel a vital part of it 

1 2 3 4 5 
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25. Extend to which I receive on time the information 

needed to do my job 

1 2 3 4 5 

26. Extend to which conflicts are handled appropriately 

through proper communication channels 

1 2 3 4 5 

26. Extend to which conflicts are handled appropriately 

through proper communication channels 

1 2 3 4 5 

27. Information about how I am being judged 1 2 3 4 5 

28. Recognition of my efforts 1 2 3 4 5 

29. Feedback on how problems in my job are being 

handled 

1 2 3 4 5 

 

30. Extent to which my administrator listens and pays 

attention to me 

1 2 3 4 5 

 

31. Extent to which my administrator offers guidance for 

solving job related problems 

1 2 3 4 5 

 

32. Extent to which my administrator trusts me 1 2 3 4 5 

33. Extent to which my administrator is open to ideas 1 2 3 4 5 

34. Extent to which the amount of administrator given to 

me is about right 

1 2 3 4 5 
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Section C:  Job Satisfaction 

Listed below are several kinds of information often associated with a job satisfaction 

in Higher Education Institution (HEI). Please indicate how satisfied you are with the amount 

and/or quality of each kind of information by circling (O) the appropriate number at the right. 
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35. I feel I am being paid a fair amount for the work I do. 1 2 3 4 5 

36.  Raises are suitable. 1 2 3 4 5 

37. I feel appreciated by the organization when I think 

about what they pay me. 

1 2 3 4 5 

38. Those who do well on the job stand a fair chance of 

being promoted. 

1 2 3 4 5 

39. People get ahead as fast here as they do in other 

places. 

1 2 3 4 5 

40. I am satisfied with my chances for promotion. 1 2 3 4 5 

41. I am satisfied with the benefits I receive. 1 2 3 4 5 

42. The benefits we receive are as good as most other 

organizations offer. 

1 2 3 4 5 

43. There are benefits we have which we should have. 1 2 3 4 5 

44. When I do a good job, I receive the recognition for it 

that I should receive. 

1 2 3 4 5 

45. I do feel that the work I do is appreciated. 1 2 3 4 5 

46. There are rewards for those who work here. 1 2 3 4 5 

47. My administrator is quite competent in doing his/her 

job. 

1 2 3 4 5 

48. My administrator is fair to me. 1 2 3 4 5 

49. I like my administrator. 1 2 3 4 5 

50. I like the people I work with. 1 2 3 4 5 

51. I enjoy my co-workers. 1 2 3 4 5 
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52. There is no bickering and fighting at work. 1 2 3 4 5 

53. Many of our rules and procedures support doing a 

good job. 

1 2 3 4 5 

54. I have appropriate tasks to do at work. 1 2 3 4 5 

55. I have appropriate paperwork. 1 2 3 4 5 

56. I feel my job is meaningful. 1 2 3 4 5 

57. I like doing the things I do at work. 1 2 3 4 5 

58. I feel a sense of pride in doing my job. 1 2 3 4 5 

59. Communications seem good within this organization. 1 2 3 4 5 

60. The goals of this organization are clear to me. 1 2 3 4 5 

61. Work assignments are fully explained. 1 2 3 4 5 

 

Section D:  Employee Engagement 

List below are a series of statement that represent possible feelings that individuals 

might have about the Higher Education Institution (HEI) for which you work. With respect to 

your own feelings about the organization for which you are now working, please indicate the 

degree of your agreement and disagreement with each statement by circling (O) one of five 

alternatives for each statement. 
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62. I focus hard on my work. 1 2 3 4 5 

63. I concentrate on my work. 1 2 3 4 5 

64. I pay a lot of attention to my work. 1 2 3 4 5 

65. I share the same work values as my colleagues. 

 

1 2 3 4 5 



119 

 

 

No. 

 

 

Item 

S
tr

o
n
g

ly
 D

is
ag

re
e 

D
is

ag
re

e 

N
eu

tr
al

 

A
g

re
e 

S
tr

o
n
g

ly
 A

g
re

e 

 

66. I share the same work goals as my colleagues. 1 2 3 4 5 

67. I share the same work attitudes as my colleagues. 1 2 3 4 5 

68. I feel positive about my work. 1 2 3 4 5 

69. I feel energetic in my work. 1 2 3 4 5 

70. I am enthusiastic in my work. 1 2 3 4 5 

 

Section E:  Job Performance 

List below are a series of statement about job performance that individuals might 

behave at the Higher Education Institution (HEI) for which you work. With respect to the fact 

about the organization for which you are now working, please indicate the degree of your 

agreement and disagreement with each statement by circling (O) one of five alternatives for 

each statement. 

 

 

No. 

 

 

Item 

S
tr

o
n
g
ly

 D
is

ag
re

e 

D
is

ag
re

e 

N
eu

tr
al

 

A
g
re

e 

S
tr

o
n
g
ly

 A
g
re

e 

 

71. The quality of your work is better than what it 

should have been. 

1 2 3 4 5 

72.  I managed to plan my work so that it was done on 

time. 

1 2 3 4 5 

73. I kept in mind the results that I had to achieve in 

my work. 

1 2 3 4 5 

74. I was able to perform my work well with minimal 

time and effort. 

1 2 3 4 5 

75. I was able to fulfill my responsibilities. 1 2 3 4 5 

76. Collaboration with others went well. 1 2 3 4 5 

77. I came up with creative ideas at work. 

 

1 2 3 4 5 
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78. I worked at keeping my job knowledge up-to-date. 1 2 3 4 5 

79. I recovered fast, after difficult situations or 

setbacks at work. 

1 2 3 4 5 

80. I came up with creative solutions to new problems. 1 2 3 4 5 

81. I easily adjusted to changes in my work. 1 2 3 4 5 

82. I focused on the positive aspects of a work 

situation, instead of on the negative aspects. 

1 2 3 4 5 

83. I spoke with colleagues about positive aspects of 

my work. 

1 2 3 4 5 

84. I spoke with people from outside the organization 

about the positive aspects of my work. 

1 2 3 4 5 

85. I harmonized with my colleagues, chairperson, or 

dean. 

 

1 2 3 4 5 

 

---- Thank you for your time ---- 
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APPENDIX D 

QUESTIONNAIRE IN THAI VERSION 
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QUESTIONNAIRE IN THAI VERSION 

 

 

แบบสอบถาม 
 
เรียน ผูต้อบแบบสอบถาม 
 
แบบสอบถามน้ีเป็นส่วนหน่ึงของการศึกษาในหลักสูตรปรัชญาดุษฎีบณัฑิต สาขาการจดัการ 
วิทยาลยันานาชาติของสถาบนับณัฑิตพฒันบริหารศาสตร์ โดยมีวตัถุประสงค์เพื่อรวบรวมขอ้มูล
เก่ียวกบัความพึงพอใจในการส่ือสาร ความพึงพอใจในการท างาน ความผกูพนัธ์ของพนกังาน และ
ประสิทธิภาพการท างานในสถาบนัระดบัอุดมศึกษาของประเทศททย 
ค าตอบของท่านจะถูกเก็บรักษาทวเ้ป็นความลับ ทม่มีการเปิดเผยช่ือ และข้อมูลทั้งหมดจะถูก
น าทปใชเ้พื่อวตัถุประสงคท์างวชิาการเท่านั้น ทม่มีการส่งต่อใหบุ้คคลท่ีสาม 
ผูว้ิจยัขอขอบพระคุณเป็นอย่างสูง ท่ีท่านสละเวลาอนัมีค่าในการท าแบบสอบถามน้ี หากท่านมี
ค าถามหรือขอ้สงสัยประการใด โปรดติดต่อท่ีอีเมล: pongpipat_tu@hotmail.com 
 
ขอแสดงความนบัถือ 
พงศพ์ิพฒัน์ พงษต์น  
          ผูว้จิยั   
 
                   
 
 
 
 

 

mailto:pongpipat_tu@hotmail.com
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ส่วน A:  โปรดตอบค าถามต่อไปนี ้โดยการท าเคร่ืองหมาย () ในช่องส่ีเหลีย่มทีต่รงกบั 
              รายละเอยีดของท่าน 
 
1. เพศ:    ชาย   หญิง 
2. อาย:ุ    ต  ่ากวา่ 30  30-40  41-50  มากกวา่ 50 
3. ต  าแหน่งงาน:   พนกังานสายสนบัสนุน   ผูจ้ดัการพนกังาน 

 อาจารย ์    หวัหนา้สาขาวชิา 
 ผูช่้วย/รองคณบดี/คณบดี  ผูช่้วย/รองอธิการบดี/อธิการบดี 

4. การศึกษา:   ปริญญาตรี   ปริญญาโท   ปริญญาเอก 
 
ส่วน B:  ความพงึพอใจในการส่ือสาร 

ข้อความต่อทปน้ีเป็นการสอบถามเก่ียวกับความพึงพอใจในการส่ือสารในระดับ
สถาบนัอุดมศึกษา โปรดท าเคร่ืองหมาย O ตวัเลขทางขวามือท่ีตรงกบัความพึงพอใจของท่านมาก
ท่ีสุด 

 
 
 

ขอ้ 

 
 

ระดบัความพึงพอใจของท่านต่อ... 

ทม
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CSHO 

5. 
 
การส่ือสารแบบทม่เป็นทางการของบุคคลากร
ภายในองคก์ร 

 
1 

 
2 

 
3 

 
4 

 
5 

CSHO 
6. 

 
ความร่วมมือในการติดต่อส่ือสารแบบ
ตรงทปตรงมา เป็นกนัเองระหวา่งเพื่อนร่วมงาน
ระดบัเดียวกนั 

 
1 

 
2 

 
3 

 
4 

 
5 

CSHO 
7. 

 
การส่ือสารท่ีสามารถน ามาปรับใชก้บัสถานการณ์
ต่างๆทด ้
 

 
1 

 
2 

 
3 

 
4 

 
5 
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ขอ้ 

 
 

ระดบัความพึงพอใจของท่านต่อ... 
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CSHO 
8. 

 
ความราบร่ืนในการติดต่อประสานงานและการ
ท างานเป็นทีม 

 
1 

 
2 

 
3 

 
4 

 
5 

CSHO 
9. 

 
ความรวดเร็วและถูกตอ้งของการส่ือสารแบบทม่
เป็นทางการกบัเพื่อนร่วมงาน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSM 
10. 

 
การท่ีส่ือต่างๆขององคก์รมีความน่าสนใจและเป็น
ประโยชน์ (เช่น บนัทึก จดหมายข่าว บอร์ด
ประชาสัมพนัธ์ อินทราเน็ต) 

 
1 

 
2 

 
3 

 
4 

 
5 

CSM 
11. 

 
การจดัการประชุมท่ีมีการเตรียมการเป็นอยา่งดี 

 
1 

 
2 

 
3 

 
4 

 
5 

CSM 
12. 

 
การส่ือสารเป็นลายลกัษณ์อกัษรมีความชดัเจน
กระชบัทดใ้จความ 

 
1 

 
2 

 
3 

 
4 

 
5 

CSM 
13. 

 
ภาพรวมของการส่ือสารในองคก์รมีความถูกตอ้ง 

 
1 

 
2 

 
3 

 
4 

 
5 

CSOP 
14. 

 
การทดรั้บข่าวสารเก่ียวกบันโยบายและเป้าหมาย
ขององคก์ร 

 
1 

 
2 

 
3 

 
4 

 
5 

CSOP 
15. 

 
การทดรั้บข่าวสารเก่ียวกบันโยบายของภาครัฐท่ี
ส่งผลกบัองคก์ร 

 
1 

 
2 

 
3 

 
4 

 
5 

CSOP 
16. 

 
การทดรั้บข่าวสารเก่ียวกบัความสัมพนัธ์ภายใน
องคก์ร 

 
1 

 
2 

 
3 

 
4 

 
5 
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ขอ้ 

 
 

ระดบัความพึงพอใจของท่านต่อ... 

ทม
่ พึง

พอ
ใจ
มา
ก 

ทม
่ พึง

พอ
ใจ

 

เฉ
ยๆ

 

พึง
พอ

ใจ
 

พึง
พอ

ใจ
มา
ก 

  

CSOI 
17. 

 
การทดรั้บข่าวสารเก่ียวกบัความกา้วหนา้ในการ
ท างานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSOI 
18. 

 
การทดรั้บข่าวสารเก่ียวกบัการปฏิบติัหนา้ท่ีของ
ท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSOI 
19. 

 
การทดรั้บข่าวสารเก่ียวกบันโยบายและเป้าหมาย
ของสาขาวชิาและ/หรือคณะของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSOI 
20. 

 
การทดรั้บข่าวสารเก่ียวกบัขอ้ก าหนดเก่ียวกบัภาระ
งานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSOI 
21. 

 
การทดรั้บข่าวสารเก่ียวกบัค่าตอบแทนและ
สวสัดิการของบุคคลากร 

 
1 

 
2 

 
3 

 
4 

 
5 

CSCC 
22. 

 
การส่ือสารในองคก์รท่ีสามารถสร้างแรงจูงใจ 
สร้างความกระตือรือร้นในการก าหนดเป้าหมาย
ขององคก์ร 

 
1 

 
2 

 
3 

 
4 

 
5 

CSCC 
23. 

 
การท่ีบุคลากรในองคก์รมีความสามารถในการ
ส่ือสารเป็นอยา่งดี 

 
1 

 
2 

 
3 

 
4 

 
5 

CSCC 
24. 

 
การส่ือสารในขององคก์รท่ีท าใหบุ้คคลากรรู้สึก
เป็นส่วนหน่ึงขององคก์ร 
 

 
1 

 
2 

 
3 

 
4 

 
5 



126 

 
 

ขอ้ 

 
 

ระดบัความพึงพอใจของท่านต่อ... 

ทม
่ พึง

พอ
ใจ
มา
ก 

ทม
่ พึง

พอ
ใจ

 

เฉ
ยๆ

 

พึง
พอ

ใจ
 

พึง
พอ

ใจ
มา
ก 

  

CSCC 
25. 

 
การท่ีท่านทดรั้บขอ้มูลข่าวสารอยา่งเพียงพอและ
เหมาะสมกบังานท่ีตอ้งท า 

 
1 

 
2 

 
3 

 
4 

 
5 

CSCC 
26. 

 
การท่ีท่านทดรั้บขอ้มูลข่าวสารเม่ือเกิดความ
ขดัแยง้ข้ึนภายในองคก์ร 

 
1 

 
2 

 
3 

 
4 

 
5 

CSPF 
27. 

 
การทดรั้บทราบข่าวสารเก่ียวกบัผลการปฏิบติังาน
ของท่านเสมอ 

 
1 

 
2 

 
3 

 
4 

 
5 

CSPF 
28. 

 
การทดรั้บทราบข่าวสารเก่ียวกบัการยอมรับในการ
ท างานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSPF 
29. 

 
การทดรั้บทราบขอ้มูลเก่ียวกบัวธีิการแกปั้ญหาท่ี
ถูกตอ้งในงานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSSup 
30. 

 
การท่ีผูบ้ริหารรับฟัง และใหค้วามส าคญัในตวั
ท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSSup 
31. 

 
การท่ีผูบ้ริหารอนุญาตใหเ้ขา้พบเพื่อพดูคุย และ/
หรือให้ค  าปรึกษา เก่ียวกบัปัญหาต่างๆ ท่ีเก่ียวขอ้ง
กบัการปฏิบติังาน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSSup 
32. 

 
การท่ีผูบ้ริหารทวว้างใจในตวัท่าน 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 
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ขอ้ 

 
 

ระดบัความพึงพอใจของท่านต่อ... 
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CSSup 
33. 

 
การท่ีผูบ้ริการเปิดรับฟังความคิดเห็นต่างๆ จาก
ท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

CSSup 
34. 

 
การท่ีผูบ้ริหารให้เสรีภาพกบัผูใ้ตบ้งัคบับญัชาใน
การส่ือสาร 

 
1 

 
2 

 
3 

 
4 

 
5 

 
ส่วน C:  ความพงึพอใจในการท างาน 

ขอ้ความต่อทปน้ีเป็นการสอบถามเก่ียวกบัความคิดเห็น ความพึงพอใจในการท างานใน
ระดบัสถาบนัอุดมศึกษา โปรดท าเคร่ืองหมาย O ตวัเลขทางขวามือท่ีตรงกบัความคิดเห็นของท่าน
มากท่ีสุด 
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JSPay 
35. 

 
ท่านทดรั้บค่าตอบแทนอยา่งยุติธรรม เหมาะสม
กบังานท่ีท่านท า 

 
1 

 
2 

 
3 

 
4 

 
5 

JSPay 
36. 

 
การข้ึนเงินเดือนในองคก์รของท่านนั้นเหมาะสม 

 
1 

 
2 

 
3 

 
4 

 
5 

JSPay 
37. 

 
ท่านรู้สึกดีกบัองคก์ร เม่ือท่านนึกถึงเร่ือง
เงินเดือนท่ีทดรั้บ 
 

 
1 
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3 

 
4 

 
5 
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ขอ้ 

 
 

ท่านคิดวา่... 
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JSPro 
38. 

 
ผูท่ี้ท  างานในหนา้ท่ีทดอ้ยา่งดี ควรมีโอกาสทดรั้บ
เล่ือนต าแหน่งอยา่งยติุธรรม 

 
1 

 
2 

 
3 

 
4 

 
5 

JSPro 
39. 

 
หลายคนในองคก์รมีกา้วหนา้อยา่งรวดเร็ว 
เช่นเดียวกบัท่ีองคก์รอ่ืนๆ 

 
1 

 
2 

 
3 

 
4 

 
5 

JSPro 
40. 

 
ท่านพึงพอใจกบัโอกาสในการเล่ือนต าแหน่ง 

 
1 
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3 

 
4 

 
5 

JSFri 
41. 

 
ท่านพึงพอใจกบัผลตอบแทนท่ีท่านทดรั้บ 

 
1 

 
2 

 
3 

 
4 

 
5 

JSFri 
42. 

 
ผลตอบแทนท่ีท่านทดรั้บดีเท่ากบัท่ีองคก์รอ่ืน
เสนอ 

 
1 

 
2 

 
3 

 
4 

 
5 

JSFri 
43. 

 
สวสัดิการท่ีท่านทดรั้บนั้นเหมาะสม 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCon 
44. 

 
เม่ือท่านท างานทดดี้ ท่านทดรั้บการยอมรับในงาน
ท่ีท า 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCon 
45. 

 
ท่านรู้สึกวา่งานท่ีท านั้นมีคุณค่า 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCon 
46. 

 
ท่านรู้สึกวา่การท างานของท่านนั้นเหมาะสมกบั
ผลตอบแทน 

 
1 

 
2 

 
3 

 
4 

 
5 

JSSup 
47. 

 
ผูบ้ริหารของท่านมีความสามารถในงานท่ีท า 
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ขอ้ 
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JSSup 
48. 

 
ผูบ้ริหารของท่านยติุธรรมกบัท่าน 

 
1 
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3 

 
4 

 
5 

JSSup 
49. 

 
ท่านช่ืนชอบผูบ้ริหารของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCow 
50. 

 
ท่านช่ืนชอบเพื่อนร่วมงานท่ีท่านท างานดว้ย 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCow 
51. 

 
ท่านมีความสุขกบัเพื่อนร่วมงานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCow 
52. 

 
ทม่มีการทะเลาะและการแข่งขนัในท่ีท างาน 

 
1 

 
2 

 
3 

 
4 

 
5 

JSOpe 
53. 

 
กฏและขอ้บงัคบัหลายๆขอ้ ส่งเสริมใหก้าร
ท างานมีประสิทธิภาพท่ีดี 

 
1 

 
2 

 
3 

 
4 

 
5 

JSOpe 
54. 

 
ท่านมีภาระงานท่ีตอ้งท าอยา่งเหมาะสม 

 
1 

 
2 

 
3 

 
4 

 
5 

JSOpe 
55. 

 
ท่านทดรั้บมอบหมายงานดา้นเอกสารอยา่ง
เหมาะสม 

 
1 

 
2 

 
3 

 
4 

 
5 

JSNat 
56. 

 
การท างานของท่านมีความหมายต่อองคก์ร 

 
1 

 
2 

 
3 

 
4 

 
5 

JSNat 
57. 

 
ท่านชอบงานท่ีท่านท าอยู ่

 
1 

 
2 

 
3 

 
4 

 
5 

JSNat 
58. 

 
ท่านภูมิใจในการท างานของท่าน 
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JSCom 
59. 

 
องคก์รของท่านมีบรรยากาศการส่ือสารดี 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCom 
60. 

 
เป้าหมายขององคก์รมีความชดัเจน 

 
1 

 
2 

 
3 

 
4 

 
5 

JSCom 
61. 

 
ท่านทดรั้บการมอบหมายงานโดยทดรั้บการ
อธิบายอยา่งชดัเจน 

 
1 

 
2 

 
3 

 
4 

 
5 

 
ส่วน D:  ความผูกพนัธ์ของพนักงาน 

ขอ้ความต่อทปน้ีเป็นการสอบถามเก่ียวกับความคิดเห็น ความผูกพนัธ์ของพนักงานใน
ระดบัสถาบนัอุดมศึกษา โปรดท าเคร่ืองหมาย O ตวัเลขทางขวามือท่ีตรงกบัความคิดเห็นของท่าน
มากท่ีสุด 
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EEI 
62. 

 
ท่านใชส้มาธิกบังานของท่านอยา่งมาก 

 
1 

 
2 

 
3 

 
4 

 
5 

EEI 
63. 

 
ท่านเอาใจใส่งานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

EEI 
64. 

 
ท่านใหค้วามสนใจกบังานของท่านอยา่งมาก 
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3 
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EES 
65. 

 
ท่านแบ่งปันคุณค่าของงานกบัเพื่อนร่วมงานของ
ท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

EES 
66. 

 
ท่านกบัเพื่อนร่วมงานของท่านมีเป้าหมายในการ
ท างานร่วมกนั 

 
1 

 
2 

 
3 

 
4 

 
5 

EES 
67. 

 
ท่านกบัเพื่อนร่วมงานของท่านมีทศันคติในการ
ท างานเหมือนกนั 

 
1 

 
2 

 
3 

 
4 

 
5 

EEA 
68. 

 
ท่านรู้สึกดีเก่ียวกบังานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

EEA 
69. 

 
ท่านรู้สึกกระตือรือร้นในงานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

EEA 
70. 

 
ท่านมีความสนใจต่องานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 
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ส่วน E:  ประสิทธิภาพการท างาน 
ขอ้ความต่อทปน้ีเป็นการสอบถามเก่ียวกบัความคิดเห็น ประสิทธิภาพการท างานในระดบั

สถาบนัอุดมศึกษา โปรดท าเคร่ืองหมาย O ตวัเลขทางขวามือท่ีตรงกบัความคิดเห็นของท่านมาก
ท่ีสุด 
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JPTP 
71. 

 
คุณภาพงานของท่านดีกวา่ท่ีควรจะเป็นในอดีตท่ี
ผา่นมา 

 
1 

 
2 

 
3 

 
4 

 
5 

JPTP 
72. 

 
ท่านมีการวางแผนการท างานของท่านเพื่อใหง้าน
เสร็จทนัเวลา 

 
1 

 
2 

 
3 

 
4 

 
5 

JPTP 
73. 

 
ท่านมุ่งถึงผลลพัธ์ท่ีท่านตอ้งท างานใหส้ าเร็จ 

 
1 

 
2 

 
3 

 
4 

 
5 

JPTP 
74. 

 
ท่านสามารถท างานของท่านทดดี้ในเวลาท่ีจ ากดั 

 
1 

 
2 

 
3 

 
4 

 
5 

JPCP 
75. 

 
ท่านสามารถท าหนา้ท่ีของท่านทดอ้ยา่งสมบูรณ์ 

 
1 

 
2 

 
3 

 
4 

 
5 

JPCP 
76. 

 
การท างานร่วมกบัผูอ่ื้นของท่านเป็นทปทดด้ว้ยดี 

 
1 

 
2 

 
3 

 
4 

 
5 

JPCP 
77. 

 
ท่านมีความคิดสร้างสรรคใ์นท่ีท างาน 

 
1 

 
2 

 
3 

 
4 

 
5 

JPAP 
78. 

 
ท่านท างานท่ีท าใหค้วามรู้ของท่านนั้นทนัสมยัอยู่
เสมอ 
 

 
1 

 
2 

 
3 

 
4 

 
5 



133 

 
 

ขอ้ 
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JPAP 
79. 

 
ท่านฟ้ืนตวัทดร้วดเร็วหลงัจากประสบกบั
สถานการณ์ท่ียากหรือความลม้เหลวในการ
ท างาน 

 
1 

 
2 

 
3 

 
4 

 
5 

JPAP 
80. 

 
ท่านมีทางออกอยา่งสร้างสรรคก์บัปัญหาใหม่ๆ 

 
1 

 
2 

 
3 

 
4 

 
5 

JPAP 
81. 

 
ท่านสามารถปรับตวัใหเ้ขา้กบัการเปล่ียนแปลง
ในงานของท่านทดดี้ 

 
1 

 
2 

 
3 

 
4 

 
5 

JPCWB 
82. 

 
ท่านมุ่งความสนใจทปท่ีดา้นบวกของสถานการณ์
การท างานมากกวา่ดา้นลบ 

 
1 

 
2 

 
3 

 
4 

 
5 

JPCWB 
83. 

 
ท่านคุยกบัเพื่อนร่วมงานแต่ดา้นดีๆในงานของ
ท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

JPCWB 
84. 

 
ท่านพดูคุยกบัคนท่ีอยูภ่ายนอกองคก์รเก่ียวกบัส่ิง
ดีๆในงานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

JPCWB 
85. 

 
ท่านลงรอยกบัเพื่อนร่วมงาน และ/หรือหวัหนา้
งานของท่าน 

 
1 

 
2 

 
3 

 
4 

 
5 

 

---- ขอบพระคุณส าหรับการตอบแบบสอบถาม ---- 
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